


Singapore Healthcare Management 

Congress 2014 

 

HM 9 - Secrets of Performance 

Management 

 
August 20, 2014 

 

Mrs. Jennifer Rose,  

Senior Director,  

Performance Services, 

Duke University Health System 



Outline 

• Introduction to Duke University Hospital 

 

• What is Performance Management? 

 

• Performance Management Secrets 

 



Outline 

• Introduction to Duke University 

Hospital 

 

• What is Performance Management? 

 

• Performance Management Secrets 

 



Where is Duke University Hospital? 

• Duke University Hospital is located in Durham, 

North Carolina, USA 



Duke University Hospital Overview 

• 957 licensed beds 

• Main campus (Over 1 million square feet): 

– Duke North inpatient bed tower 

– Duke Cancer Center 

– Duke Medicine Pavilion 

– Duke South Clinics 

– Eye Center 

– Children’s Health Center 

• Off Campus 

– Ambulatory Surgery Center 

– Adult Bone Marrow Transplant 

– ~25 primary and specialty care  

 clinics 



Duke University Hospital Expansion 

• 2012: 267,000 square foot 

Duke Cancer Center 

 

 

 

 

 

• 2013: Duke Medicine Pavilion 

– ~100 new inpatient Intensive 

Care and Stepdown beds 

– 16 new operating rooms 

– Ancillary services including 

imaging and labs 

http://www.wral.com/news/local/image/5871864/?ref_id=5871862


Duke University Hospital Key Statistics 
Fiscal Year 2014 (July 2013 through June 2014) 

 • 39,614 adult inpatient discharges 

• 6.60 adult average length of stay 

• 716 average daily census 

– 749 average daily census with observation patients 

– 81.5% occupancy rate 

• 66,860 Emergency Department visits 

• 1,026,501 outpatient visits 

• 38,106 operating room cases 

• Staff: 

– 7,132 FTEs (Full Time Equivalents) 

• Physicians: 

– 1,690 credentialed physicians 

– 981 GME (Graduate Medical Education) learners 
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What is Performance Management? 

• Wikipedia:  Performance management includes activities 

which ensure that goals are consistently being met in an 

effective and efficient manner. 

• Dr. Aubrey Daniels:  Formal definition of performance 

management is "a scientifically based, data-oriented 

management system. It consists of three primary 

elements-measurement, feedback and positive 

reinforcement."  



Benefits of Performance Management 

• Balanced measurement across the organization 

• Successful execution of organization strategy 

• Financial improvement 

• Improvement in key performance measures 
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Secret #1:  Engage Leadership 

• Develop an annual process for priority 

setting and goal alignment 

• Ensure that the process occurs at the 

senior leadership level for buy-in and 

accountability 

 



Duke’s Balanced Scorecard 
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Balanced Scorecard Process 

JAN  

• Review/Set Annual DUHS Priorities 
• Quality of care 

• Opportunities for consistent messaging 

MAR  

• Presentation of Critical Success Factors (CSFs) 
• Alignment to priorities, consistency across system 

• Identification of  benchmark sources, visions, & timelines 

JUN  

• Presentation of Critical Success Factor Targets 
• Calculation of Red Flag, Meets and Exceeds Targets for each CSF 

• Inputs for four color traffic lighting scheme. 

 



Duke’s Organizational Alignment 

Organizational 

Entity 

Operating 
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Employee 

Linked to executive goals and objectives 

Integrated into HR processes 

Aligned to local operations 

System level alignment 
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Secret #2:  Evaluate Inputs for Measure Selection 

• Evaluate external and internal factors 

• Determine how those factors can be 

measured 

• Link the measures to your priorities 



Duke’s Inputs to Priority Development 

DUH 
Strategic 
Priorities 

Leadership 
Forums 

Quality & Patient 
Safety Plan 

Current 
Performance 

Healthcare 
Reform 

External 
Feedback (The 

Joint 
Commission, 

Magnet, Baldrige) 

Duke Medicine 
Priorities 
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Secret #3:  Use Benchmarks for Performance Goals 

• Helps organizations understand where they 
have strengths and weaknesses  

• Allows organizations to realize what level(s) 
of performance are really possible by looking 
at others 

