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Poudre Valley Health System

e Private, locally owned, not-for-profit
* Full spectrum of healthcare services

— 2 tertiary hospitals, outpatient campus,
numerous satellite clinics

— Regional medical hub for cardiac &
trauma services, orthopedics,
oncology, neonatal intensive care &
bariatric surgery
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Poudre Valley Health System

e Service area: Northern Colorado, Wyoming & Nebraska

4,500 employees, 600 primarily independent physicians
& 800 volunteers

e $1 billion in annual revenue
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Where Our Journey Started

« Community hospital serving Fort Collins, Colorado

« 1,500 employees, 300 independent physicians & 575
volunteers

o 24% annual employee turnover

« 5CEOsin4years

e $250 million in annual revenue
 Changing healthcare market

« Demand for physician integration

Makeolm Baldrige
National
e
ipien

pvhs.org
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e Baldrige Journey

Leadership: Find an improvement model
The Work Horse Philosophy

& PouprE VaLl by HoseriAl

3

FIRSTLOOK

News, announcements and other important stuff for the PVH stalf

August 22, 1997
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t ization's mission, includi
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what is important.
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ossocioted with the flood of ~ ©T thee pathway to a more The team will conduct systemrwide plans are commun cate ;“
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Set Direction

/
PVHS Glo

Communicate

Direction N
A GUIDE TO PERFORMANCE EXCELCCENCE

B R srarercomiecnve )
Vision Attract, engage, develop and retain a quality
To orovide workd-d PVHS team, continuously improving the culture,
e g > STRATEGICOBIECTVE )
Mission Strengthen and expand PVHS' market position
The mission of Poudre and service portfolio, exceeding the healthcare
Valley Health System needs of a diverse and growing marketplace.
bisiirioatlll B > STRATEGIC OBJECTIVE 3
non-profit Build collaborative and meaningful partnerships
organization, with physicians and other members of the

iding § e tical e
comprehensive care of " T ————— ;
the highest quality and (2. STRATEGICOBJECTIVE
f : i s dlinical iz

(( Values | |- EESETIEEI—-
Quality Provide outstanding service to each PVHS
Compassion customer.
mmﬂpm Improve PVHS's financial performance and
Integrity

strength in order to fulfill the organization's
vision and mission, ')
L J
EVALUATION AND IMPROVEMENT

SYSTEM STRATEGIC PLAN
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Plan & Align

PVHS Global Path to Success——

A GUIDE TO PERFORMAMNCE EXCELLENCE

s 1. STRATEGIC OBJECTIVE

Vision Attract, engage, develop and retain a quality
To provide worid-class PVHS team, continuously improving the culture.
s g > STRATEGICOBJECTVE _ § o .
Mission Strengthen and expand PVES marketposiion | [ | Bl B =
The mission of Poudre ~ and service portfolio, exceeding the healthcare < o - o
Valley Health System needs of a diverse and growing marketplace. o & [ :
b niiributa SN " STRATEGIC OBJECTIVE H | H E Q
independent, 4 H E =
non-profit Build collaborative and meaningful partnerships E = a E
organization, with physicians and other members of the = = X o
proviing mhovatve, | medialcommuny d | -E -E a.:
Frprmr e surcaicomecve M= M= I :
exceeding customer Achieve superior clinical outcomes utilizing E ] g é
expectations. customer-focused, evidence-based care. 7z * =
Values S 5. STRATEGICOBJECTVE - s
Quality Provide outstanding service to each FVHS

Compassion custamer,

Confidentiality W

Equality Improve PVHS's financial performance and

Integrity strength in order to fulfill the organization's

A vision and mission, A

L J
EVALUATION AND IMPROVEMENT
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PVHS Global Path to Success

A GUIDE TO PERFORMAMNCE EXCELLENCE

. e
E’I'Ihifu];gernlndd-dm :{'ﬁ:ﬁ&m mnthtmudjrimp}wm?l;r;?:l:dm
e g 2 STRATEGICOBJECTIVE s
Mission Strengthen and expand PVHS’ market position

The mission of Poudre and service portfolio, exceeding the healthcare
Valley Health System needs of a diverse and growing marketplace.
abisiiriatlll R > STRATEGIC OBIECTIVE (i
non-profit Build collaborative and meaningful partnerships
organization, with physicians and other members of the

iding | fin tical ite.
PO . STRATEGIC OBIECTIVE )
the highest quality and

i A Achi <or dlinical Jizi

Values g 5 STRATEGICOBJECTVE
Quality Provide outstanding service to each FVHS
Compassion custamer,

