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Journey to Excellence
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ion to Duke Medicine

o Action: The Jesica Santillan Story

e University Hospital’s Journey to Excellence
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uke Medicine”?

located in Durham, North Carolina
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ates the Duke University Health
ke University School of Nursing

Duke University
Medical Center

School of Medicine
DUKE-NUS Singapore

School of Nursing

Duke University Hospital
Duke Children’s

Duke Raleigh Hospital
Durham Regional Hospital

Private Diagnostic Clinics Clinical Service Lines
Duke Faulty Physicians Campus-Based
CPDC, DUAP, and Hospitalists Community-Based

Community-Based Clinics
Multi-Specialty Practices
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sersity Health System (DUH

ersity Health System, created in 1998, is made up of hospitals, physicia
, home health/hospice care, and integrated support services.

ospitals e Support Services
Duke University Hospital

e Founded in 1930 — Patient Revenue
— Duke Regional Hospital Management
— Duke Raleigh Hospital Organization
Ambulatory Care
— Private Diagnostic Clinic B DUH.S Corpoiiess
— Duke Primary Care Services

Outpatient Specialty — DUHS Clinical

Clinics i
Duke HomeCare & Hospice Laboratories

e Health & Wellness
tmental Labs
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ospitals - Duke University Hospit

per of licensed beds: 957
938 acute care
19 psychiatric care

ployees: 8,808

ysicians with admitting privileges:
,295 (Duke Faculty only)

Fiscal Year 13 Statistics

e Adult Discharges: 38,187 e MRI: 33,479
OP Visits: 1,009,676 CT: 77,729
ED visits: 67,622 Diagnostic: 313,578
rgical Cases: 37,322
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sets us apa
Mission: Why do we exist?

Patient
Care

The
Duke
Experience

Research Education
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Thursday, Feb. 2o, 2003

I 'IM Learning from a Tragic Transplant Mistake

February 11, 2009 8:47 PM

Anatomy Of A Mistake

Carol Kopp
It is estimated that as many as 100,000 people die every year from medical mistakes. Yet most of

the time, very few people ever know about it.

That changed earlier this year when surgeons at Duke University Hospital transplanted a heart and
two lungs into 17-year-old Jesica Santillan in a rare and difficult operation.

The hospital admitted what few hospitals ever admit: It had made a mistake. Correspondent Ed
Bradley reports in this story that first aired last March.

Duke Continues Review of Jesica Santillan
Case

Case brought international attention to transplant issues

Jesica Santillan and Duke: What We Learned
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Call to Action: 2003 - 2008

I Six Sigma / Lean

P—

I Trained Black Belt / Green Belt

Prem——

Advanced Balance Scorecard deployment

Aligned Strategic Goals / Objectives

pems__ | ey | PSS

Created DUH Work plan

I Aligned Performance Evaluations

JPR—

l Created Performance Improvement Infrastructure

Pr—

I Evaluated Core Clinical Business Processes

I Designed and executed “safe choices”
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o Excellence

2010:
National 2011: Re- 2012: NCAfE 2013: Re- 2013: Apply
Level 3 Quality — Application - designation Level 4 designation for National
Achievement Citatior\{ of increased for Magnet Leadership for Magnet Baldrige
Award Merit scores in (DUH) Award (DUHS) Award
9/18 items

2009: AHA

2008: NCAfE Gliestfor
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ity Hospital

0 Excellence...
is on becoming a “high performing organiz

The core values of high-performing organizatic

Visionary leadership

t-focused excellence Valuing workforce members a
partners

izational & personal learning | Focus on the future

ing for innovation Management by fact

Focus on results & creating
v health

Systems perspective
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to Excellence

TOP HOSPITALS

PERTORMANCE
IMPROVEMENT LEADIRS

Hospital, the Journey o
ence includes:

opting Baldrige Criteria

gnet Recognition
gram

erican Hospital
iation: Quest for

American Hospital Association McKesson

Quest for Quality Prize’
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dridge National Qua it

Baldrige National Quality Award is the highes
ognition for performance excellence that a U.S.
oh can receive

ization must have a management system that ensures
Jjous improvement in the delivery of products and/or servi
strates efficient and effective operations, and provides a wa
saging and responding to customers and other stakeholders

Jaldrige Criteria for Performance Excellence provide a framewc
ANy organization can use to improve overall performance; the
la are organized into seven categories:

2adership
ategic Planning
tomer
surement, Analysis and Knowledge Management
force Focus
ions
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ge Criteria

Organizational Sustainability
Leadership Process Organizational Performance Review

Communication - Engagement Societal Responsibility

Leadership

SYSTEM

Strategy Development Process

Work Processes Determination Strategic Action Plan Development

Process and System Design
Acceptance - Implementation

PfOCESS St'a‘egi c Resource Allocation and Redirection
= Strategic Sourcing
Planning
SYSTEM

Process Control - Sustainability
Process Improvement - Innovation

Supplier and Partner Integration TOTAL Strategic Resource Commitment

|NTEGRATED Action Plan Deployment

BALDRIGE
EXCELLENCE

Risk Assessment

Strategic Assessment

Workforce Engagement Management

Workforce Engagement Assessment

Customer Culture Building

Product Offerings Determination
Workforce Customer

Learning and Development Engagement Management
SYSTEM SYSTEM

Know.ledge Engagement - Satisfaction Determination
Management
SYSTEM

Knowledge Availability - Sharing Benchmarking and Comparison

Knowledge Management Hardware & Software Reliability - Security
Data, Information and Knowledge Reliability Performance & Knowledge Measures Selection & Use

Recruit, Hire, Place, and Retain

Workforce Capability — Capacity

Workforce Climate Improvemeant

Workforce Performance Management
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idge Criteria