• Allows organizations to understand how 
much improvement can be achieved 

• Stimulates continuous improvement  

• Promotes change and improvement in 
quality, productivity and efficiency 



Duke’s Benchmarks 

• UHC (University HealthSystem 

Consortium) 

• Includes US News & World Best Hospitals 

• Allows selection of percentile performance 

targets for numerous outcome measures 



Readmission Within 30 Days 

 Definition Proportion of all-cause readmissions to the same hospital within 30 days 
compared to total patient discharges. Excludes in-hospital deaths, AMAs, 
transfers to other acute facilities, rehab admissions, and psych admissions  

Strategic Objective Provide coordinated care across all settings 
 

Calculation Detail Eligible readmission encounters within 30 days of eligible index encounter 

------------------------------------------------------ 

Eligible index encounters 

Data Source Clarity (EPIC) 

Benchmark Timeframe Most recent 4 Quarters of available data in UHC 

Benchmark Source Duke: UHC 30-day readmission rates for US News Honor Roll 



Readmission Within 30 Days 

Entity Benchmark 

Source 

FY2014 

Actual 

thru May 

FY2014 

Meets 

Target 

FY2015    

Red 

Flag 

FY2015 

Meets 

FY2015 

Exceeds 

Methodology Median of  

compare 

group 

Lower 

Quartile of  

compare 

group 

Median of 

compare 

group 

Top Quartile of  

compare group 

 

DUH UHC US News 

& Honor Roll 

Best Hospitals 

 

14.17% 12.77% 15.26% 13.05% 11.06% 



Performance Management Process 

Define 
Organizational 

Priorities 

Identify 
Measures of 

Success 

Set 
Appropriate 

Targets 

Manage and 
Monitor 

Improve 



Secret #4: Manage with Performance Review Sessions   

• Develop a framework for routine 

performance review sessions: 

– Communicate priorities 

– Define expectations 

• Quarterly performance review results in 90-day 

action plans 

• Hospital and Service Line workplans are modified 

– Accountability 



Duke’s Performance Review Sessions 

• Senior leadership drives the hospital’s 
performance relative to the established 
Balanced Scorecard targets through the 
Performance Review 

• Every Service Line rotates through a 
performance review session on a quarterly 
basis (four times per year per service line) 

• The presentation schedule is set at the 
beginning of each calendar year 

 



Attendance at Duke’s Performance Review Sessions 

• Senior leader performance review committee members 
– Chief Executive Officer 

– Chief Medical Officer 

– Chief Nursing Officer 

– Chief Financial Officer 

– Chief Pharmacy Officer 

– Chief Human Resources Officer 

– Assistant Vice President, Performance Services 

• Progress and updates provided by CSU leadership  
– Vice President 

– Medical Director 

– Associate Chief Nursing Officers, Clinical Operations Directors 
and Nurse Managers 



Sample 90-day Action Item Memo 



Secret #5:  Monitor with a Balanced Scorecard 

• Routine reporting of critical success 
factors 

• Translate to all levels of the organization:  
entity, service line, department 

• Integrate with pay and performance 

– Balanced Scorecard targets become 
individual performance targets 

– Link to the pay for performance program at all 
levels 



Organizational Alignment 

Organizational 

Entity 

Operating 
Unit 

Employee 

Linked to executive goals and objectives 

Integrated into HR processes 

Aligned to local operations 

System level alignment 



Duke’s Balanced Scorecard 
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Secret #6:  Use Comparative Data to Improve   

• Stimulates continuous improvement  

• Promotes change and improvement in 
quality, productivity and efficiency 

• Helps organizations understand where they 
have opportunity 

• Allows organizations to realize what level(s) 
of performance are really possible by looking 
at others 

• Allows organizations to understand how 
much improvement can be achieved 

 



Duke’s Comparative Data 

• UHC (University HealthSystem 

Consortium) 

– Custom comparators 

– Transparency 

– Drill-down capability 

– Networking and collaboration 

 



Sample Benchmarks 

 



Benchmark Drill-Down 

 



Summary of “Secrets” 

1. Engage Leadership 

2. Evaluate Inputs for Measure Selection 

3. Use Benchmarks for Performance Goals 

4. Manage with Performance Review 

Sessions 

5. Monitor with a Balanced Scorecard 

6. Use Comparative Data to Improve 

 

 



Questions? 

 Jennifer Rose 

 jennifer.rose@duke.edu 
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