2

ToroNTO EAST
GENERAL HospPITAL

$% & ' (S

)* )




ToroNTO EAST
GENERAL HospiTaL g




ToronNTO EAST _
GENERAL HospiTAL I,'{-‘ivf‘







/| 8






o..\LUJ (

3 % 1 Improving Efficienc>1

e Through Process
Redesigh  Meétimgfing
1 Innovation in Community Needsdl
Health Human Through Integrate
Resource Care

: : Innovation in Health
Improving Quality Information
& Patient Safety Management






Corporate Priorities

Balanced Scorecard
Employee Accountability Feedback
Operational Improvement Plans
Business Cases
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Increase Patient Increase Staff Demonstrate Improve Patient Improve Care
Satisfaction Satisfaction Business Acumen | | | Care Through & Productivity
& Accountability Service Through Integrated
Integration Info System
IP Patient — Employee % non-Ministry Patient ér;csr::rsci
Satisfaction Satisfaction Revenue Satisfication with Activity
ER Patient Score Cost per Continuity of Care
Satisfaction — Volunteer Weighted Case OHA System
Satisfaction Integration &
S€ Score Change Score Number of
€ L Physician Research Projects
Satisfaction Increase Number of
Score L Teaching Conference
Activity Presentations by
TEGH Staff

% IP Market
Share

% ER Market
Share

Number of Days
Worked by Health

Students & Trainees

Number of Cross
Appointments



Performance Measure:
Critical Success Facto
Priority:

Timeframe:

Performance Measure Summary

Definition: Percentage positive score with overall satisfaction wit
inpatient care received. A percentage positive score
includes all patients who answered “Good”, “Very
Good” or “ Excellent” when asked “Overall how wo/d
you rate the [inpatient] care you received at the
hospital?” The benchmark used is the GTA Aver
for inpatient satisfaction.

Significance: A high degree of patient satisfaction impacts a n
of areas including: fundraising, market share,
competitive advantage for new business and emf|
moral.

Analysis
The inpatient satisfaction score increased from Q4 but is stlII below
the benchmark We are analyzing a subset of 19
questions on the survey. The re

Overall Patient Satisfaction with Inpatient Care Re

ceived

Q2
2003/2004

Q4

Q3

Q1

Q2 Q3 Q4

2004/2005

|P Satisfaction ScCOr @ Benchmar’(

Implementation of a communication skills reinforcement program.

VP, People

Summer 2005

Program underway.

W e will continue to monitor the 19 communication question subset Strategies

to target improvement.

Initiation of a Leadership Development Program titled “Performance VP, People Winter 2006 Program underway

and Service Excellence Series”. Use the 19 communication Strategies

guestions in our new strategy of “rounding”.

The Patient Satisfaction Working Group is developing core service Clinical Bioethicist November Process for development
tandards. Pilot call bell wait time project underway. 2005 underway.




4 Unable to Minimally Effective Very
Success Fad 1 - PATIENT FOCUS assess effective effective
N/A 1§ 2 3 4 5 6 7

Support the manager groups in viewing the organaaats a whole.

Break down structural barriers and ensure the lbigstof available resources in a flexible and accadating
manner.

Utilize the Balanced Scorecard and the Hospitalom¢gard to measure quality and utilization perfamece, patient
satisfaction and evaluate TEGH’s performance agaienchmarks.

Scan the environment to identify and clarify patiehient needs and expectations and develop opemnaliplans
accordingly.

Support the managers/coordinators in implementing emeasuring best practices in area of responsybili

Continually emphasize the principles of patientdsed-care and service.

Comments

Unable Minimally Effective Very
Success Factor 2 - ENCOURAGE PEOPLE g——_, TG -

N/A 1 i 2 3 4 5 6 7

Build a staff complement with the skills and attiles required for program excellence through leatigr and
mentoring.

Teach, coach, mentor and support team memberstégiate evidence-based practice in the deliverygudlity
care or service.

Foster an environment that values, respects andgerizes each person’s contribution. Recognize émgo
excellence.

Address organizational and systemic obstacles ithpede team members from providing excellent pafidient
services.

Create an environment of collaboration that fosteessonal growth and promotes a sense of community,
autonomy and decision-making at the point of camd aervice.

Promote learning opportunities to develop staff gmtence, confidence and cultural sensitivity.

Comments




Strategic Plan

Balanced
Scorecard -
Board View

T R SO

Linking Mision to Action

Corporate Business Plan Goals

Balanced Scorecard -
Corporate View

Departrent LLlaskiya

oD

Dot L Health Senvice -
Measures

Bayer Health Care Communication
program
AgLCSIn 2 By November 2004, developa Overall patient Sai]SfaJl]Oﬂ
care received EDfor Safety Plan that incorporates: with CC care received U
Overall patient adiitted Patient safety Overall patient satisfaction
satisfaction with OC patients Staff sefety viith rehab. care received DKA
care received Incidert rate Long-tem Avg wit time for VR Hypoglycerria
Overall patient Avg wait time prevention thru extensive “root Avg wait time for total joint
satisfaction with rehab. for selected cause” analysis of risks replacements # actions originating from
care received procedures The Avg wait time for cardiac cath mediication incident reporting
development of a supportive procedures
infrastructure Avg it ime for medcal VWIS statistc for patient care.
Launchof thefull | oncology
disclosure Avg wait time for .
opthelmology >05% of staff completion rate for
Increase Percent inpatiert Owrdl By Noverrber 2004, develop Peroent inpatient merket the CPC/ CARE program
TECH'S merket share merket share merketing and communication share
merketshare Percent day surgery Strategy Percent day surgery merket
inits market share share
catchment Percent emergency Percent emergency merket
area merket share share
Encourage | Increase staff Volunteer satisfaction Physician 2 By Octaber 2004, develop Human \Volunteer satisfaction score | Inprove Staff Satisfaction Staff satisfaction restits
People satisfaction score satisfaction Resources Strategic Plan that Staff vacancy rate (based on indicators of the
Physician satisfaction score addresses: No. paid sick hrs/eligible newsurvey) Nurmber of educational
score Staff - Asupportive work environment employee opportunities
score strategy Staff tumover rate Social by
- Ahealthy workplace Safety scorecard score .evatsananged
g—m% Average Sick Time <5 days
100% completion of AFT
# vacant positions
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