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Truth about leadership:  People don’t pass on better than they get.  If you don’t treat them with time and support, THEY WON’T PASS IT ALONG TO THEIR CUSTOMERS slide





The self confident are born to lead... The insecure are doomed to be managers





Results 101:  What are the NEW rules of quality and improvement.  





Job description for management commitment:  They are active, obvious and informed and their hips match their lips





Empowerment is where the employee’s Authority = their Responsibility





Free measures of healthcare quality is on the net.  AHCPR 





Use spider diagrams to view the whole picture of measurement.  financial, service, clinical, quality, productivity, marketing





Just in time testing:  Bar coding patient armbands would save time, but a ney-sayer asked would it last after repeated showers.  An administrator placed a labeled armband in his coffee, left it there until the end of the meeting, pulled it out--label was still attached and he concluded it would last.





Best practice:  While change is under way- open up a section in the hospital newsletter called The Rumor Grinder which surfaces common concerns and how they are being addressed.  Frankness adds integrity to this piece





The Old Reward System:  As long as you are inhaling and exhaling -- you get a raise





Hospital Consolidation is like having a garage sale- you get rid of unused, excess, duplication.  Look at contracts on equipment- there are high margins that just roll over each year.  Quantity breaks also work to your advantage.  When consolidating, compare supply costs - item by item.  You will find vast differences.  Insurance policies, administrative positions, duplicate services should all be checked.  You think differently collectively.





Give people a step by step process during change.  They don’t follow it, it just makes them feel better





One university sent out satisfaction surveys to its members going to hospitals and published findings for informed decision in Austin, Texas.  It became the JD Powers of the community





The half life of a critical pathway is 6 months





A gateway variance is an insertion to a standard pathway that allow extreme outliers to be segregated based on the complexity of a disease





Admitting patients in the rooms raised satisfaction in several case studies





When compensation can match complexity of a case - it will reward appropriately





Secret to Communication:  What counts is not what you say, rather it’s what they hear.  Learn how to Listen Down





Leadership is a behavior, not a position





To get people to participate: Do things that say we value you, we value your input, we value your involvement





The first Benchmarking effort recorded was the wicked witch in Sleeping Beauty saying “Mirror, Mirror on the wall”





You want more staff involvement generating ideas- 


Give a command performance


You must say Thank you -- They deserved to be thanked


Don’t give money for idea acknowledgment, give gift certificates - recipients will show certificates multiple times to their family and friends





In the eyes of making improvement happen, we are all equal as a whole





Development Phases of Improvement


What can we do for you


What can I do for me


What can we do together  slide
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