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The Path to Performance

Path to Performance

Use this poster to understand where your UBT is in the developmental process—and what it needs fo
move to the next level. Work with your sponsors to develop a plan for

ing through the levels.

Dimension LEVE]

ci ?

Sponsorship Sponsars ane Sponsors Sponsors regularly Sponsors visibly support teams. Spansors hoiding teams
idantified and frained. communicating witi == o accountable for performance
introducad Charter co-leads. Minimal cutside support and reporting resuits 1o sanior
to faam. neecet. Isadership.

completad.

Leadership Team Co-laads hava Co-leads are seen Co-leads are hald jointly Taam beginning o operate 2= a
co-leads are developed a by team membars accountable dor performanca “zglf-managed team,” with most
idantified or =olid working as juintly lsading by sponsors and axecutive day-to-day dacsions made by
process of relationship the: taam. leadarship. team mambers.
idantification and ara jointly
5 under way. plarning tha

development
of the team.

Training Co-lead Taam memiber Advanced training Advanced training [g.g., Focus araa-spacific training.
raining training 2.0 businass fiteracy, Ereakttrough Conversations, S
scheduled or fe.g. BT coaching skills, metri Faciitativa Leadership, stc.). fdvence P“ I"'!’?“F
completed. Orientation, scheduled or compieted. N . 'WWE"—E[ r_g"""; ';8 g ._despar

FiM+) Focus area-specific raining taia analysis, contral charts,
scheduled or [e.g., patient safsty or improvament methods i
improvemant tools to address operational manager training).
complated. - y
humean ermor-redated issues).

Team Traditional; Staff meetings Team meatings are Co-laads jointly faciitate team Team baginning fo move

Process not much oparating as outcome-based: meetings using outcoma- fom joint management to
change BT maatings team mambers ara focused agendas, affective seif-management, with most
avident. i{na paralle participating actvely meeting skils and srategies D day-to-day dacisions mads by
— struchure). in mestings and angage all fsam marmbers in ‘£am marmbers.
= Codeads contributing |:|jhsf'!| discussion and decision making. Ioit calines allones fam 10
schedulad Jointly planning p'rlgj-g;r:ss ane dacEion Team makes use of daily raspond 0 changes quickly.
andfor first and laading g huddies 1o refiect on fasts p rom firs ocal
meeting maatings. Co-leads mowing from and changes made. ;;';_T““‘; ;c:?rpt:.lallreri
prEl Pem rerenn Teamn collects own data project and can apply more robust

and reviews to see whethar changas.
changes ara hedping improve e e
PRI amotated nn charts.

Team Minimal. Team membars Team membars Unit performance data s Taam mambers able 10 connect

Member understand understand key discussad reguiarly. unit performance 1o broader

Engagement pﬂ:ip performance matrics. Larg miaority of bsam members strategic goals of company.

Lo At laast haif of 1aam are abla to articulate what tha Full trarsparency of information.
memibars can articulate team iz improving and thair T e
what the team is contribution. - . s
—_—— e of staffing, =A‘:I'\edulrg. financial
contribution is. TrproEment.

Use of Tools Mot i usa. Team membars Team is abla to Team has completad three Team using advanced

receive fraining usa AM+ and hes or more besting cyclas, making performancs improvemant
n R+, eic. completed two testing more: robust changas (e.g., fraining [2.g., operations
oyohes. workflow improvemant rather manager training].
R Team can mova from inifial
project i next improvament
edffort, applying deeper data and
mprovament methods.

‘Goals and Team does: Co-leads Team has sat Team has achieved at Team i= achieving targets.

Performance not have discuss and performance targets, |sast one targat on a kay and sustaining performance on
poals yet. present data and targats are aligned performance matric. multipla measures.

and urit goals with unit, dapartment
o teams. and regional priorities.

Need copies of the Path to Performance? Download it at: L

+ - . N P
Partnership.org/tools/poster-path-performance _EL*“)

Success of ateam iIs
achieved by evolving
the team across the
Path to Performance
on seven (7) critical
dimensions.

% Sponsorship

% Leadership

% Training

% Team Processes

% Team Member
Engagement

¢+ Use of Tools

+» Goals and
Performance
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UBT Project Areas

2012 UBT Projects Through 9/30/12

Revenue Cycle

4%

Patient Safety

3%
___Other Quality
1%

5,660 UBT Projects initiated in 2012 as of 9/30/12
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How Do We Select Projects?

BEST QUALITY
(L+M)"
The Power of Partnership
BEST MOST
SERVICE MEMBER AFFORDABLE

BEST PLACE TO WORK
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Best Quality:

Focusing On Workflows To Control Hypertension

Largo Adult Medicine UBT

Last year, the Largo Medical Facility had
11,400 members with uncontrolled blood
pressure. The team wanted to see who

was slipping though the cracks in terms

of blood pressure management- and why.

