




• The Business Imperative of Cultural Competency 

– Patient Care Safety 

– Patient Satisfaction 

– Employee Satisfaction 
 

• A Diversity to Inclusion Transformation 



 

Baptist Health South Florida is the largest faith-based, not-for profit 

health care organization in the region, with an outstanding reputation 

for medical and service excellence. 

 

Employees – 14,798 

Hospitals - 7 

Urgent Care and Diagnostic Facilities - 14 

Ambulatory Surgery Centers - 3 

Sleep Centers - 4 



Baptist Health South Florida International Services is one of the 

largest hospital-based international programs in America. Thousands 

of people each year travel to Miami from around the world to visit our 

respected physicians and our medical facilities. 

 

  Countries Served - 80 

  Patients in FY-2010 - 12,000 

 

 Focus Area - Latin America and Caribbean  
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Female 
73.4% 

Male 
26.6% 

Baptist Health South Florida  

Workforce (14,798) 

Female 
50.8% 

Male 
49.2% 

U.S. Population by Gender 

(308,745,538) 

Source: U.S. Census Bureau, 2010 Census Summary File 1 
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Payroll Data as of:  07/2011 



Recognition 

• Baptist Health has been Recognized 
Nationally in the Areas of: 

 

• Ethics 

• Quality 

• Employee Relations 

• Service Excellence 
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This journey is NOT about 

• Affirmative Action 

But all about 

• Talent Management 

• Inclusion 

• Cultural Competency 



Diversity & 

Inclusion

Recruit & 

Retain

Talent 

Management

People

Diversity & 

Inclusion

Recruit & 

Retain

Talent 

Management

People



Discussion Items 
  

• Role of the Diversity Council 

• Elements of Diversity/Strategic Approach 

• Knowing your Organization 

• Cultural Competency Action Items 

• Results 

• Key Take Away  



 
 
 

 Chairman:     Executive Vice President/Chief Administrative Officer  

 Council Exec:    Corporate Vice President/Chief Diversity Officer  

  

 Human Resources:   Corporate Vice President/Chief Human Resources Officer 

 Nursing:     Corporate Vice President/Chief Nursing Officer 

 Entity Executive:  

  Baptist Hospital   Vice President/Chief Operations Officer 

  South Miami Hospital  Vice President  

  Doctors Hospital   Assistant Vice President 

  Homestead Hospital  Vice President 

  Mariners Hospital   Vice President 

  BOS     Assistant Vice President  

  BHE     Corporate Vice President 

  

 Marketing:     Corporate Vice President 

 Finance:     Assistant Vice President     

 Labor Relations:    Assistant Vice President and Associate General Counsel  

 Member-at-Large    Rotating Staff Level Personnel 



Vision Statement 
Baptist Health South Florida values diversity and inclusion. It is an organization 
that demonstrates the excellence reflective of a diverse and vibrant workforce. 

 
Mission Statement 

By fostering a culture of diversity and inclusion, Baptist Health South Florida will 
continue to attract and retain the highest levels of talent. It will further seek to 

embrace the diversity of the community it serves through purposeful community 
outreach.    

 
 Strategic Intent 

To position BHSF to be the recognized leader in the application of Diversity and 
Inclusion Best Practices in achieving the Business Imperative of Employee 

Satisfaction and the delivery of available, accessible and acceptable safe quality 
healthcare services to a patient population of multiple and varied background.   



Supplier Diversity:  Work with Purchasing to 
identify minority vendor opportunities and 
track and monitor progress against the goal 

of increasing minority engagement    

Talent Development:  Work with HR Strategy 
and Culture on system-wide talent 

management to realize an internal pipeline of 
talented diversity representation  

Talent Acquisition:  Work with Community 
Outreach on projects to identify best and 

brightest in the College Educational System 
both local and national towards an external 

pipeline of future recruits 

  Develop linkages with organizations and 
associations to brand BHSF as the employer 

of choice for talented diverse candidates    

Education:  Work with HR on developing 
training modules for leadership and staff 
competency certification in Diversity and 
Cultural Competency    

Align training around Studer LDI sessions 

Diversity Council 

Focus  Areas 
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Elements: 

