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Glossary of Terms and Abbreviations

5 x 5: The 5 key process steps and up to 5 sub-steps used to design,
document, manage, and analyze key work processes. Includes process
requirements and measures

3 Question Exercise: Strategic planning tactic: top three strategic
accomplishments; top three strategic shortfalls; three most important
things learned since last session

ACCME: Accreditation Council for Continuing Medical Education

Account Leaders: Coach who has oversight and leadership
responsibilities for a standalone hospital or large hospital system
account

Admin: Administrative support staff; all employees excluding SG
coaches and speakers

AHA: American Hospital Association

AIDET®™: Five fundamental steps to interacting with patients to
anticipate and exceed expectations: Acknowledgement, Introduction,
Duration, Explanation, Thank you

AMA: American Medical Association

AMCEF: Association of Management Consulting Firms - represents
diverse membership: large and small firms, traditional management
consultants as well as providers of professional services, generalists
and specialists, single-office firms along with multinational
organizations; publish annual benchmark report on key operational
metrics, highlighting performance and characteristics of top firms

AOS: Available onsite
ASTD: American Society for Training and Development
ASQ: American Society for Quality

AUPHA: Association of University Programs in Healthcare
Administration

BD: Business Development
Big Rocks: Key strategic priorities
Bright Ideas: New ideas or innovations

Callidus Software Support: Leading software provider which also
offers technical support and services for software solutions

CDI: Coach Development Institute; two day learning session focused
on providing training and development to the coaching division

CEO: Chief Executive Officer

CFO: Chief Financial Officer

CNO: Chief Nursing Officer

CME: Continuing Medical Education

CMO: Chief Medical Officer

CMS: Centers for Medicaid and Medicare Services

Comparison #1: Training consulting firm which emphasizes practical
principles and processes

Competitor #1: Provider of performance improvement services to the
healthcare sector

Competitor #2: a performance improvement firm within the healthcare
industry

Connect to Purpose: Relating a practice, idea or experience to the
organizational MVV

CRM: Customer Relationship Manager software
Cross Departmental: Involving more than one department or division

Dashboard: Document used to capture, track, measure, and report key
metrics and results

DCM: Discharge Call Manager™ - a software program that facilitates
follow-up phone calls with discharged patients (Solution retired in
2010)

Debbie Connected: Monthly operational update and training session
conducted by Senior Leader /Operations Leader Debbie Ritchie

Department: Operational area led by an administrative leader —
Finance, Human Resources, IT, PRC

Division: Operational area led by a Senior Leader — Business
Development, Coaching, Institutes, Marketing, Operations, Research &
Development, Speaking, Solutions

DS: Deployment System (Tenrox)

E-Topaz: International company providing support to corporate travel
management professionals

E-Hosting Index: Webpage that allows for comparisons with other
uptimes of major US and UK web hosting services

EAS: Employee Attitude Survey

EBL: Evidence-Based LeadershipS™ — Systematic process used to
coach and educate healthcare organizations in aligning goals, aligning
behaviors and aligning processes

ED: Emergency Department
EST: Environmental Stewardship Team

External Customer: Individuals and/or organizations outside SG who
depend on SG for services or products

Find Knowledge: SG’s online repository for intellectual capital,
standardized resources and best practices; housed within SG’s portal
(an intranet)

GB: Gulf Breeze, Florida

Harbourtown: Office complex in Gulf Breeze, FL where corporate
office is located

Hardwired®™: A fully deployed and integrated action or process to
achieve consistent and sustained results; to deploy in a consistent
manner

HCAHPS: Hospital Consumer Assessment of Healthcare Providers
and Systems. Survey for public reporting of major areas of
hospital performance to support consumer choice; the first national,
standardized, publicly reported survey of patients’ perspectives of
hospital care

Studer GroupY



Glossary of Terms and Abbreviations

HE: Hardwiring Excellence - Book by Quint Studer outlining the
SG Healthcare Flywheel® and best practices for improved clinical
outcomes currently in its fourth printing with approximately 450,000
copies sold

Healthcare Flywheel®: Teaching tool/diagram illustrating the power
that Purpose, Passion, To-Do’s and Results has in creating momentum,;
developed to help organizations understand the journey in creating
great places for employees to work, physicians to practice, and patients
to receive care

HML: highmiddlelow® - Strategy for improved employee evaluation
and development

HR: Human Resources

HR.com: Large online community of human resource professionals,
articles and tools

Idea Express™: Software application allowing employees to
electronically enter innovative ideas and SG to track and report
implementation status

IHI: Institute for Healthcare Improvement

Initiative Champion: Designated employee to lead implementation of
tactic or special initiative at partner organization related to their work
with Studer Group

Institute: Training and development educational event

Intellectual Capital (IC): Knowledge assets to achieve business

results. In addition to products, IC includes employee knowledge,
evidence-based practices and results, processes, and innovations.

