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Really far…



$3.3 Trillion or $10,348 per person



US Federal Budget

1975 2017

Social 
Security & 
Healthcare Social 

Security & 
Healthcare

34% 51%


Chart1

		Healthcare & Social Security

		Everything Else



Column1

0.33

0.67



Sheet1

				Column1

		Healthcare & Social Security		33%

		Everything Else		67%

		3rd Qtr		1.4

		4th Qtr		1.2






Chart1

		Healthcare & Social Security

		Everything Else



Column1

0.51

0.49



Sheet1

				Column1

		Healthcare & Social Security		51%

		Everything Else		49%

		3rd Qtr		1.4

		4th Qtr		1.2







A Call to Action…

1999 2001 2015



IOM Dimensions

• Safe – avoiding injury
• Timely – reduce waits and delays
• Effective – evidence based
• Efficient – avoiding waste
• Equitable – consistent care
• Patient-Centered – patient values



Three of these crashing, every day





Healthcare Value
Safety

Outcomes

Service/Satisfaction
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The Triple Aim

Better 
Population 

Health

Better 
Care for 

Individuals

Lower Cost 
through 

Improvement

The 4th aim?

Joy of 
Practice for 
caregivers





2018 Goals and Priorities
MISSION

To provide better care of the sick, investigation into their problems, 
and further education of those who serve.

Access Solutions Digitalization Engagement High Reliability Population 
Management

System 
Development

ENTERPRISE PRIORITIES

Patients First Caregivers Growth ImpactAffordability

GOALS



“Treat the patient and fellow 
caregivers as family, and the 
organization as your home”

Tomislav Mihaljevic, MD
CEO & President



Undisputed Champions of Safety



Traditional framing

Patient satisfaction in all care 
settings

Patient 
Experience:

Sepsis, Readmissions, Clinical 
OutcomesQuality:

Complications, Infections, 
Safety Events, Caregiver SafetySafety:



What patients think…

Know and Engage me.Patient 
Experience:

Heal me.Quality:

Keep me safe.Safety:



A Safe Organization

Engages 
Patient & 

Family Executes as 
a Team

Accountable

Learning 
EnvironmentHigh 

Reliability



What IS High Reliability in Healthcare?



“A Collective Mindfulness”

• Preoccupation with failure
• Reluctance to simplify observations
• Sensitivity to operations
• Resilience
• Deference to expertise

Weick, K.E., and K.M. Sutcliffe. 2007. Managing the Unexpected. 2nd ed. San Francisco: Jossey-Bass.



High Reliability Model

Leadership

Commitment 
to zero 

patient harm

Empowering 
staff to 

speak up

Safety 
Culture

Systematic, data-
driven approach 

to complex 
problem solving

Robust
Process

Improvement

Chassin MR, Loeb JM. High-Reliability Health Care: Getting There from Here. Milb Q 2013;91(3):459-90



“The hallmark of an High Reliability 
Organization is not that it is error-

free, but that errors don’t disable it”





Highly Reliable Teams 

START STRONG 
and 

FINISH STRONG

Together!



Incident Command Center Activation
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Safety Reporting Theory
• Safest units = highest reporting
• ANY member can “stop the line”

• Non-punitive response
• Loop will be closed – “My voice was heard”



Daily Safety Huddles



Psychological Safety

Opportunities Curious Fallible



What “zone” are you in?



“Quality” is integral to our goals.

Not something extra.



You get what you measure…



2018 Goals Summary
Device-related infections (CLABSI and CAUTI) ≤ 21/mo
C. difficile ≤ 50/mo
MRSA 0 
Patient Safety Indicators (Complications) ≤ 44/mo
Serious Safety Events 0
Hand Hygiene 100%
Hospital Wide Readmissions ≤ 12.0%
Sepsis Mortality ≤ 14.9%

Hypertension Control ≥ 90%
Diabetes Control HbA1c > 9 ≤ 10%

Diabetes Eye Exam ≥ 80%
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Transparency in healthcare…



Transparency

Daily Safety Huddles

Celebrate NICE CATCHES!



“Nothing about us, without us”

• Transformative progress
• Insight on patient perceptions

- What are our blind spots?
• Focus on patient centered care
• Opportunity for proactive solutions
• Input on goals
• Test concepts prior to roll-out



Patient Involvement
Best Practices
• Patients on standing committees
• Pediatric family on Error Prevention 

Leadership Team
• Executive Rounding
• Patients involved in goal-setting
• Healthcare Partners



Focusing on 
patient 
centered care

Partnering with patients to 
promote safety and service

Bringing patients 
and healthcare 
providers together

Empowering patients to take 
a active role in improving the 
patient experience

Healthcare Partners



Healthcare Partners Structure
• Institute / Hospital Based
• 10-12 Patient Members 
• Representing diversity of patient community
• One or Two year term (staggered)
• Volunteer Orientation
• Up to 4 employee members
• Meetings Monthly / Quarterly



Successes

• Creation of new caregiver welcome letter 
• Standardized volunteer role on inpatient 

units
• Hospitality Rounds 
• Leadership Rounds





Culture of Improvement



Professional Practice Model Huddles



Solutions for Value Enhancement 
(SolVE)



Falls in healthcare

• Extraordinarily complex

• Lot of risk assessment tools

• How do we engage patients and families?

• Learning from “in-house” expertise?



An unanticipated synergy…



Can iPhones solve all our problems?



Believe it – you are high risk!



Top 10 Safety Issues Campaign
• Clinical alarms
• EMR and results
• High risk medications
• Caregiver safety
• Transitions of care
• Universal protocol
• Diagnostic reasoning
• Decision support
• Scaling safety solutions
• Safety event reporting



Key Takeaways

• We must all get better together
• Committed leadership essential
• Patient and caregiver voice is key
• Transparency drives engagement
• High Reliability mindset is engine



Cleveland Clinic Way
Quality and Patient Safety Intensive

ExecutiveEducation@ccf.org   or   www.CCFcme.org/QualityIntensive

October 24-26, 2018 | Cleveland, Ohio

Contact Global Executive Education to learn more
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