Malcolm Baldridge Model& ©1-4-& 2 Al
SSM Health Care

2006. 4.21
HEYUGT 2y JUEre
u 819

e

W SSM Health Care

o 1877d AJEFo]2 A4 St. Mary's Infirmary 2 223 SSM (the Sisters of St.
Mary) Health Cares AIQIERol ¢ BEE T3 Qe vjxdA 71 & 7184 9
8289 $112 A4 the Franciscan Sisters of Maryoll”] 3¢

® Missouri, lllinois, Wisconsin % Oklahomasl] 23)8+e 2094719} F4714 4% 34
SPNAY Afrt BYL T1 AS (F WA 5,321

® 35000999 94}, 23,3000% 9] Aol 2Fatw on g, Lo, 71AHE,
2 x FE TG G A 8AH 28 AFstn A

o ASAM ojdell dgAr, ExdweE] T AU Aulz, 714 13 F A BB A E
FYsta &

Communications

Corporate Responsibility Process (CRP)

Ethics

Finance

Group Purchasing & Clinical Engineering Services

Home Care Management Services

Human Resources

Information Technology Services

Managed Care

Management Services

Physician Services

Public Policy Institute

Quality Resource Center Risk Services

Stewardship Strategic Planning and Marketing

o 274 F AHdl9] #elols BE 222 Premier Medical Insurance Group Inc.
J RS 4H8kT &

fer} 5o 233t

1

Malcolm Baldridge As a Bustness Model/06042]

-81_




v

# SSM Health Care (A%
e EE. 913): 477 N. Lindbergh, St. Louis, MO 63141
® homepage: http://www.ssmhc.com
e AT (2004'3)
» &A%k $2,971,630,000
> & 94Y999:$2,126,529,000
» FH]E: $2,062,457,000
» Jdeel: 364,072,000
> a5 $130,641,000
» FA3olgH):  $75,287,000
"~ e AF (20049)
> 3 Y8R 153,234
» & i 1,103,3437
e A (2004'Q)
> oAk 5,300%
> A4 23,3009
> A BARL 5 5,100%

RAEF AFs e A9 deAux, AF53, T F A<)

Eieussgguns 2

Malcolm Baldridge As a Business Model/06042]]

714 | Business Model

B SSM Health Care (A<)

® Mission

® Values
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Through our exceptional health care setvices,
we reveal the healing presence of God.

> Compassion:- We reach out with openness, kindness and concern.
> Respect: We honor the wonder of the human spirit.
> Excellence: We expect the best of ourselves and one another.
> Stewardship: We use our resources responsibly.
» Community: We cultivate relationships the inspire us to serve.
® 20023 9R7I1¥O2E HZE the Malcolm Baldridge National Quality Award 5
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Through our exceptional
health services,
we reveal the healing presence of God.

How do you define “exceptional?”
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Through our exceptional health care services,
we reveal the healing presence of God.
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Employee Physician Financial
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Exceptional
Clinical
Outcomes

Exceptional
Patient
Satisfaction

Composite Core Measure Scores for PN, CHF,

AM), SIP <: A
CHF patient readmission rate of from
20%to 12% <: A=
0 T

Call back 100% of 100% accurate d/c #4 A%

discharged CHF instructions for CHF

patients w/in 4 days. patients.
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Through our exceptional health care
services, we reveal the healing

presence

of God.

1

Exceptional Exceptional Exceptional
clinical patient, employee & financial
outcomes physidian satisfaction performance
Readmission Inpatient Ovesall Qverall Operating
rate loyalty employee physician margin
within 31 days satisfaction satisfaction %
i | | ! |
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Service & inpatient Employee Physician Growth Reimburse- {i Productivity/ ||  Liquidity Profiability
quaity loyalty i i ment expense indicators indicators
indicators indicators indicators indicators indicators indicators
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Part-time / Full-time Only
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11%

Good

1999 2000 2001 2002 2003 Best HCAB
SSM

HCAB = Health Care Advisory Board
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W CQI Model - Process Design Approach
Plan Do Check Act Plan
Identify Conceptual ~ implement Standard- Future
- ) Anal
Opportunity| Design ] Anelvsis New Process] | Results  §=+1 ization Plans
®Team eCustomers'’ ®Howdesign ®implement  ®Initial results ®Methodsto  ®*What
members? expected to avoid new meet or be used to other
®Processt0  outcomes? problems? process exceed make new changes
design? *Bestway” ®Howcanthe *Howto customer process could
*Why process 1o meet impact of change needs? 2ermanent lmprove’)
chosen? customer problems on  process if *Results ! .process,
*Howlinksto needs? customers be not demonstrate  ®*How can How can
SFP? ®Research reduced? meeting newprocess' team'swork  team
ey fomover hedars | oslamer  tylo - bestwed | mooreis
benchmarking organizations? designed into needs? exce %r ro:s thr offectivel
opportunities process to e ac e ¢ Y
measur customer system? in the
e
performance? needs? future?
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» Improving the Secondary Prevention of Ischemic Heart Disease (1/99)
» Improving Prescribing Practices (5/99)
> Using Patient Information to Improve Care (11/99)
> Enhancing Patient Safety Through Safe Systems (3/00)
> Improving the Treatment of Congestive Heart Failure (11/00)
> Achieving Exceptional Safety in Health Care (1/02)
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Start of Collaborative

Design

I Send out
invitation

Team
formation and
data collection

ve

Learning session #1 . I Prework Phase

Project work and
completion Active phase

Learning session #2 Continuous

Data collection
every 3 months

Improvement
Phase Conference calls
every 2 months
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Inpatient Loyalty

Willingness to Recommend (mean)
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Source: Prior to 2Q05-SSMHC Patient Satisfaction Survey
Effective 2Q05-Press Ganey survey
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DMR 99th Percentile | i ) —13.73
S$SM Health Care 3.18
SSMHC Wisconsin 3.33
SSMHC Oklahoma 3.23
SMGSI 3.17
SSMHC Non-Network 3.17
SSMHC St. Louis . 3.14
DMR National Norm [ _ ]3.07
1.00 2.00 3.00 4.00
* Indicates significantly higher than DMR National Norm.
EEPisucsagong 25 Malcolm Baldrdge As a Business Model/060421]

_93_



7. 24 43} (A%)
W 3 o9

5%

1%
2%
3%

<P S < & < g\é’\
é\o\
o

" mm SSMHC O Composite "AA"

@7}5@4 oz Zdnte 2% Malcalm Bakiddge As a Business Model/06042)

_94_