Primary IC is hardwiring of EBL

Internal Customer: Individuals inside SG who depend on a co-worker
to produce or deliver service or support

IP: Inpatient

Interdepartmental Survey (IDS): Internal customer satisfaction
survey of support services

IT: Information Technology

Largest Partners, by Contract Size: 20% of partners representing
80% of revenue

Leader: Person responsible for a department, product or service
line, TEAM or group of employees. Leaders may or may not have
supervisory responsibilities

LEM: Leader Evaluation Manager™ - Web-based performance
management software system

KPI: Key Performance Indicators source/library for best practices and
measures among peers

LEAN: Process methodology to create more value for customers with
fewer resources

LEP: Leader Evaluation Process - Standardized accountability process
for setting and achieving organizational and leader goals under a 6
pillar framework. SG uses for goal setting and performance review

Linkage: Connection and validation between what is taught and
applied post-training

LT: Long term
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Manage Up: Positioning others in a positive light; form of
communication to acknowledge, reward and recognize the positive
contributions and/or attributes of others

MBNQA Quest: Malcolm Baldrige National Quality Award annual
conference

MBS: Management by Strengths - program designed to help
companies increase productivity, improve customer satisfaction and
employee morale through an improved understanding of how to work
more effectively together

Monthly Meeting Model: Monthly supervisory meeting using
standardized agenda

Must Haves®: Specific actions and “to-do’s” based on the Nine
Principles® to align goals, behaviors and processes, and to hardwire
best practices in partner organizations

MVYV: Mission, Vision and Values

N & B: Nuts & Bolts - Institute serving Emergency Department
personnel

Nine Principles®: Studer Group Intellectual Capital that are the
foundation for operational excellence

NQF: National Quality Forum
OFTI: Opportunity for Improvement
Partner: Active contractual agreement/engagement with SG

PCM: Patient Call Manager™ — Software program to accelerate and
improve clinical outcomes and perception of care, harvest recognition
and improve patient compliance

PD: Process Design

Peer Interview: Screening for cultural fit by peers with similar
responsibilities and close interface post-hire

PI: Process Improvement

Pillar: Foundation and framework upon which the organizational goals
and evaluations are structured. SG 6 Pillars include: Service, People,
Quality, Finance, Growth, and Community

Pinnacle III Corp: Company which offers financial consulting
services, such as billing solutions

PI: Process improvement

PRC: Partner Relations Coordinator - SG employees whose main
function is to serve SG partners by supporting coaches; PRCs handle
logistical details, find and share intellectual capital, and provide other
essential coach and partner support

Preceptor: Mentor and teacher for new SG coaches

RED - Rapid Enterprise Development™: Process to enable an agile
and adaptive strategy given changing environment; to optimize three
important dimensions of performance — strategy, people and execution
— in a coordinated manner

Rounding for Outcomes: Communicating with employees, physicians
and/or patients in such a way that there is a specific purpose to walk
away with specific outcomes

SG: Studer Group



Glossary of Terms and Abbreviations

SG portal: Intranet portal used as repository for intellectual capital and
internal information

SLG: Senior Leader Group; Studer Group senior leaders

SLS: Senior Leader Survey — Annual survey of senior leaders in
partner organizations

Solutions: Software products, primarily DCM (retiring in 2010), LEM
and PCM

SPG: Strategic Planning Group; internal participants in the strategic
planning process

Sperduto & Associates: Firm of corporate psychologists and
management consultants focused on helping organizations select,
develop, understand, and organize human resources. Administrator of
Annual EAS

SPI: Service Performance Insight — Firm specializing in business
optimization and transformation for management consulting firms;
conducts performance benchmarking on over 200 top firms