 Age 

 Approach 

 Competencies 

 Cultural Background 

 Ethnicity 

 Experiences 

 Gender 

 Generational Insight 

 Management Style 

 Mental Ability 

 Nationality 

 Physical Ability 

 Problem-Solving 

 Race 

 Religion 

 Sexual Orientation 

 Thinking Style 

 Work Habits 

         Diversity is More than Race 
 
3 Year Focus: 

 Cultural Background/Ethnicity 
 Disability 
 Generational Insight 



Press Ganey 
BHSF Overall Satisfaction Score 

Overall Percentile Rankings 

Emergency Overall Inpatient Overall 

2009 2010 2009 2010 

BHSF 80 90 97 98 

 

 Average Press Ganey “All Health System” Percentile Ranking 

 



 

 “Degree to which staff meet your cultural and ethnic needs” 

 

Cultural Competency Mean Score 

Emergency Overall Inpatient Overall 

2009 2010 2009 2010 

BHSF 86.1 87.1 87.1 88 



 

 Q13 (C01) Employees at Baptist Health South Florida are treated fairly, with 

dignity and respect, regardless of ethnic background, race, gender, age, 

disability, or any other differences not related to job performance. 

Diversity & Inclusion Mean Score  (Q13) 

2009 2010 

BHSF 4.49 
4.53/ 

70th percentile 



 

• Improve Patient Satisfaction in Cultural Competency 
 

• Improve Employee Satisfaction in Cultural Competency 
 

 



Foundational/Data 
Collection 

 
• Patient Satisfaction  
• Employee Satisfaction 
• Demographic analysis 
 

 
• Employee Focus Groups  
   (to identify opportunities,  
   strengths and priority     
   focus for each entity) 
 

 
• CEO Engagement/Leads  
   Initiative and sets   
   expectations of all leaders 

 

 

Actions 
 
 
• Leadership Development   
   Institutes (focus on     
   leadership awareness/call  
   to action) 
• CEO commitment directive  
   at each entity 
• Creation of Roll-Out Action    
   Committees at each site  
   commissioned by CEO’s 
• Creation of Communication    
   structures 
• Identified key areas of  
   focus: 
 “Curb to Curb” Patient and  

   Employee Experience and  
   Cultural Competency 
 People with disability  
 Generational insight 
 Released diversity 
message on Human 
Resources webpage 
 Designed Diversity 
message for Baptist Health 
main web site 
 Created a Diversity and  

   Inclusion brochure to widely      
   distribute to target groups     
   and community events 

 

 

Cultural Integration 
 
 

• Revised Standards of  
   Behavior 
• Visible Expectations in  
   Leadership 
• Evaluation Manager  
   (accountability tool) 
• Participate in Disability  
   Mentor Day 
• Establish a Residency   
   Program for people with  
   disabilities 
• Establish an administrative  
   residency program to build  
   diverse management pipeline 
 

 

 

Implementation  
Caution 

 
• In a System-wide roll out,  
   start with early adopters to   
   gain traction.  
 

• Participants on the  
   Committees should be high  
   performers who have a  
   passion to advance cultural  
   inclusion within the  
   organization 
 

• Always use multiple data  
   points to confirm action  
   plans (quantitative and  
   qualitative) 
 

• Integrate the “voice of the  
   customer” whenever  
   possible into action  
   planning (example- 
   employee based focus  
   groups, committee  
   membership) 
 

• Start with action plans that  
   resonate with leadership,  
   staff-patient centered  
   initiative is always a winner! 

