THE UNCOMMON LEADER

A PROCESS TO CREATE
THE NEW AMERICAN HOSPITAL
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TUL OBJECTIVES

CUSTOMER SATISFACTION (HIGH SATISFACTION)

1. IMPROVE CUSTOMER RETENTION (PROFITABILITY) & ABILITY TO ATTRACT NEW BUSINESS (SHARE).
2. CREATE “STRATEGIC CUSTOMER RESPONSE” MINDSET & RETROFIT ORG FOR USERS AND DOERS.
3. INCREASE ORG FLEX, “LOOSENED UP” SYSTEM FOR RAPID, ON-TARGET CUSTOMER RESPONSE.

QUALITY IMPROVEMENT (HIGH QUALITY)

4. IMPROVE & STABILIZE BOTH QUALITY OF PEOPLE & WORK PROCESSES.

5. ACCELERATE CLINICAL & NON CLINICAL WORK PROCESS STANDARDIZATION TO MINIMIZE
VARIANCE (ERRORS, COST, WASTE, REWORK, RISK EXPOSURE).

6. REDUCE MANAGEMENT VARIANCE: NEW SYSTEMS, TOOLS, “WAYS OF DOING THINGS.”

COST & EFFICIENCY STREAMLINING (LOW COST) "

£
7. COST EFFICIENCIES ON KEY BUSINESS PROCESSES BY EFFECTIVE MGMT OF TIME, PEOPLE & DOLLARS.
8. MAKE DECISIONS ON BASIS OF COMPETENCE & NEARNESS TO PROBLEM, NOT POSITION. ™
9. IMPROVE SERVICES COMPETITIVE POSITION SERVICES BY REDUCING CYCLE TIMES & GRIT REMOVAL.

PEOPLE STRENGTH (BEST PEOPLE)

10. CREATE LEADERSHIP CADRE ABLE TO CHANGE, ACHIEVE KEY RESULTS & MEET ORG DEMANDS.
11. INTENSIFY VALUES & MISSION; INCREASE TEAM COOPERATION; BREAK DOWN BARRIERS.

12. PROMOTE AGGRESSIVE “CAN DO” ATTITUDE & TEAM SPIRIT AMONG STAFF: MOVE FROM
PASSIVE DEPENDENCE TO CHANGE ORIENTED INTERDEPENDENCE.
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TUL CHARACTERISTICS

FULLY INTEGRATED APPROACH, CUSTOMER, EMPLOYEE &
PHYSICIAN SATISFACTION; QUALITY MGMT; COST MGMT

CUSTOMIZED TO EACH ORGANIZATION'S NEEDS

SYSTEMIC TRANSFORMATION, NOT PROGRAMMATIC TWEAKING
LASTING CHANGE IN ORGANIZATION CULTURE

ALIGNS CHANGE/PERFORMANCE WITH MISSION/VALUES

BEST PRACTICES FOCUS + HIGH STANDARDS + OPEN-ENDED \
EXECUTIVE LED, MANAGEMENT DRIVEN, ASSOCIATE OWNED
REPLACES SEGREGATION WITH INTEGRATED TEAM UNITY

BUILDS ACCOUNTABILITY INTO THE SYSTEM
FAST PACED; PARTICIPATION FROM ALL
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PLAN = CONSTRUCTION MESS = FINISHED PRODUCT




FINISHED PRODUCT




MD: TEAM
& MUSCLE
BUILDING

OD: HIGH
BUSINESS
PAYOFFS

SUPPORT:
SYSTEMS
& SKILLS

TRANSFORMATION PLAN
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A MODULAR APPROACH
LINKING MD, OD & HUMAN EFFORT

6. TEAM UNITY & PEAK PERFORMANCE
‘MAXIMIZING PRODUCTIVITY & INNOVATION

- BUILDING A WINNING TEAM
- ZMODULE: TARGETING PEAK PERFORMANCE

—>

S. QUALITY, SPEED & RESULTS
*CONTINUOUS IMPROVEMENT: SAVING TIME, MONEY & EFFORT
‘POWER TOOLS, METHODS & WORKABLE SOLUTIONS

- ZMODULE: DIS/CONTINUOUS IMPROVEMENT

4. RISKING FOR GREATNESS

‘MANAGERIAL MUSCLE, POWER & PERSUASION

*CREATIVITY & CONTROLLING THE CHAOS OF CHANGE
- ZMODULE: SPEED, COST & SIMPLICITY

3. THE PRIVILEGE OF SERVICE
—» -THE CUSTOMER IS KING
*ACCOUNTABILITY IN MANAGEMENT
- ZMODULE: TOTAL CUSTOMER SATISFACTION

2. THE POWER OF PEOPLE

‘LEADING PEOPLE TO GROWTH & CONTRIBUTION

‘FROM LOSERS TO WINNERS: TRANSFORMING PROBLEM PEOPLE
- ZMODULE: GROWING THE BEST PEOPLE

1. PROFILES IN EXCELLENCE
*CREATING THE NEW AMERICAN HOSPITAL
UNCOMMON LEADERSHIP & MANAGEMENT EFFECTIVENESS

- ZMODULE: THE MANAGEMENT MACHINE EACH CHANGE MODULE:

*KRA STRATEGY FOCUS

0 RETHINKING THE FUTURE
PLANNING CONFERENCE

*DETAILED ACTION PLAN

*SPECIFIED TIMELINES

+ DECISION & COMMITMENT FOR EXCELLENCE
| *WORKSHOPS &SUPPORT TOOLS

+ Z MODULE: ORGANIZING FOR REVOLUTION

- INDIVIDUAL & GROUP ASSIGNMENTS




MODULE LEADERSHIP
MANAGING CHANGE IN CHUNKS
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"WINDS OF CHANGE
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FOCUS: KRAs, VALUES,
EXCELLENCE—OR DON'T DO IT!