SPP: Strategic Planning Process
ST: Short term

Strategic Screening Matrix: Tool used to evaluate new product
concepts against specific, weighted criteria related to strategic fit,
customer needs, market attractiveness, feasibility and financial
requirements

Stoplight Report: Monthly color coded communication tool of green
(action taken), yellow (action pending), and red (no action taken) to
report progress on departmental opportunities

Studerville Update: Monthly operational update of progress to goal
reported by Pillar

Success Sharing: Profit share disbursement aligned to tenure

Supervisor: Person who has oversight of another worker or direct

report

Target Corp: National retail store largely recognized for its efforts in
charitable giving

TEAM: Total Engagement and Measurable Success - group of SG
employees working together

Tenrox: Deployment System; Web-based software for managing coach
capacity (deployed days)

Tokens of Appreciation: Peer-to-peer recognition with leader approval
using hand-written or electronic notes to acknowledge behavior in
support of MVV and Standards

TYYO: Taking You and Your Organization to the Next Level; Institute
focused on teaching EBL

VOC: Voice of the Customer
VPN: Virtual Private Network; an online private data network

WRIHC: What’s Right In HealthcareS™ — Annual national peer-to-peer
learning conference bringing healthcare organizations together to share
ideas proven to make healthcare better

WWGO: Weekly What’s Going On — Weekly coach communication
sent by the coach administrative leader

Studer GroupY



Preface: Organizational Profile

Organizational Description

Organizational Environment

P.1a(1) This application to the Baldrige National Quality
Program is more than a technical response to criteria for
excellence. It is a story about purpose and belief that the
obligation of leadership is to lead in ways that maximize
human potential. It is also a call-to-action for our company

and the healthcare industry—that we can and will do better,

in ways that help to ensure every patient, every time receives
compassionate care from engaged, appreciated, knowledgeable
professionals. This is the belief of Quint Studer and the highly
empowered and industry-changing company he founded. It is a
belief that has led to our innovative and successful approach to
help the healthcare industry accelerate its pace of improvement,
by rekindling the indefatigable passion that drew healthcare
professionals into their roles, and focusing that passion on
implementing and hardwiring®™ tactics proven to make
healthcare better.

Our quest to make healthcare better began in 1999 when

Quint Studer found himself at a crossroads. As president of a
successful hospital, he was increasingly in demand as a speaker
and advisor to organizations nationwide seeking to duplicate the
transformational results he and his team had achieved.

He decided to heed what he describes as a personal calling to
make a bigger difference in healthcare. Because he had tested
and honed

the skills and
tools that were
effective during
his tenure as

educational events, attended by over 25,000 individuals since
2006.

* SG authors have published 18 titles, several of which are used
as core textbooks for education in healthcare administration.

* The SG website draws more than 200,000 unique annual visits
from more than 150 countries and counts more than 100,000
registered users (doubled over the past 2 years).

* SG has experienced solid growth since its formation in 1999

SG applies its Intellectual Capital (IC) [1.1a (3)] embedded in
Evidence-Based Leaderships™ (EBL) (FP.1-1) to align goals,
behaviors and processes in healthcare organizations. EBL
evolved from the Nine Principles® as the original framework
for service and operational excellence. SG adapted EBL as
their internal leadership system - the EBL SYSTEM is further
described in (F1.1-2). We practice what we teach.

SG offers three key products and services: 1) Coaching; 2)
Education and Speaking; and 3) Publications and Solutions.
SG’s key service is the Coaching service line which represents
71% of total revenues. Coaching refers to partnering with
senior leaders in a healthcare organization to guide them
through the process of hardwiring EBL. Coaching is primarily
provided on-site in partner organizations with over 100 beds
or by phone and video conferencing for smaller/rural partners.
A driving force for healthcare leaders to partner with SG is

to improve their inpatient satisfaction and HCAHPS results.
HCAHPS is the first national, standardized, publicly reported

Figure P.1-1: Evidence-Based Leadership*™ (EBL)

Foundation Breakthrough ”

. STUDER GROUP:

an executive

s Evaluation Development
organizations,
he believed that Aligned Goals Aligned Behavior Aligned Process
exceptional * Implement an * Create process to ~ * Must Haves® * Re-recruit high  Agendas by pillar  « Leader Eval
service and organization- assist leaders in * Rounding and middle * Peer interviewing Mgr™ (LEM)

