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Announcements 

Patient Experience and Engagement Best Practices Forum  

ÅMonday, March 30th from 11-12:30pm  

Å Location P117 

Å Focus on the Power of Storytelling 

Quality and Safety Symposium-Tuesday, May 5th 

Å Poster presentation submissions due April 15th 

Å Innovation Grant proposals due April 1st 

ÅHand Hygiene Slogan Competition naming submissions due April 15th  
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Announcements 

Nursing Contract Negotiations 

ÅNegotiations continue this Thursday 

Å NNU continues to threaten a workforce disruption in both written 

communications as well as comments made at the negotiation table 

Å If 10 day notice is received the HICS structure will be implemented a 

town hall meeting will be called in P117 with  additional details 
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FY15 People Initiatives Accomplishments 

100% adoption of Management of Daily Improvement (MDI) boards across 

priority areas 
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FY15 Patient Experience ï Overall Rating of Care  
As of February 2015 

Section
FY 14 

(baseline)

Current 

Performance
Target

Points +/- 

Target
Depts/Units Above Target

NICU 86.9 96.1 91.3 4.8 NICU

Medical Practice n/a 93.5 92.9 0.6

NUSG, ANES, BRST, CARD, CARS, CHST, ENDO, GAST, 

GEND, GGEN, GONC, GSUR, HEMA, MDRH, NEUR, 

NPH, OHNS, PCAR, PCDV, PGAS, PHEM, PNEF, PORT, 

PRHU, PURO, SILC, SSSC, THOR, TRSP, UROL, VASC

Inpatient 89.9 91.0 91.1 -0.1 3SW, 9W, 8W, 9E, 5SE, 10E, 10W

Ambulatory Surgery 94.8 94.8 95.5 -0.7 DCAM

Outpatient Services 92.5 93.1 94.2 -1.1 PHTH, OCCT, PTRE, PSPA, CCAT, PT47, SDTN

Mitchell ED 73.9 75.6 81.4 -5.8 n/a

Outpatient Oncology 94.8 94.3 95.6 -1.3 SILV

Inpatient Pediatrics 91.8 90.3 91.8 -1.6 No units above target

Comer ED 85.0 82.1 87.6 -5.5 n/a



6 

CONFIDENTIAL 

FY15 Press Ganey Patient Experience Comments 

The gentleman who transported me from the ER to my room was 
exceptional, kind & caring.  He showed concern & compassion.  

I had the best team that anybody could ask for thanks to Jerry and 
Yolanda for keeping me calm and comfortable throughout my 
procedure and a big thanks to Donna for calling and checking on me 
again thanks to my team. (DCAM) 

This was a great experience.  I was so nervous but the staff was 
great and the social worker helped me try to find a sleeper room...  
I cried with joy.  The university has no clue how much you helped 
me and my family. (NICU) 

The staff made an anxious experience more doable.  They cared 
for us and thoroughly talked with us and respected our daughter. 
(SDTN) 

I received great care by the whole team. (SILV) 

Very personal very thorough and employed user friendly analogies 
to create better understanding for my wife and I concerning my 
health care (CARD) 

They came in every day and kept me up on what was happening 
truly experts. (3SW) 
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FY15 Quality and Safety Initiative Metrics and Accomplishments  

Hand hygiene 

compliance rate of 

Ó75% in 10 units 

As of Jan 2015 
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96 96 

Provider-level 

dashboard 

 

Å Provider dashboard 

platform will be built 

starting this month 

Å Identified over 100 

metrics  

Å On track to complete 

provider-level 

dashboard for 75% of 

providers  
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FY15 Finance initiatives metrics 

As of January 2015 

Key Performance Indicators 
Budget Actual 

Current Month YTD Current Month YTD 

Operating Revenue $123,694,000 $733,048,000 $128,470,000 $742,304,000 

EBIDA Margin 12.9% 12.8% 12.6% 12.9% 

Operating Margin 4.2% 4.1% 4.5% 4.7% 

FTE per Occupied Bed 7.94 7.98 7.56 7.58 

Salary Expense per Adjusted Patient Day 1,687 1,693 1,635 1,639 

Benefit Expense per Adjusted Patient Day  473 476 418 443 

Supply Expense per Adjusted Patient Day 249 250 228 241 

Outside Blood per Adjusted Patient Day 29 30 20 24 

Drug Expense per Adjusted Patient Day 262 263 273 285 

Implant Expense per Adjusted Patient Day 108 109 87 96 

= on target 
= off target Ò10% 
= off target >10% 



9 

CONFIDENTIAL 

26.48 26.41 

10

15

20

25

30

FY14 FY15 YTD

Mitchell/CCD 

16.78 16.43 

0

5

10

15

20

FY14 FY15 YTD

Comer 

FY15 Long-Term Positioning Initiatives Metrics 

2,727
2,930

2,806

0

2,000

4,000

6,000

8,000

10,000

12,000

14,000

16,000

18,000

Adult 

Comer 

Prior Year 

YTD 

15,464 

12,658 

Budget 

YTD 

15,651 

12,924 

Current 

YTD 

16,391 

13,461 

Admissions 

As of Jan 2015 

  

