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Overall Theme: Creating for our Patients and Families

Value is delivering on our Quality Promise with Minimal Waste and
Optimal Efficiency
Value is impacted by all five Strategic Goals
FY13 — FY15 STRATEGIC GOALS
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Creating Value for our Patients and Families



Reporting and Measuring Service Quality
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We are asked to

Individual Outcomes of Service Quality

CLINICAL
EXCELLENCE

CULTURE

Inform Demonstrate
] CI|n|caI Skill
Inherent Personalize Care
_
Suffering
Show Empathy
_
Protect Privacy
]
Offer Choice

Manage Pain

Prepare for
Discharge

Show Courtesy
Avoidable  m——
Suffering Use Service
Recovery

Pinpoint Where to Address Inherent, Avoidabl

Christie Dempsey, CNO Press Ganey 6

Show Teamwork

Minimize Wait
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Clean Environment
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Patient Engagement is a Key Pillar of

Next Generation Healthcare Delivery

The
Advisory

Board

Company

Integration of System, Physicians, and Patients Required for Market Success

Keys to Health System Performance in a Value-Based Market
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System Coordination

* Hardwired evidence-based
pathways resulting in high-
quality, low-cost outcomes

+ Seamless communication
across sites of care to
avoid duplicating, missing
steps

Physician Integration

« Physicians serve as
strategic partners sharing
goals for performance of
health system

« Multidisciplinary, top-of-
license care team
deployment standard across
medical staff

Patient Engagement
» Engaging and activating

patient in care to ensure
smooth recovery,
ongoing management

Encouraging informed
patient to select appropriate
treatment optiocns and
self-manage
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Designing and Integrating Personalized Care to Achieve

Individual Outcomes of Service Quality
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Aligning culture to meet outcomes
of Service Quality

2009:

Defining
Our New

2008:

Establishing
and Utilizing
Our Patient

Voice

PFA
Patient and
Family
Advisors

2012:

Accelerating
Metrics
Improvements

2010: 2011:

Creating Establishing
The Accountable
Ideal Metrics
Team
Conduct
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AMERICAN HURSES
CREDEATIALING CEHTER

2013:

Establishing
The Ideal
Brand
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BRAND SITE
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We're all in this togather.

2014:

Accelerating
The Ideal
Brand

VALUE
ACCELERATION

PROJECT
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2015:

Aligning to
External
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Metrics
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Creating our Patients and Families

for all Patients and Families

PFA Emory Healthcare
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Demonstrating Service Quality
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Emory University Hospital Surveys Retumed: October 2014 - December 2014
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Demonstrating Service Quality

7=y  CIVIORY

RECOGNIZED HEALTHCARE

We’re all in this together. UNIVERSITY

HOSPITAL

Z] Patient Centeredness

MAGNET

RECOGNIZED
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AMERICAN NURSES
CREDENTIALING CENTER

America's
BEST hospitals

Emory
University
Hospitals

Conststently ranked among the natbon’s best hosplials by
ULE: MNews & Werld Report for the last 20 years.
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