) wide leadership developing skills « Thank You Notes performers * 30/90 day « Patient Call
operatlonal evaluation system and leadership * Employee Selection ¢ Move low sessions Mgr™ (PCM)
excellence could to hardwire competencies * Pre and Post Phone performers up « Pillar goals
be hardwired™ objective necessary to Calls or out (Principles 1 & 2)
to bring about accountability attain desired . Key Words at Key (Principle 4)
positive and (Principle 7) results Times
sustainable (Principles 4 & 8) (Principles 3, 5,6 & 9)
results. survey of patients’ perception of hospital care that will likely

As a result, Quint formed Studer Group® (SG), a private,
for-profit, healthcare consulting firm devoted to coaching and
teaching evidence-based tools and tactics that organizations
use to create and sustain cultures of service and operational
excellence. Today, SG is nationally recognized as an industry
leader that accelerates the results of healthcare organizations
nationwide. Some examples of impact include:

* SG has partnered to provide coaching and Solutions to more
than 700 partners and 4 Baldrige healthcare recipients.

* SG delivers more than 450 annual speaking engagements,
reaching more than 100,000 participants.

* Over the past five years, SG has hosted an average of 17
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be tied to future hospital reimbursement. One goal of public
reporting is to increase transparency of the quality of hospital
care and create an incentive for hospitals to improve.

SG provides Education and Speaking services that represent
14% of total revenues. These services are delivered to
healthcare leaders through national Institutes and conferences
across the country. SG speakers are available for on-site
customized presentations to meet the needs of an organization.
Coaching and Education are enhanced with supportive tools
including publications (electronic and hardcopy) and software
that represent 15% of total revenues. SG provides publications
such as books and newsletters to disseminate IC, drive
outcomes and maximize human potential.



SG offers two key software Solutions. The innovative Leader
Evaluation Manager™(LEM) software is used to automate the
first component of EBL—SG’s proprietary Leader Evaluation
Process (LEP). LEM is the core alignment tool for partners.
Patient Call Manager™ (PCM), SG’s newest Solution, is used to
create process efficiencies via the automation of key functions
and aggregates reports, giving leaders information that is key

to process management. Discharge Call Manger™ (DCM), a
software tool to automate the discharge phone call process, was
first introduced in 2006 and is being retired in 2010.

SG uses the innovative SG Healthcare Flywheel® (FP.1-2) to
depict the powerful momentum for improvement created when
employees and physicians believe that the implementation of
proven tactics fulfills their passion for work that has purpose, is
worthwhile, and makes a difference. This “pull” to implement
prescriptive tactics leads to predictable improvement in key
results, which proves impact of the tactic and thereby recommits
the employees and physicians to hardwire use for sustained
results. This is similar to the momentum of a flywheel, and
aptly describes how we accelerate and sustain improvement.

P.1a(2) Purpose, worthwhile work and making a difference
comprise the center of the SG Healthcare Flywheel and is the
cornerstone of SG’s culture. SG seeks employees who share
these beliefs, manifested in the Mission, Vision and Values
(MVYV) (FP.1-3) and form a culture with the following primary
characteristics:

* Passion-Driven: SG employees are energetic and passionate
about making a difference.

* Values-Centered: Values are used to select employees,
and are reinforced through leader role modeling and
communication.

* Outcomes-Focused: SG employees are focused on achieving
partner results and consistently seek to improve performance
and “raise the bar.” SG has a “no excuses” culture.

 Transparent: Employees are regularly informed about SG
strategy, finances, operations and progress using multiple
methods. SG has a “no-secrets” culture.

SG’s core competency is hardwiring EBL internally and with
partners. EBL begets a culture of accountability, which creates
accelerated Pillar results in the short-term and hardwires the
organization for long-term, sustained success. EBL describes
the foundational leadership system we use to achieve our
mission and vision, and is comprised of three components:

* Aligning Goals — Creating cultures of accountability through
the implementation of an objective evaluation system designed

Figure P.1-2: The SG Healthcare Flywheel®

Prescriptive
To Do’s

Bottom Line Results
(Transparency and
Accountability)

Purpose,
worthwhile work
and making a
difference

Self-motivation

to achieve results within a balanced Pillar framework and
supported by leadership training.

* Aligning Behaviors — Creating momentum for transformative
change by inspiring, motivating and engaging leaders based
on the SG Healthcare Flywheel to implement evidence-based
tactics and address performance gaps.