0 

700,000 

800,000 

900,000 

Prior YTD 

$820,737 

Budget YTD 

$856,763 

Current YTD 

$863,842 

Operating Revenue 

As of Jan 2015 
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FY15 target=27.01 FY15 target=17.12 
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you know it 
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HR Today 
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HR Tomorrow ð A New Frontier  

DESIGN programs, 
processes & 
practices 

HR 

Leadershi

p 
Strategic HR 

Operational HR 

Centers 

of 

Expertis

e 

HR 

Busines

s 

Partners 

HR 

Shared 

Service

s 

Partner with Senior Leaders to 
DEFINE business solutions 

DELIVER 
services 
directly to 
employees 
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ÅQuicker, more consistent responses to your questions/needs 

ÅEasier access to the information you need when you need it 

Å Increased focus on data and metrics supporting standardized work  

Å Increased collaboration and integration with your departments 

Å Improved customer experience for employees interacting with HR 

ÅMore time for proactive, strategic planning 

What Improvements Can You Expect? 
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HR Shared Services 

Å Serves as first point of  access for employees seeking help to complete a 

transaction, initiate an inquiry and request policy/program information 

Å Supports the business by leveraging HR specialists who provide routine, 

dayȤtoȤday inquiry, transaction, administrative and specialty services  

Å Uses standardized work, analytics and metrics to continuously improve 

performance 

Å Collaborates with Centers of  Expertise and Business Partners to provide a 

seamless and improved customer experience 

Å Leverages HR technology platforms to increase responsiveness and create a 

more intuitive, customer-centric experience 
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HR Shared Services 
Tier 0 (HR Portal) 

Wellness Benefits 
Self 

Service 

Forms / 

Policies 

Leave 

Mgmt  

Other 

Content 

Tier 0 (Applicant Tracking) Employee Inquiry 

Case Mgmt  Knowledge 

Base 

HRServices@ 

uchospitals.edu 

2 - xxxx 

Walk - In 

Recruiting On Boarding 

Tier I 

Customer Experience Specialist 

Tier II - Functional Specialists 

Total Rewards Talent Acquisition. E / L Relations HR Tech /Compliance 

Chat 
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HR Shared Services 
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HR Centers of  Expertise 

Responsible for developing HR strategy and designing HR programs, processes 

and practices related to specific HR areas to address and solve real business issues  

Primary focus is on policy and program effectiveness 

Our four UCMC Centers of  Expertise are: 

1. Benefits & Employee Health Management 

2. Compensation 

3. Employee and Labor Relations Strategy and Planning 

4. Organization Development 
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Benefits & Employee Health Management 

Å Design and communicate plans and services related to employee 

benefits   

Å Serve as strategic thought leaders and subject matter experts to the 

business and HR across all aspects of  employee health  

Å Develop and make recommendations for long-term strategic priorities 

Å Provide support to the Shared Service team to resolve complex 

customer queries 
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Compensation 

Å Establish UCMCõs compensation philosophy, vision and strategy 

Å Determine priorities and develop a framework for compensation 

programs  

Å Develop policies and procedures to promote internal equity and external 

competitive employee compensation 

Å Implement effective programs to support UMCõs compensation strategy 
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Employee and Labor Relations 

Strategy and Planning 

Å Provide direction and leadership regarding UCMCõs employee and labor relations 

philosophy, vision and strategy 

Å Develop positive employee and labor relations programs to optimize performance 

management, employee engagement, and organizational effectiveness 

Å Review and develop policies consistent with UCMCõs ELR strategy 

Å Establish and provide reporting on internal and external employee/labor relations 

trends 

Å Diagnose challenges, identify gaps and opportunities for improvement, 

recommend solutions and partner with the relevant teams for implementation 

Å Work with leaders and HR to continuously improve employee engagement, 

including the prevention and reduction of  discipline or grievance claims 
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Organization Development 

ÅCreate and execute a strategy to develop a high performing organization focused on the 

delivery of  world class care and service 

ÅProvide expertise and guidance in employee engagement and change management to 

transform our organizationõs culture 

ÅBuild leader capability and organizational success through leadership development 

programs, individual coaching and team development interventions 

ÅCreate performance assessment tools and methodologies to identify and recognize 

high performing and value driven employees  

ÅDevelop training and education to improve & enhance employee performance 

ÅProvide consultation on organization design and leadership capacity and capabilities 
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