Strategic Plan

Common Reasons for
Perceived Resistance

Lack of information or awareness

2 Lack of involvement
3 Lack of leadership commitment

4 Outdated rewards and recognition

5 Lack of proof in positive outcomes




Building Awareness
and a Sense of Urgency
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& PMQA

CEO presentation

Benchmarking

7 3

Stakeholder Newsletters /
presentation _ videos
4

_ . Awareness
Customer and
employee surveys

Management by

Publication of key
performance
indicators

walking around
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Integration
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Path to Performance Excellence
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Strategic Plan
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Strategic Plan
& PMQA

Balanced Scorecard

: Policy Deployment
Concept
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BSC Concept :

Strategic Plan
& PMQA

BSC objectives

Do things right Do the right things Do the right things right
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Strategy : Kaplan & Norton

\

Strategic Plan
& PMQA

Mission : Why we exist

Values : What's important to us
Vision : What we want to be

Strategy Objective : Our game plan

Strategy Map : Translate the strategy

Balanced Scorecard : Measure and Focus

Target and Initiatives : What we need to do
Personal Objectives : What I need to do

Strategic Outcomes :

e Satisfied shareholder

o e Delight customer

e Efficient & Effective Process

e Motivated & Prepared workforce




Strategic Plan

BSC : Cause - Effect Diagram

And Realize
the Vision

i ial ] . ]
F:;;Z':lft: To Drive Financial
Success...

Customer
Benefits

Internal
Capabilities

Needed to Deliver Unique
Sets of Benefits to Customers...

To Build the Strategic Capabilities..

Knowledge, Skills, Systems, and Tools Equip our People... ra j
A\
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BSC : Balanced Scorecard

Strategy Map

|

Strategic Theme:
Operating Efficiency

_ ) Profits and
Financial RONA
Grow
Revenues

Attract &
Retain More
Customers

Lowest
prices

Custome

On-time
Service

& PMQA

Strategic Plan

Internal

Learning

Objectives: Measures: Targets: Initiatives:
What the How success The level of Key action
strategy is or failure performance  programs
trying to (performance) or rate of required to
achieve against Improvement achieve
objectives is needed targets
monitored
Objectives Measures Targets Initiatives
* Fast ground ® On Ground Time * 30 Minutes ® Cycle time
turnaround ®* On-Time * 90% optimization
Departure
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Improvement Project
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Strategic Plan
& PMQA
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BSC : Balanced Scorecard

Strategic Plan
& PMQA

Strategy Map Balanced Scorecard

Objectives Measure Target

Financial
Perspective |—»

Customer
Perspective

- 7'} ‘
1 Internal
Perspe\Etive

|
|

\
II.

Learning &
Growth 1 —
Perspective.

\
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BSC : Balanced Scorecard

Longer Term (3-5 year) View

Shorter Term (Annual) View

Strategic Plan
& PMQA

Mission Vision

F2

P1

To provide top-notch healthcare to our
community
Be the community hospital of choice

e

Strategy

“Leadership”

C1

L4

Strategy and Map

F1

P2

Customer | Financial

Internal

Learning

Objectives

Grow high-
margin
service

Provide
personalized
care

Keep patients
informed

Provide
technology
& resources

Measures

% revenue
from high-
margin
services

Customer
satisfaction
survey rating

Service level
spot check
rating

% new
technology
used by staff

Targets
¢ ‘04 xx%
¢ ‘05 xx%
¢ ‘06 xx%
¢ ‘04 xx%
¢ ‘05 xx%
¢ ‘06 xx%
¢ ‘04 xx%
¢ ‘05 xx%
¢ ‘06 xx%
¢ ‘04 xx%
¢ ‘05 xx%

‘06 xx%

Initiatives

Develop
organization-
wide survey

Electronic
notes project

Learning
assessment
project

Milestones

Survey drafted

by 6/04

Complete by
2004

All patients
logged in

Deadline
met

Accountable

e Mkg. o $xoxx
Team
* Dept. Chairs o P xxxx
« HR o P xxxx
Committee

o

Tactics

“Management”

Resource Alloc.
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Strategic Plan Model

Strategic Plan

Past

I LLNU
Performance Purpose

I|_1ternal Vision E?<ternal
environment ‘ environment

Shared Mission Core

Values il Competency I

Organization Objective KPIs

ANSARAS 4 16
- BSC

s ol KPIS

KPIs
' Program KPIs
Project

%\\, Activity Ufid
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Strategic Planning
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PMQA
Framework
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Kaplan & Norton

Strategic Plan
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Long-Term Shareholder Value
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Productivity Revenue Growth

ustomer '

Product/Service Attributes Relationship Image
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Manage
Operations

Manage Manage Manage
Customers Innovation Regulatory/Social
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BSC : Balanced Scorecard

Strategy Map

|

& PMQA

Strategic Plan

Strategic Theme: Objectives: Measures: Targets: Initiatives:
Operating Efficiency Whatthe  Howsuccess The level of Key action
o Profits and strategy is or failure performance programs
Financial RONA trying to (performance)  orrate of  required to
G achieve against improvement  achieve
row Lo .
Revenues f objectives is needed targets
Attract & s monitored
Custome Retain More
Customers
On-time Lowest
Service prices
Internal Objectives Measures Targets Initiatives
* Fast ground ® On Ground Time * 30 Minutes ® Cycle time
turnaround ®* On-Time * 90% optimization
Departure
Learning \
: N
<= Map ] card.
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& PMQA
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