« Aligning Processes — Sustaining the consistent execution
of EBL prescriptives over time through continuous cycles
of learning and improvement and uses accelerants such as
automated software Solutions.

SG internally deploys its MVV and strategy through a balanced
framework that is widely known and used in hospitals—the 6
Pillars of Excellence (6 Pillars). The 6 Pillars are also used to
express SG’s strategic objectives, key operational result areas
and are used for communication and goal setting. SG’s Pillars
are People, Service, Quality, Growth, Finance and Community.

P.1a(3) SG employs a diverse group of 119 professional and
admin employees in a non-union environment. SG has two
key segments - coaches and admin employees. The Coaching,
Education and Speaking divisions include highly skilled

and experienced healthcare professionals, the majority of
whom held prior healthcare leadership positions, and have a
demonstrated ability to drive results. Coaches and speakers
are geographically dispersed throughout the country. They
work virtually from home offices and conduct site visits to
partner hospitals. The workforce profile, including workforce
segments, gender, education levels and diversity, is shown in
(FP.1-4). SG identifies eight factors that engage employees
across all segments of the workforce. Factors that motivate and
engage the workforce include:

* Understanding how work has purpose, how they do
worthwhile work and make a difference

* Tools and equipment to perform work

* Creating positive relationships with supervisors and
committed co-workers

* Rewarding, recognizing and appreciating success

* Providing opportunities for development

* Promoting active participation and input in decision making

* Providing timely, transparent information and communication
» Work-life-blend

SG is highly attuned to the needs and desires of its workforce,
including but not limited to competitive compensation and
benefits, and professional development. Key benefits include
medical and dental insurance, paid time-off, 401K, employee
assistance and incentive compensation. Benefits are detailed
in (F5.2-2). Health and safety requirements include normal
considerations of workforce safety and security as well as
emergency preparedness. Coaches require knowledge of travel
safety and security as they commute to partner locations by air
and ground travel.

P.1a(4) SG maintains a corporate office in Gulf Breeze, FL,
where over 98% of admin employees work. There is also a
satellite office in Dallas, TX, which is home to the President
and two employees. Coaches have home offices and travel,
often weekly, to partner locations. SG uses technology such as

Studer GroupY



Figure P.1-3: SG Mission, Vision and Values

Studer Group Mission

To make healthcare a better place for employees to work, physicians to
practice medicine and patients to receive care. (We define mission success
based on how our customers are evaluated by their customers — the ultimate
measure of a healthcare organization is its patients’perception of their

care. This high bar inextricably aligns us with the long-term success of our
partners.)

Studer Group Vision

To be the intellectual resource for healthcare professionals, combining
passion with prescriptive actions and tools, to drive outcomes and maximize
the human potential within each organization and healthcare as a whole.

Studer Group Core Values

e Teamwork: Respectfully caring for each other and those we serve
* Respect: Humility in our successes and grace in our challenges
* Integrity: Honesty and integrity in all our interactions

* Generosity: Being thankful for and sharing our opportunities and
blessings

¢ Learning: Passionately pursuing making a difference in healthcare by
being a lifelong learner

* Measurable Achievement: Achieving partner and Studer Group
outcomes using evidence-based practices, innovative technologies and
other improvement methodologies

Standards of Behavior

* Commitment to Co-Workers * Professional/Personal
« Personal Conduct/Attitude Development

* Appearance * Sense of Ownership

« Communication * Commitment to Partners

» Mentoring » Commitment to Community

* Managing Up

cell phones, PDA’s and email to stay connected. All employees
have computers and coaches have PDA’s and/or cell phones

to provide timely access and connectivity. The SG website is
content-rich for employees, partners and customers. The SG
Portal is a key workforce communication tool given that 52%
of SG employees are virtual. SG maintains servers at its FL
location, while the public-access website and SG Solutions are
housed at an external hosting company in Dallas, TX.