 

 

                          Phase 1   Action Plan 
Stages in Journey to Cultural Competency 



Data Collection/ Monitoring 
Performance (create 

dashboards to monitor 
performance) 

 
• Patient Satisfaction  
• Employee Satisfaction 
• Demographic analysis 

 
• Employee and Patient Focus  
   Groups to gain more discrete    
   insight into the “curb to curb”  
   patient experience (Cultural  
   Insiders).  Three primary  
   focus areas: 

 Navigating the   
  environment (signage,     
  forms, educational  
  materials, translation  
  services) 
 Plan of Care (diet,  
   treatment plans, follow-   
   up) 
 Growth/Community  
  Outreach (new   
  customers,  
  educational events) 

 
 

 

 

 

Actions 
 
 

• Leadership Development Institutes  
   (focus on entity-based areas of  
   focus and action plans)  
• Execution of entity-based plans: 

 Homestead 
 Mariners 

• Cross pollination of initiatives  
   within system committees as  
   relevant (Patient and Family  
   Centered Steering Committee;  
   Patient Interpretation/  
   Communication Committee) 
• Focus on front end  
   processes/registration: 

 Review and revise questions on 
registration form related to 
language preferred, country of 
origin.  Create new script. 
 Design a cultural sensitivity 
training for all registrars using the 
revised forms/questions.  Include 
discussion of the relationship 
between accuracy of data 
collection and health outcomes, 
quality and financial health.) 
 Build verification (review of 
documentation for accuracy) and 
validation (observation of 
registrar’s skill) into the training 
process with feedback for 
improvement 

 

 

Cultural Integration 
 
 

• Standing diversity and  
  inclusion question used by  
  leadership in the Monthly  
  Supervisory Meeting Model 

 

 

 

Implementation  
Caution 

 
• Beware: Do not take on too  
   many actions at the same    
   time.  Maintain a narrow  
   focus of 2-3 actions,  
   hardwire, then move on to  
   the next 2-3. 

 

 

 

               Phase 2  Action Plan  
Stages in Journey to Cultural Competency 



Phase 3 Action Plan 

Data Collection/ 
Monitoring 

 
• Patient Satisfaction  
• Employee Satisfaction 
• Demographic analysis 
 

 
• Employee and Patient Focus 
Groups  to validate progress 
(repeated at least once a year). 
Questions may change based 
on area of focus. 

 

 

Actions 
 
 
• Leadership Development  
   Institutes (focus on entity- 
   based areas of focus and    
   action plans) 
 
• Launch at additional sites as  
   ready for execution 
 
• Integrate lessons learned 
from employee and patient 
forums into entity action 
planning and execute (choose 
two key focus areas).  Trend 
results of implementation and 
revise as needed.  

Cultural Integration 
 
 

• Integrate focus on diversity  
  and inclusion into all patient’s  
  plans of care (consistency,  
  decreased provider to  
  provider variance)  

 

Stages in Journey to Cultural Competency 



• Examples of Initiatives 

• Culture Tool 

• Curb to Curb Culturally Competent Patient 

Experience  

• Management Accountability Tools   

 
 

 



BHSF Culture Tool 

• Cultural Factors To Acknowledge in the Care 
Process 

• Language 

• Spiritual Beliefs 

• Dietary Preferences 

• Communication Style 

• Health Beliefs and Treatment of Illness 

• Pain Beliefs and Treatment  





Elements: 

 Age 

 Approach 

 Competencies 

 Cultural Background 

 Ethnicity 

 Experiences 

 Gender 

 Generational Insight 

 Management Style 

 

 Mental Ability 

 Nationality 

 Physical Ability 

 Problem-Solving 

 Race 

 Religion 

 Sexual Orientation 

 Thinking Style 

 Work Habits 

Focus Group 
Focus Areas:        Navigating the Environment 
  Signage 
  Forms 
  Translation Services 
  Educational Materials 
         Plan of Care 
  Diet 
  Treatment Plans 
  Discharge Follow-up 
        Growth/Community Outreach 
 New Customers 
  Community Events 

Curb to Curb Patient Experience 
Cultural Competency Initiative 

Implementation Committee Framework 

 
Services 

 
•Professional 
•Support 
•Ancillary 
•Clinical 
•Administrative 

 

 
Soundbites 

 
•Professional 
•Support 
•Ancillary 
•Clinical 
•Administrative 

 

 
 

AIDET 
 

Acknowledge 

Introduce 

Duration 

Explanation 

Thank You 
 

 

Anxiety/Fear 

Variable 
Patients 

& 
Visitors 

Action Outcome 



Baptist Health Diversity & Inclusion 
Strategic Plan  

• Pillars of Excellence 

• Service  

• Quality 

• Financial 

• People 

• Growth 

• Community 

 



