Critical Success Factor:  Value

Topic:  Benchmarking our Performance

Goal:  Our goal is to provide the most effective and efficient treatment to our veteran patients by benchmarking with the best in the health care industry.

Describe what “the most effective and efficient” health care would look like.

	Patient focused
	Patient driven

	Well-rounded staff able to deal effectively with problems as they arise
	Front line staff actively participate in planning and follow thru

	Cost effective
	High staff morale

	Direct correlation with patient satisfaction
	Responsive right away

	Competent staff
	Right care to right patient at right time

	Readily accessible to patients
	Ease of access to management

	Timely
	Quality of care

	Open/honest
	Not visit dependent – virtual

	Meeting patients needs/desires
	Listen, ask right questions

	Human relationship framework
	Specialty access, comprehensive care

	One stop shopping
	Expert in system analysis and resolution

	Attuned to financial picture
	Strategic planning

	Ability to accept and institute change
	Seamless continuity of care across sites and carelines

	Cross trained workforce to shift resources where needs are
	Demonstrate culture of inquiry vs. mandate – what do you need to do your job better?

	Deliver patient care at least intensive and most clinically appropriate venue
	


What are the top 10 critical actions that need to happen for us to meet this goal?

	Well trained, well informed VA employees; emphasis on inter-careline team process/actions
	Be available when the patient needs us – evenings and weekends

	Holistic care inclusive of family
	Increased patient/provider familiarity may = increased compliance

	Increased patient/family awareness of services/programs available
	Round table inter-careline staff meetings (cross carelines)

	Patients/families involved in team care planning
	Become employer of choice

	Needs assessment of front line staff; patient care culture issues
	Increase employee confidence and trust

	More frequent dialogue to inform, clarify and interact with staff
	Management by walking around

	Reward/recognition
	Reward managers for employee satisfaction

	Ownership of caring  for veterans 
	Establish and promulgate “No Blame”

	Optimize communication structures (real time)
	Maximize technology for administrative and clinical functions

	Grass roots buy-in
	Target hiring/recruit top world class clinical, administrative and research experts

	Partnering with patient and their natural support networks
	Ask staff about waste and opportunities to improve 

	Develop patient “phantom” shopper program
	Standardization of processes

	Consolidate grains in partnerships across Network
	Consistent and logical use and design of space to meet patient needs

	Human factors engineering for space
	


How would this goal benefit our patients-veterans?

	Increase access
	Foster confidence in care

	Increase compliance
	Know they are getting the best health care has to offer

	Experience one standard of care at all VA’s
	Increased employee morale thus increased patient  satisfaction

	Ownership/responsibility breeds a quality product
	If we provide what patients want, patients will be satisfied

	Improve value if we are cost effective/efficient
	Increased convenience of care

	Decreased morbidity/mortality
	Patient directed/oriented

	Improved (potential) efficiencies
	