P.1a(5) As a Florida LLC consulting company, SG has
regulatory requirements that include occupancy licenses,
EEOC, OSHA ADA, HIPAA, the

Accreditation Council for Continuing

Medical Education (CME), the IRS,

Figure P.1-4: SG Workforce Profile

SG Staff Profile

Segments Admin staff 55%, coaches 45 %

Gender Female 77% , male 23%

Education Bachelor’s degree 41.2%, Graduate degree 39.5%,
Associate degree 9.3%, High school 9%

Ethnicity Caucasian 91%, African-American 7%, Other 2%

Employment | Virtual staff 52%, 87% full-time, 13% part-time,

Status 24 sub contractors

Exempt 73% non-exempt 27%

(see Organizational Chart). Together, the President and Senior
Leadership Group (SLG) have management responsibility

for SG. Additionally, the Strategic Planning Group (SPG) is a
formalized structure through which owners get input to short-
and long-term SG strategic planning.

P.1b(2) SG’s key customer groups are shown in (FP.1-5). SG
describes partners as those healthcare organizations who have
an active agreement (contract) for coaching. The key clients at
partner organizations are the CEO and SLG which include the
CNO, CFO, COO and Initiative Champion. SG has evidence

to support that an organization will have difficulty achieving
and sustaining improvements without the strong commitment of
its senior leaders. In fact, SG only partners with organizations
in which senior leaders are committed to the engagement
through active participation in leadership development

and accountability systems. To reinforce the intent, and in
alignment with SG’s integrity and desire to exceed expectations,
SG provides a money-back guarantee in all contracts that the
partnership will produce results. SG serves its customers
through delivery methods other than coaching. Customers

are those who attend education events, schedule speakers
and/or purchase Solutions or publications. Additionally, SG

has two key market segments—hospitals with over 100 beds
(which represent 94% of SG coaching revenue) and small,

rural hospitals with under 100 beds that represent 4% of SG
coaching revenue. SG refers to larger hospitals as EBL partners
and smaller hospitals as rural partners. EBL and rural segments
account for 60% of coaching revenue; 22% from renewals; 16%
from new business and 2% from ED coaching.

Figure P.1-5: SG Key Customer Groups and Requirements

copyright laws and TSA requirements for Product Customer Group | Requirements Results
travelers. Coaching Partners — CEO’s and « Effective tactics that drive patient *7.1-1-14
) . . . key senior leaders satisfaction results *7.2-4
Organ izational Relatlonshlps * Coach who provides value and is aligned
P.1b(1) SG is private company with no board with priorities
of governors. SG is owned by two partners Educat Cust hat attend Leaming obiecti 11518
. . . t °7.1-15 -
_ the CEO’ Qulnt Studer, and the Premdent, ucation ustomers that attent carning oojectives me
o . . events * Value *7.2-8
BG Porter — majority and minority owners of
the company, respectively. A commitment Speaking Customers who book * On time materials and quality *7.1-19
agreement between the owners describes speaking engagements * Courtesy and responsiveness when booking| ¢ 7.2 - 9
the working relationship. The CEO is a
thought leader, harvesting IC and S?ng Solutions Customers and partners | * Applied Learning and quality of training | * 7.1-20 -21
as an author and speaker. The President who use software « Value of Solutions «72-10
reports to the CEO. His direct reports
include senior leaders with clearly defined
Publications Customers and partners | * Access to IC and quality of training *7.3-15

roles in a divisional, centralized structure
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P.1b(3) SG has two types of suppliers. Strategic suppliers
(called partners in the eligibility form) provide key services

in the areas of strategy facilitation, public relations and
software support and development of Information Technology
(IT). SG uses an outside facilitator to help implement the
innovative Rapid Enterprise Development™ (RED) planning
methodology that helps firms respond more quickly to changes
in the marketplace and build alignment and commitment at all
levels. Suppliers provide non-strategic, commodity, support
services, examples include: financial and legal service, products,
supplies, and publishing suppliers. Technology suppliers assist
SG in website development and IT hardware maintenance

and storage. SG contracts with several key hotel suppliers to
host events and conferences. Requirements include quality,

cost and service including timeliness and responsiveness. SG
communicates with suppliers directly in meetings, via email, by
telephone and through contractual relationships.

Organizational Situation

Competitive Environment

P.2a(1) SG has helped over 700 healthcare organizations
achieve and sustain service and operational outcomes through
EBL using a breadth of products and services. This represents
approximately 10% of total US healthcare organizations.
Additionally, hundreds of organizations and thousands of
individual leaders have been impacted by SG’s education,
speaking and publishing resources. SG partners are located
across the country with the majority located in the southeast
and along the east coast. SG’s reputation in healthcare has

been enhanced with the publication of Quint Studer’s first
book, Hardwiring Excellence, a widely distributed industry
bestseller now used as a text in several healthcare administration
programs. SG is recognized for contributing to excellence
through the development and often times free dissemination of
IC and best practices, as well as through the hardwiring of EBL
tactics.