Equality hnpmwlP?HS'slinmmperfmm:_nw_ln:i
Integri st.rfngthmm:d.-::rmﬁtﬁﬂﬂump]m:am;
vision and mission,

SYSTEM STRATEGIC PLAN

Execute the Plan &
Drive Performance

SYSTEM BALANCED SCORECARD
SMG BALANCED SCORECARD
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PVHS Global Path to Success

A GUIDE TO PERFORMAMNCE EXCELLENCE

Vision
To provide world-class
health care

Mission
The mission of Poudre
Valley Health System
{PVHS) is to be an
independent,
non-profit
organization,
providing innovative,
comprehensive care of
the highest quality and
exceeding customer
expectations.
Values
Quality
Compassion
Confidentiality
Dignity/Respect
Equality
Integrity
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1. STRATEGIC OBJECTIVE >

Attract, engage, develop and retain a quality
PVHS team, continuously improving the culture,

Strengthen and expand PVHS' market position
and service portfolio, exceeding the healthcare
needs of a diverse and growing marketplace.

3. STRATEGIC OBJECTIVE -
Build collaborative and meaningful partnerships
with physicians and other members of the

Achi <or dlinical Jizi
customer-focused, evidence-based care.
Provide outstanding service to each FVHS
customer,

STRATEG DB ! -
Improve PVHS's financial performance and
strength in order to fulfill the organization's

L J
EVALUATION AND IMPROVEMENT
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INDIVIDUAL PERFORMANCE REVIEW
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PVHS Global Path to Success

A GUIDE TO PERFORMAMNCE EXCELLENCE

. sTateaic oBlEcTvE S
Vision Attract, engage, develop and retain a quality
To provide world-class PVHS team, continuously improving the culture,
health care > STR! [ DBIECTIV - ~
Mission Strenghen and expand PVHS markerposiion (0 B4 |2
The mission of Poudre mdmpurtﬁﬂm,meadmglhehﬂllbﬂm < : o
Valley Health System needs of a diverse and growing marketplace. ™ S o
(PVHS)istobean | . pmeryrrrmrryrrT H H E
independent, 4 H E
non-profit Build collaborative and meaningful partnerships E = a
organization, with physicians and other members of the = = X
rosingmontve, ek communty d H E
comprehensive care of " e : E -] E'
the highest quality and 2 STRATEGIC OBJECTIVE 5 - o
exceeding customer Achieve superior clinical outcomes utilizing = W g
expectations. customer-focused, evidence-based care. E n
Values g 5 STRATEGICOBJECTIVE
Quality Provide outstanding service to each FVHS
Compassion customer.
Confidentiality P .
Dignity/Respect I T B
Equality ;
Integrity Learn, Share & Innovate
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ramework: Performance Excellence Cycle

Feedback
Report

SMG Review with Identification
of Key Themes

Leadership Strategy Cts":::;?:r Knowledge Workforce Process Key Measures
Committee Team Steering Management Focus Team Improvement Team
Committee Team A CET

SELF-ASSESSMENT
Application & Site Visit

IMPROVEMENTS
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imeline

PERFORMANCE EXCELLENCE TEAMS MEET ON MONTHLY BASIS
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e Competencies

ENGAGING THE
WORKFORCE

PARTNERING

DRIVING INNOVATION

FINANCIAL STABILITY

VISION:

To provide World-Class health care
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Vision

Physician
Engagement

Employee Engagement
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Vision: To Provide World-Class Healthcare

Definition of World-Class:
Striving for results in the 90" percentile f
or top 10% of available national
comparative databases

Craig
Trauma patient
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J

Engaging Employees

e Listen & Respond

e Promote Team Culture
 Encourage Culture of Appreciation
e Link Individual Goals to Vision

| pvﬁs.org



& POUDRE VALLEY HEALTH SYSTEM
‘, Wete here for you.

Link Individual Goals to Vision

MY PVHS GOALS MY PVHS GOALS

My performance review goals to help PVHS
achieve its vision are:

As a new employee, my goals to help PVHS
achieve its vision are:

1. Live the Behavior Standards 1. Live the Behavior Standards
2. Learn how to excel at my job 2. Goal:
3. Goal:
POUDRE VALLEY ALTH SYSTEM

MY PVHS GOALS

"~ As a volunteer, my goals to help PVHS
¢"7 achieve its vision are:

1. To understand that the vision of PVHS is
to provide world class health care and that this
information is attached to my badge.

