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Organizational Profile
OhioHealth

OhioHealth

Our Mission:

To improve the health of —
those we serve

Our Vision:
Where people want to
Maximize
Operational

work, where physicians
Performance

want to practice and,
most importantly, where
patients want to go
when the need
healthcare services.

Grow
the Business

Balanced Scorecard

Quality Service

Our Values: Worklife Finance

Compassion

Excellence

Stewardship Focus & Expand
Integrity

Delivery System
Our Cardinal Value:

We honor the dignity
and worth of each

person
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OhioHealth

* Not-for-profit, faith-based organization
e (Governed by the OhioHealth Board of Directors

* Provides healthcare to 46 counties throughout the state
of Ohio

e 8 acute care hospitals
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OhioHealth

e Qutpatient healthcare and surgery centers
« Home Health services

* Long-term care facilities

 Hospice services
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Riverside Methodist Hospital

 Regional healthcare leader

* Flagship hospital for OhioHealth

e Serving needs of central Ohio for over 100 years
o Approximately 5,826 employees

e Licensed for 1,059 beds
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OhioHealth & Riverside Methodist Hospital
i
§g{@@! Externally recognized for excellence

HealthGrades * Named to the top 100 hospitals in 2004

e Received 2005 Distinguished Hospital Award
for Patient Safety

* Received Distinguished Hospital Award for
Overall Clinical Excellence

N « Earned Level Ill Award for excellence
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OhioHealth

The Balanced Scorecard (BSC) is a tool
that measures results of the annual strategic plan.

Maximize
Operatlonal Balanced Scorecard Grovy
Performance the Business
Quality Service

Worklife Finance

Focus & Expand
Delivery System
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Strategic

Business
Plan
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Balanc

ed Scorecard

Quality
“National Recognition for Best

Practice”

Goal FY05—Best Practice in
Clinical and operational Quality

Quality of
Worklife

“Riverside Pride”

Goal FY05—Retain Employer of
Choice and Best Practice for
Turnover and Absenteeism

Riverside Methodist Hosp

e H

Finance i

:

“Margin Allows Mission™ j
Goal FY05—Best Practice in | &
keeping Margin High 3

:

|

Service

“How else may | help you?"”

Goal FY05—80" percentile for
all areas

Focus is on Cleanliness and
Accountability

ita] l.ll‘l.l.lll!lIlllll.lwﬂiaﬁé‘




ki

sl Riverside Methodist Hospital

ohioHealth ~ Balanced Scorecard (BSC)

Quality

“National Recognition for
Best Practice”

Goal FYO5—Best Practice in
Clinical and Operational

Quality
Quality of
Worklife

“Riverside Pride”

Finance

“Margin Allows
Mission”

Goal FYO5—Best Practice
¥ in Achieving Optimal
Operating Margin

Service

“How else may | help you?”
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How do we communicate/integrate the
Balanced Scorecard?

« New Employee Orientation
* Right from the Start (Onboarding Process)

 Department Meetings, Strategy Meetings, Skip Level
Meetings, Roundtables, Townhall Meetings

e Quarterly Updates
* Bulletin Boards
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LEARNING ORGANIZATION
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Vision

To be a learning organization by providing
opportunities and resources for employees

to develop themselves to improve their own
and OhioHealth’s performance

Integrating all learning resources to align
with key business strategies

15



2L

i Learning Organization
OhioHealth

Culture of Continuous

Learning

A strong focus on employee learning is
essential for our success and iIs

aligned with our mission, vision,
values and strategic business goals.

* Promoting career development and
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Learning Needs Aligned with Goals

Skills/competencies assessment by Education
Advisory Committee

ISR L) Continuous learning

 Balances short term and allows staff to develop

long-term programs themselves and
achieve personal and

career growth.
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Learning Opportunities
Investing In our people

e Tuiltion Assistance e Cross functional PEx teams
 GRAD e JCAHO Core Team
e Career Paths Program  Management Classes (i.e.

Multidisciplinary Project QMS)
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Creating a strategic advantage for OhioHealth by
providing learning opportunities for the personal

and professional development of our workforce,
and for the overall development of our organization
INn serving physicians and patients and promoting
healthy communities.
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Corporate University

e Real time, accessible, relevant, user-friendly
learning opportunities - maximizing time
effectiveness for the workforce and
organization.
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Corporate University
Integrated Curriculum
Themes in
All Learning
Activities @ 4 WA

Clinical
Excellence

Management,
Organization,

and Leadership
Development

New Role
Orientation and
Technical Skills

Well
Di

Mission, Vision and Values

Enrichment,

Learning Organization

Knowledge Areas

=T
-

ness, and
versity
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Corporate University

Advantages

e Access to courses 24/7

e Tracks educational hours for enhanced
compliance
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Corporate University

Process & Results Measures

e Enrollment numbers

« Evaluation of courses by participants
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A HIGH PERFORMANCE/
CUSTOMER-FOCUSED
CULTURE

Best Practice Approach
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OhioHealth Customer Focused Culture

High Performance Work =

* Right from the Start
 Performance Management
 Employee Recognition
Communication



'__T;'L:!.!; High Performance
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Richt
MeauSE

SELECT/ WELCOME & SUPPORT

Welcome and Support

Includes activities and tools to:

« Build connections and accelerate development of
personal ties to the
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Performance Management Cycle

1) DEFINE ROLES
&
RESPONSIBILITIES

2) ALIGN
EXPECTATIONS
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OhioHealth Customer Focused Culture

Recognize & Reward Success

 Power of One

e Caught Red Handed
« STARS Programs
Key Program
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OhioHealth Customer Focused Culture

Listening and Learning
from our customers

Our Customers

P

o Patients and their families
 Employees
e Physicians
o Community/Public .-
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OhioHealth
Our Customers: Patients & Their Families

Customer Focused Culture

Requirements
High quality care

Listening/Learning Tools

Press Ganey surveys

Post-op phone calls

Follow-up phone calls
Management rounds

Patient Relations visits/calls

Ethics Committee calls

Dally patient rounds

CAS

Healthcare events and screenings
Focus groups

Privacy

Being informed

Cleanliness of
hospital areas
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Our Customers: Employees

Requirements Listening/Learning Tools

Capable/ trustworthy | Employee opinion survey
leadership Roundtables

Focus groups

Advisory groups

Town Hall meetings
Shadowing

Skip level meetings
Interpreters and bilingual
supervisors

Ethics and Compliance Hot Line
Job fairs, web site, school
relationships

Adequate staffing/
tools

Involvement In
decision making

Fair/competitive
compensation
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Our Customers:. Employees

EMPLOYEE CONNECTIONS
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Ohio Award for Excellence
Best Practices

SUMMARY
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OhioHealth Best Practices

Balanced Scorecard Process

» Links various factors of the organization

e (Can review results against performance measures
Input into the strategic planning process

Used to deploy goals

Each department/unit has a BSC that aligns and
supports leaderships' expectations

Linked to accountability and compensation

Employees at all levels are familiar with and
understand the concepts behind the process
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Culture of Continuous Learning

e A strong focus on employee learning is
essential for our success and is aligned
with our mission, vision, values and
strategic business goals.

 The OhioHealth Corporate University
offers a learning framework for
employees including both
competency—based education and
development initiatives in support of
organizational strategy and business
results.
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OhioHealth Best Practices

High Performance
— Customer Focused Culture

e Right from the Start
 Performance Management

« Employee Recognition

« Communication

e Strong Sense of Participation
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Best Practices

QUESTIONS & ANSWERS
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