SG competes in a fragmented market comprised of consulting
firms and organizations that choose to “do it yourself” with
internal staff. SG has no single competitor that has comparable
offerings. SG is the largest and most respected company that
healthcare leaders look to for assistance in improving their
ultimate outcome measures of patient satisfaction. In the
current economic crises, competition is fierce as hospitals are
scrutinizing how to spend their limited budget dollars.

SG works with leading healthcare organizations, as reflected in
the number of MBNQA recipients who are SG partners as well
as the number that use SG tactics. SG’s reputation for success
encourages organizations to collaborate with SG and result in
innovative research, development of IC and creation of products
and services that enable partners to achieve their requirements.

P.2a(2) The principal factors that determine the success of

SG are shown in (FP.2-1). It is crucial for SG to continue to
provide EBL tools and tactics to our partner organizations in
order to drive results. To fulfill its mission, SG must create
and sustain relationships and engage customers and partners in
order to differentiate SG from competitors and to maintain the
positive reputation it enjoys today. The competitive situation,
increasing consumer demands, and changing payer policies

Figure P.2-1: Principal Success Factors

Principal Success Factors

PSF1 | Ability to drive results through EBL
PSF2 | Attract new coaching partnerships and retain relationships

PSF3 | Insightful understanding of leadership challenges used to identify
and innovate intellectual tools and tactics

PSF4 | Flexible business model that allows agility for an efficiently run
business

PSF5 | Experience and expertise of coaches

are requiring healthcare organizations to discover and rapidly
incorporate more effective methods for providing service and
operational excellence into their organizations. SG’s robust
Strategic Planning Process (SPP) includes early identification
of external trends that impact our partners and customers, and
helps SG to be agile in creating innovative solutions to address
changing industry needs.

Changes in the competitive environment include the current
economic crisis that began in 2008 and continues today. Many
hospitals across the country are significantly impacted by
declining volume and reimbursements, and are challenged to
balance the needs of their stakeholders. The trend toward pay-
for-performance and public reporting of clinical outcomes and
patient perception of care data is creating a sense of urgency
with healthcare leaders to improve results.

P.2a(3) SG compares its performance using a variety of data
sources. Key sources include: Sperduto & Associates, employee
satisfaction and engagement; Hay Group, salaries and benefits
analysis; Association of Management Consulting Firms
(AMCEF), an international association of management consulting
firms; previous Baldrige recipients, and the MBNQA Quest for
Excellence Conference.

Information on competitors is obtained through two-way
conversations with partners and employees, publicly available
information and published financial reports of public
companies. Other sources of comparative data come from
patient satisfaction survey vendors used by SG partners.

Strategic Context
P.2b The key business, human resource, operational and

sustainability strategic advantages and challenges are shown in
(FP.2-2) (FP.2-3).

Performance Improvement System

P.2¢ The Baldrige Criteria for Performance Excellence are used
as SG’s roadmap and framework for performance improvement.
Through our systematic use and integration of the Baldrige
Criteria, four feedback reports and two national site visits, SG
has accelerated achievement of our MVV and those of our
partners, as evidenced by our performance across Pillars
(F7.6-1). It is this focus on performance improvement that
drives our culture, relevance and sustainability. Feedback
reports from the state and national level are used to prioritize
improvements. A focus on evaluation, learning and innovation
is embedded in the SG culture using processes in the SG
Performance Improvement System (PI System) (FP.2-4). SG
uses a Performance Dashboard to review progress and
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Figure P.2-2: Key Strategic Advantages

Key Strategic Advantages

Business Advantages
SA1l Relationships — Core group of SG loyalists and practitioners with
proven (evidence-based) results

SA2 SG Intellectual Capital

Human Resource Advantages
SA3 People — Depth of talent who share SG’s values with a solid core
of passion, knowledge, and entrepreneurial enthusiasm

SA4 People — Education and experience of coaches— the majority of
whom held healthcare leadership positions prior to SG

Operational Advantages

SAS C-Suite Perspective — Insightful understanding of hospital senior
leadership challenges