2. To live the Behavior Standards.

E1256 POUDRE VALLEY HEALTH SYSTEM

pvhs.org
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J

Engaging Physicians

e Listen & Respond
e Partner
e Integrate into Team Culture




POUDRE VALLEY HEALTH SYSTEM
| Wete here for you.

Vision

Physician
Engagement

Employee Engagement
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J

Results

juis-org Gabriel, NICU “Graduate’
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Workforce-Focused Outcomes

Staff Voluntary Turnover

—@— PVHS —— PVH MCR —l— CHC ASHHRA Top 10%
23
21 _ 60 New Learn & Lead = Leadership Buddy Program = Stay Interviews 1st Year
Optional Managers B Rounding . Retention Task
19 Performance |, 1yl Lifestyle Meet & Greet New Physician = Force
Plan Notes Challenge Survey Tool N
- 17 ° Learn & Gron o MSA Physician
g Balanced New Exit I%flllll{l‘}éMSA Relations
= 15 : Turnover Tips | Leadership Interview Sunely ducati
o} Staffing ; Man: t Education
- Model Performance » Dialogue Anagement | Process Steering
13 . Proactive Orientation Onboardiny (_ A
Balanced Review Referral Ergonomic Behavior o ormmitiee
11 Score Peer Bonus Plan Mentor Program Standards Bﬂli:gg B}I:_)cks
-, ; y of Leadership
9 Card Reviews Nurse ngru.n
Employee Recruiter ManagingUp
7 Suggestion
5 Program Personal
Goal Cards
3
2000 2001 2002 2003 2004 2005 2006 2007* 2008 2009

*Increased turnover expected due to opening of MCR. Other new Colorado hospitals reported first-year turnover rates approaching 50%.
*American Society for Healthcare Human Resources Administration
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orkforce-Focused Outcomes

ysician Engagement Scorecard

Percentile Rank In National

Physician Database

Engagement Score 90 th

Loyalty Score | 96 th

Attachment Score | 89th
 Source: Gallup, 2009 I
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Customer-Focused Outcomes

Top Box Scores for Patient Satisfaction

85
80
Lemay Bistro We're Here Patient and Every Person
For Yol Family Parkin Every Time
o AD Concierge OR RN Family " Stra:[ggy v LA
i / 4 Service Liaison GetWell Penguin
Z Key Words at . Network Patient Partners
8_ ; ; Key Times Behavior OR Status Directory
& Patient Focus  Walk Don’t , Standards Board Private Rooms Patient and
g 70 Groups Paint Leadership Avatar tlsars Family
“ ‘ Rounding Patient Thank Patient Service Guide Advisory
o Volunteer Discharge You Notes Navigator Excellence Catinal
] Patient Liasons  Phone Calls ATE Harmony Cafe 2L
Col 65 ) Splash of Top Box
= Customer staff Thank Sunshine Committee Cookie Time Comfort
5 Champions You Notes Cabinet
@ findi Provider AIDET
o Wayfinding Identification Training in ED  ED Renovation
© 60
C
@
hed
&
a5
50
2005 2006 2007 2008 2009

8 years of consistent improvement
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Financial & Market Outcomes

Patient Discharges: 50% increase since 15t Baldrige application

23,000
21,000
50% increase in PVHS discharges
& 19,000 : R
g 11% population growth in Larimer County
2 17,000
18% increase in Competitor discharges
15,000
39% population growth in Competitor’s home county
13,000
1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009

pvhs.org
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J

Challenging Times...

* Increased hospital discharges almost 50%
with only 11% population growth

e Doubled the workforce

« Added 2" hospital, outpatient campus &
numerous offsite clinics

« Expanded service area from Fort Collins
community to 50,000 square miles in
Colorado, Wyoming, Nebraska
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Q
World-Class Results

« Top 10% for inpatient mortality, patient satisfaction, employee
satisfaction & physician engagement

e Thomson Reuters Top 100 Hospital for 5 consecutive years

« Top 100 Best Places to Work for last 2 years, Modern
Healthcare

« Magnet designation since 2000
« NDNQI Outstanding Nursing Quality Award for last 3 years

pvhs.org
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Our Vision

To provide
world-class
health care

Molly
4th generation treated at PVH
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