Scorecard

QPR — Quart

Performance
Lea b
Improve &
Innovate DPI — Duke
Innovatio

& Monito
Performance
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DUH STRATEGIC PLANNING PROCESS

4 Vvalidate MV & CC

Analyze Key Inputs/Perform SWOT/
Validate SA, SC

Finalize DUH SO and Goals by BSC
Quadrant/initiate Financial & HR Planning

£l cascadelAlignment of SO and Goals

5 Finalize Tactics to Address SO and Goals

Develop/Finalize CSU/Department
Workplan Tactics

7 Align Individual Expected Job Results (EJR)

‘i
%
g
|
:

Performance Evaluation
and Improvement

SST, HLC/MD

SST, HLC/MD

SST, HLC/MD
SST, HLC/MD

SST, HLC/MD

HLC/MD, Dept. Heads

SST, HLC, MD, Dept.
Heads, All Staff JuLy

SST, HLC/MD, Dept.

Heads, All Staff JULY-JUNE
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erformance/
Share Best » - .
Practices o\v'"

g = = - { -'|: II'.:::
4-Deve !‘...‘It‘
Deploy . ¢ Workforce, Suppliers, 'Analyze VOC
Resourcesto >, & Partners Data
Improve &

2-Aggregate/

Issues &
Identify
Improvemen
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+Define: |dentify Opportunity
sMeasure: Gather the Facts

+Analyze: Develop Solutions

simprove: Implement Solutions

«Control: Monitor, Sustain & Share
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iversity Hospital strives to deliver the “Duke
ence” to every patient, every time

includes efforts across all areas of performance exce
Quality & Patient Safety
Customer
Work Culture
Finance & Growth

e DUH culture is one of excellence and continuous
orovement and strives to meet or exceed the top decile
oropriate data sources for its key measures

ome instances, top decile information is not available
ses benchmark information that represents the tc
e or identified best practice.
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BETTER

% Compliance

AMI - PCI at PNE - Blood HF - Discharge SCIP -
Arrival Culture Antibiotic
Selection

DUH FYO08 W DUH FY09

“E DUH FY10 DUH FY11
mm DUH FY12 NCHA Top Decile
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al Core Measure

APPROACHING TOP DECILE

% Compliance

HOP Antibiotic Timing Antibiotic

Selection
T FY10 FY11
s FY12  FY13 PROJ
NCHA Top Decile
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d Process Results:
y by Applicable Clinical Service Units

EXCEEDING TOP DECILE

o -
(4] - (3]

Observed / Expected Ratio
=

DUH Children Heart Med Surg Neuro Onc Women

s FY09 s FY10
FY11 - FYy12
B FY13 PROJ UHC Top Decile
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od Results:

Assessment of Healthcare Provide
me Measures

90 EXCEEDING BALDRIGE INDEX BETTER
0

80%
70%

60%

% of Patients

20%

40%
Definitely Recommend Rate 9 or 10 Overall

“CY08 "CY09 ' CY10 "CY11 ECY12 - PG - Baldrige Index
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d Governance Res
nort of Mission and Values

EXCEEDING BENCHMARK

| have confidence in senior Senior management's
management's leadership. actions support my entity's
mission and values.

“FYO09 FY10 "FY11 MNFY12 FY12 Morehead Benchmark
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MAGNET

RECOGNIZED

Recognition Program =SSO

AMERICAN NURSES
CREDENTIALING CENTER

e American Nurses Credentialing Center’s Magnet
acognition Program recognizes healthcare organizati
or quality patient care, nursing excellence and
novations in professional nursing practice

Juke University Hospital has succeeded in achieving
agnet recognition, signifying successful implementat
the national Magnet standards for nursing excellenc

is voluntary credentialing program for hospitals

)gnizes excellence in nursing, and only 3 percen
10spitals who attempt redesignation are succe
g the goal
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ospital Association:
Quality

erican Hospital Association-McKesson Quest fo
is presented annually to honor leadership and innc
ality, safety and commitment in patient care

009, Duke University Hospital was honored to receive
st for Quality Citation of Merit for its commitment to
lity care as defined by the IOM's six quality aims

Safety
atient-Centeredness
ectiveness

iency
iness American Hospital Association-McKesson

Quest for Quality Prize®

Hospitals in Pursuit of Excellence
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MISSION, VISION, VALUES & CC

IDENTIFY STRATEGIC OBJECTIVES
DEVELOP DUH BSC/'WORKPLAN

ALIGN CSU, UNIT, INDIVIDUAL GOALS

IDENTIFY OPPORTUNITY (BSC/QPR)
DEPLOY Pl THROUGH DPI
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Improvement with D

e three key aspects of
ance Improvement at

rategic Alignment: All projects must
ign with the organizational priorities
hich are measured on the BSC

tructure/Leadership: Organizational
adership must provide direction and
50urces necessary to solve the
olems identified

eadership must invest in
d statistical training and software
significant results
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se of Healthcare Today...

“Buzz” Terms

y improvement ™
nt-centered care
lation health

ingful use
edesign
d payments
” events

ed purchasing _/

w Duke University Hospital

Bottom Line

 Quality/Safet
e Collaboratio
o Efficiency

e Service ex

e Standardiz
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ourney Continues...

Health care industry undergoing unprecedented change

It is a Transformative time in the history of the health system,
and Duke University Hospital has undertaken many initiatives t
retain our position as a leading healthcare system in the USA

— As external influences evolve, we must continue on our journey
as a learning organization to improve the population health
status

— Implementing proactive changes
will improve care delivery and
align the organization to do what

our patients and their families
deserve
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Thank you!

Questions?
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