INVOLVE 3-7 PEOPLE & KEY
UNITS—30 DAY DEADLINE!

PICK DOABLE PROBLEM

—90% OF WHAT MUST BE DONE = “LOW HANGING FRUIT”
—MANY DIGs CAN PIECEMEAL HUGE PROBLEMS

IMPROVEMENT, NOT PERFECTION = C.I.

MASSIVE CHANGE—GOAL IS2 OR 3 X FTE COUNT
PEOPLE GROWTH MORE IMPORTANT THAN SOLUTION
SOLUTION MUST BE PRACTICAL, AFFORDABLE



LEADER ASSIGNMENT COMPLETIONS

MANAGERS > 90%

GRAD REQUIREMENTS %

IN-HOUSE INNOVATION (DIGs & JDIs)—CUMULATIVE

INNOVATION

# IDEAS RECEIVED

# IN PROCESS

# DONE

ASSOCIATE PARTICIPATION

% NAH/VALUES TRAINED

% DIG TRAINED

% ON 1 DIG

/J?

RESULTS
R.O.l. ESTIMATE

HARD TANGIBLE $

CONSERVATIVE SOFT $

CUSTOMER SATISFACTION

% ABV AVG & EXCELLENT

% EXCELLENT

ASSOCIATE MORALE

% RECOMMEND ORG




PIZZA POWER




INITIAL TRAINING NEEDS

WAVE |

* VALUES IN SIMPLIFIED FORM

* DIG PROCESS/ROLES/FORMS/EXPECTATIONS
« ROI CALCULATIONS

* DIG CHAIR TRAINING

WAVE Il

« DO-IT PROCESS
« CUSTOMER SERVICE STANDARDS
« PROFESSIONAL PRESENTATION

WAVE Il

 MANSYS FORMS
« CI RESOURCE PEOPLE

WAVE IV
- TEAM LEADERSHIP ASSESSMENT
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2 Scoreboard

HIGH PATIE?

Patient Satisfaction ~ Overall Percentile Ranking
Inpaticnt

(inp.mcra Surpery
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HIGH QUALITY

CHF Readmission
M0 Day
90 Day

% of ED Asthma Patients edocated

% of Patients stating pain was successfully controlled

LOW COST

Cost per Adgusted Discharge
Days in AR
Operating locoene
Averape Length of Stay
BEST PEOPLE

Learning Hours Completed Per Associate

Asscciate Satisfaction Survey Percertile Ranking

Total Turnover Rate




EXECUTIVE BEHAVIOR EXPECTATIONS
GETTING ROI OUT OF INTELLECTUAL CAPITAL

DIRECTION—ESTABLISH ORG/DEPT BHAGs
LEAD BY EXAMPLE—DIG PARTICIPATION

SPEED APPROVALS = RESULTS & MOTIVATION
ATTACK SYSTEM BARRIERS, REMOVE RED TAPE
RECOGNITION—INDIVIDUAL IDEA RESULTS, C
CONSIDER HOUSE-WIDE PAYOFFS!

. MONITOR IMPLEMENTATIONS BY DEPT = 2-4/FTE
7. RESPOND TO POOR/NON PERFORMERS

8. FOSTER OPEN CULTURE/LEARNING ORGANIZATION

T



15 BASIC MISTAKES OF
SURVIVING ORGANIZATION CHANGE

EXPECT SOMEBODY ELSE TO REDUCE YOUR STRESS

DECIDE NOT TO CHANGE

ACT LIKE A VICTIM

TRY TO PLAY THE NEW GAME BY THE OLD RULES

SHOOT FOR A LOW-STRESS WORK SETTING

TRY TO CONTROL THE UNCONTROLLABLE

CHOOSE YOUR OWN PACE OF CHANGE

FAIL TO ABANDON THE EXPENDABLE

SLOW DOWN

BE AFRAID OF THE FUTURE A\
PICK THE WRONG BATTLES ¢ ~
PSYCHOLOGICALLY UNPLUG FROM YOUR JOB :
AVOID NEW ASSIGNMENTS

TRY TO ELIMINATE UNCERTAINTY & INSTABILITY
ASSUME “CARING MANAGEMENT™ SHOULD KEEP YOU
COMFORTABLE.

*LETTING YOU STAY IN YOUR COMFORT ZONE COULD BE THE MOST COLD BLOODED
MANAGEMENT MOVE OF ALL. CARING MANAGEMENT DOES WHAT WORKS & GETS
RESULTS WHICH KEEPS THE ORGANIZATION ALIVE & PROVIDES ALL OF US WITH A
JOB. E=h =

—From a report.ef-now defunct Arthur Anderson




TAKING SERVICE VIOLATIONS SERIOUSLY
Poor Performance
Absenteeism | Violation of Standards
Training Compliance Other

Schedule Conflct

—Taken from the Pensacola Baptist Turnaround Case
Health Care Advisory Board



BOYS AND GIRLS, THERE AIN'T NO FREE LUNCHES IN THIS COUNTRY.
AND DON'T GO SPENDING YOUR WHOLE LIFE COMMISERATING THAT
YOU GOT THE RAW DEALS. YOU'VE GOT TO SAY, “I THINK THAT IF |
KEEP WORKING AT THIS AND WANT IT BAD ENOUGH | CAN HAVE IT.”

IT'S CALLED PERSEVERANCE.
—Lee Iacosga

» ...TO GET TO PROWLERS & VIPERS




