
 

Moving ED Metrics: 
A Five -Star Plan for Service & Operational Excellence  

 
 









About Us 
ÅFounded in 1979 by emergency physicians 

ÅLeading provider of hospital-based clinical services 

 

Á Emergency Medicine 

Á Hospital Medicine 

Á Anesthesiology 

 

Å6,900 affiliated physicians and other clinicians serving 

700+ hospitals in 46 states 
 

ÅA TeamHealth clinician cares for a patient                        
every 3 seconds! 



Our Purpose Todayé 
 

Share THôs 

approach to 

incorporating SG 

tactics to take our 

nationwide metric 

driven practice to 

the next level. 

 

 



Our Challenges 
External Environmenté 

 

P Lofty Partner Expectations 

PHCAHPS 

P Increased Regulations 

PContinued Focus on Metrics 
 

Internal Environmenté 
 

P Lofty Organizational Expectations  

P Large, Nationwide Company 

P Employees & ICs 

 



Biggest òChallengeó - Physicians 

¾ Prefer focused evidence-based solutions 

¾Want to hear from their peers  

¾Require communicating multiple ways  

¾Use of Linkage Grid very important 



Our Plan: 
 

PPartnered with the Studer Group 
 

PDeveloped a 5-Star Plan  
 

P Focused on Leadership Development 
 

PEstablished Expectations & Cascaded Goals 
 

PBegan with Rounding & Goal-Setting 
 

PEmphasized Top-down MD Involvement 
 

PCreated Accountability 





Focus on Leadershipé 

External Tactics 
 

¾Rounding 
 

¾AIDET 
 

¾DC Calls 

 

Internal Tactics 
 

ÁExpectations 
 

ÁGoals 
 

ÁAlignment 
 

ÁRounding 
 

ÁLDIs 



Achieving Excellence Behaviorsé 



Ensuring Accountability 

¾ Established Goals by pillars 

 

¾ Aligned Goals 

 

¾Created Ownership 

 

¾ Ensured Critical Follow-Up 



Nationalizing our Approaché 

¾Quarterly LDIs 

·In-Person  

é Four Regions 

·Train-the-Trainer, then 

é Local ï Taught by RMDs 

·Video Demonstrations 

·AudioCast 

¾All Materials Recorded & Available  

    for Review & Download 



Case Study #1 



Case Study #1 

Challenge : Improve Patient Satisfaction Scores 

 

SG Tactics Used : AIDET, Rounding 

 

Customization Used : Focus Groups 

 

Secret Weapon : Synergy & Leadership 

 

 