Baptist Health Diversity & Inclusion 

Strategic Plan FY 2009-2012 
Pillar of 

Excellenc

e 

Strategic Goals Measurement Timeline Champion Results TJC Standards 

Service 

Establish a Corporate Council to ensure 

sustainability and standardization of 

Diversity  initiatives across Baptist Health  
        LD.03.01.01 

Ensure Baptist Health and Entity Strategic 

Plans include objectives and goals to 

address Diversity and Inclusion 
        LD.02.01.01 

Ensure Baptist Health's Leadership Team is 

educated on the business relationship 

between Diversity and Inclusion and the 

organization's Strategic Business Plan, to 

include the medical staff as an option 

available to them 

        HR.01.04.01 

Quality 
Complete Diversity and Inclusion inventory 

and analysis across Baptist Health, 

comparing to industry best practices  
        PI.04.01.01 

Financial 
Increase utilization of cost-effective, minority 

vendor partnerships across Baptist Health 

when appropriate 
        

  

People 

Hardwire recognition and adoption of 

Diversity and Inclusion as a part of the 

culture of Baptist Health  
        

  

Ensure under-represented groups are 

recruited and retained in staff and 

management positions across Baptist Health   
        

LD.03.01.01                    

PI.04.01.01 

Diversity and Inclusion strategies are 

reflected in Baptist Health Human Resources 

Strategic Plan  
        LD.02.01.01 

Growth 

Establish and maintain competitive 

advantage through a diverse workforce 

staffing strategy that is reflective of the 

communities to be served by all future 

Baptist Health growth initiatives, including 

the new West Kendall Baptist Hospital 

(WKBH) and Baptist Outpatient Services 

(BOS) Medical Plazas 

        
HR.01.04.01                                         

RI.01.01.03 

Communi

ty 
Develop Diversity and Inclusion awareness 

campaign  
        

  



Service Excellence Standards and Expectations 



BHSF Core Leadership Competencies 

BHSF  
Performance Pillars 

10 Core  
Competencies 

Description of Competency in Action 

People 

Developing 
Direct Reports 

Develops self and others to achieve potential; proactively develops diverse 
and inclusive talent pipeline 

Building 
Effective Teams 

Creates  and encourages the development of inclusive, successful teams that 
embrace every individual’s uniqueness 

Values and Trust Acts with honor, whether actions are seen or unseen 

Organizational Agility Effectively navigates the organization; a culturally savvy “go-to” person 

Service Customer Focus All things begin with the customer 

Growth Strategic Agility Is focused on the future and plans accordingly 

Finance Business Acumen Understands the core business related to role and function 

Community Benefit Compassion 
Acts in a caring and inclusive way toward all individuals, regardless of 
relationship to them and without regard to their individual differences 

Quality and Safety 
Drive for Results Steadfastly pushes self and others to achieve results 

Priority Setting Knows what to concentrate on and when to do it 





Minority Only 
(excl. all women) 

221 

All Women 
 535 

All Minority and 
Women (MWBE) 

756 

$39,918,559 $129,123,657 $89,205,098 



• 90th Percentile Press Ganey - Cultural and Ethnic Needs 

• Meet TJC Cultural Competency Standards 

– 2011 Full Compliance with Self Assessment 

– 2012 Zero RFI an expectation 

• Meet Patient and Family Centered Standards 

• Increased volume of international patients 

• 75th Percentile in Gallup Survey Q13 

• Maintain Fortune Top 100 Most Diverse Workforce Designation 

• 10% increase in MBE/WMBE Vendor Participation 



In a shift from 2009, Diversity now outperforms the benchmark. 
Baptist Health is very committed to hiring and promoting workforce diversity  

Impact to Date 
2010 Employee Survey 

CLC (Corporate Leadership Council) 



• Demonstrate sensitivity to patients’ cultural and  

  emotional needs 
 

• Treat all patients with dignity and respect 
 

• Provide trained personnel to appropriately interpret     

  medical information and instructions 
 

• Engage families in the care of the patients 





 
 

  