What did they do?
» Followed up machine blood pressure
readings with manual readings
sStandardize process for taking blood
pressures
= Sent patients with repeat high blood
pressure readings to a nurse practitioner
or pharmacist for further treatment or
counseling
» Focused outreach calls on patients
with chronic hypertension

Results:

The percentage of patients with
controlled hypertension rose from 64%
in May 2011 to 73.6% in September 2011.
They have spread their successful
practices across their service area,
Impacting more patients. The team has
continued to improve, hitting 80% and
above since April 2012 on the Regional
Quality Scorecard.
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Best Quality:

Mammograms

Shady Grove Adult
Medicine UBT

In mid - 2011, this UBT could not move
it’'s HEDIS scores for mammograms past
the regional target. Members could not
readily access a mammogram
appointment and in many cases did not

follow-up.
What did they do?
»The team standardized a process to Results:
facilitate gettm_g pha_ltlﬁhts In for In three months, the team met its
mammograrr]ns, w 'Cd In most cases goal of reaching the regional
happened the same day target—an 87 percent

=\Working agreements and an established mammogram screening rate.
workflow with radiology helped the UBT  They have met or exceeded this
identify the best times to send members  goal every month in 2012.

for mammograms so members were not

turned away, or encounter a long wait
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Best Quality:

Controlling Hypertension Through Teamwork

Burke Primary Care UBT

In 2011, this UBT tackled control of
hypertension in their Adult Primary Care
population, Their successful efforts led
to successful practices that have been
spread to their service area.

~ Team hit 86% in
Results:  \arch 2011

~ 100

What did they do? 90
*The team standardized a process to /_/f | 80
outreach to members to come in for

blood pressure checks From 75%in And sustained at - 79
June 2010 86% or above for
=Captured members who were in the ' all of 2012! - 60
pharmacy (and other departments) | 5o
helped the team meet their goals
I I I I I I I I I 40

»The team checks their performance
monthly and responds when not
meeting goal
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Best Service:

Improved Service Though Team Communication

Tysons PT/OT UBT

The Tysons PT/OT UBT tackled service
as a project, working as a team to
improve personal and responsive service
in their department. Communications
between each other served as the
cornerstone for this important work.

What did they do?

sAll staff participated in Communication ]
Service Training to include Service Results: Q3 2012

Recovery
/8.5 %

* Providers and PT Assistants developed
practice agreements to help them work Q4 2011
better together Personal and
»The clinical staff initiated use of a responsive
portable phone system to enhance 739% service
communication with each other

*The team developed and implemented
scripting to help them find the right
words at the right time

Personal and
responsive
service
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Best Service:

Building A Service Culture in Urgent Care

Largo Urgent Care UBT

Largo Urgent Care was trying to do a lot
of things well in their department- but
their member service scores didn’t
reflect it.

What did they do?

* Invited members to their meetings Ty
to understand the member’s

expectations

»Created scripting using best o1 -

practices from their team members 80 - —
» Collected data monthly from 79 |

members about their experience in 78 - Staff courtesy and
Urgent Care e helpfulness improved

= |n concert with other departments ;g | from 76.6% to 80.5%
worked on decreasing total cycle 24

time 0&0\;, &%0\3, d}:&,\‘} &(19\;1,
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Best Service:

Give A Little Jingle for Service

Reston Peds UBT What did they do?
Time is of the essence with pediatric *Changed their workflow to immediately
patients and their families- our littlest route orders to the provider so that they

ones have low tolerance for long waits! were signed in a timely manner

Reston Peds tackled wait time for signed =Start of session huddles to discuss
orders to decrease the time in the clinic workflow impacts

spent waiting. =Agreements with providers and all staff to
ensure adherence to workflow changes

sNurses shake jingle bells in the hallway as
an auditory reminder to providers and staff
that patients were waiting for orders to be
signed for treatments

Results:

In 3 months, the team reduced the average
cycle time for nurse appointments from 23
minutes to 16 minutes- and their patients
love to hear the jingle bells ring! Signed
orders also protect the patient’s safety.
Team is sustaining their improvements and
are now tackling other quality and service
iImprovements.
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Best Place to Work

Improving Service Levels and Member Satisfaction

Silver Spring Clinical
Contact Center

Focusing on handling difficult
customer service situations helped
this team improve their workplace.

What did they do?
="Weekly customer service tips on a
whiteboard at the center Results:
"Assessment of everyone’s customer service

knowledge and skills The number of employees

=Just-in-time trainings based on individual reporting discomfort dealing with
needs difficult callers decreased from
=Individual coaching on customer service 59% to 11%, over a 4 month period.
skills aimed at developing a comfort level with  Natasha Crockett, Manager, says,
service and service recovery situations “You could hear it in their voices
»Colorful desktop posters with additional as they spoke with members on

customer service tips i
P the phone.
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Most Affordable:

Cash Handling At the Front Line

Woodbridge Pharmacy What did they do?

UBT *The team mapped their cash handling
processes and revealed significant variation

The Woodbridge Pharmacy tackled  and best practices (process mapping)
cash handling as a project-

Inconsistent processes had created
a significant loss of revenue in their
department.

*They standardized their process and
provided training to all staff on the refined
process

»Staff who met their personal goals were given
certificates (recognition) which were displayed
in the department and the weekly cash
handling results were posted every week

Results:

The team reduced the number of miscount errors,
over an 8 week period from 13 per week in March
2012 to 6 per week in May, 2012 and have continued to
make steady improvements. They are sustaining
these improvements and have moved on to other
areas of improvement in their department
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Questions?

For more information visit: LMPartnership.org

BEST QUALITY
(L+M)"
The Power of Partnership
BEST MOST
SERVICE MEMBER AFFORDABLE

BEST PLACE TO WORK
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