SA6 SG Culture — Culture of action, alignment and accountability
enables employees to be successful and achieve human potential

SA7 SG Operational Flywheel

Sustainability Advantages
SA8 Name and Reputation — The SG name, reputation and track
record for success is recognized in the healthcare industry

SA9 Proven Outcomes — Demonstrated by the improvement in
organization results

determine opportunities for improvement (OFI). Key
organizational and department level process measures are
systematically reviewed at cross-departmental, division and
department meetings. As a result of Baldrige feedback, SG
developed process maps, referred to as a 5x5, to standardize
process steps, customer and internal process requirements and
key performance measures. Standardized information and tools
can be accessed on-site or remotely from the SG Portal by all
SG employees. The portal serves as SG’s centralized repository
for best practices, organizational knowledge and standardized
resources.

Figure P.2-3: Key Strategic Challenges

Key Strategic Challenges

Business Challenges
SC1 Competition — Increased competition in industry competing for
healthcare dollars

SC2 Shrinking Dollar Supply — Decline in healthcare reimbursement
resulting in shrinking dollars available to hospitals

Human Resource Challenges

SC3 People — Retaining talent and skill set of coaches and delivering
high quality/and consistency

Operational Challenges

SC4 Measurement — Aggregating and comparing partner results given

the diverse number of approaches and vendors that partners use

SC5 Data systems — Aggregating customer and market
knowledge

SCé6 Flexing — Supporting infrastructure to maintain high quality and
meet growth and contraction of business

Sustainability Challenges

SC7 Retention — Partnering to sustain relationships at various stages
of their journey
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Figure P.2-4: SG Performance Improvement System

‘ Performance Improvement, Innovation and Learning ‘

6 Month EBL assessments | Bi-annual fact-based review of EBL system

Operational Reviews Understand EBL variation

Senior Leader Group SG Performance Dashboard

Interdepartment surveys Indentify opportunities to learn, improve

(IDS) and Employee Attitude | and innovate

Surveys (EAS)

Division and Department Cross-departmental meetings review of 5x5

process reviews and process results

Baldrige criteria Organizational improvement and learning

Feedback reports, from high performing organizations

Baldrige recipients

Performance reviews Systematic review of key processes
(F4.1-1)

CDI/admin /PRC training Quarterly training

Strategic Planning Group 3 Questions Exercise
Identify product and service improvements
and innovations

SG Innovation Model

PI Model Process improvement and innovation

SG Portal Find Knowledge feature

SG TEAMS Diversity of thought and innovative
approaches

Bright Ideas Employee submission through Idea
Express™

SG’s results and those of our partners have stood the test

of time, largely due to the strength of EBL and PI System.

We respond to and proactively address the vagaries of the
marketplace by continually refining our approaches so that our
focus remains committed to our long-term view—accelerating
and sustaining organizational results.



1. Leadership

Senior Leadership

Vision, Values and Mission
1.1a(1) Studer Group® (SG) leaders are
passionate about purpose, worthwhile
work and making a difference — within
SG, with partner organizations and
throughout the entire healthcare industry

Training Sessions

by hardwiring®™ Evicence Based Weekdy Whats Goin On
. . “Debbie Connected”

Leadership’™ (EBL), its core competency, :

to accelerate results. Senior leaders focus | >0 DAy Update

this passion into the company’s Mission, ittt B aidizes

Vision and Values (MVV) - to make Institutes and Speaking

healthcare better. SG’s Evidence-Based
Leadership System (EBL SYSTEM)
(F1.1-1) is used by the SLG to create
alignment, action and accountability in
order to fulfill the mission. EBL has been

Expectations Meetings

Pillar Awards

) : ) of Behavior
modlﬁe'd for internal useasa leadership Strategy Meetings
system in order to practice what we teach. :

Studerville Updates
SG leaders help to create a high bar Website

for healthcare leaders and enable
partners to outperform and exceed the
rate of improvement as compared to
organizations who do not partner with
SG (F7.1). SG has become proficient
in Coaching and Educating healthcare
leaders to engage the passion of their
employees using the SG Healthcare Flywheel® (F.P1-2), to
apply prescriptive tactics and achieve results. And, as indicated
throughout this application, including Category 7, SG has
become proficient in managing a consulting practice.

Business Development
SG Portal

Supplier Contracts
Partner Awards

*New in 2009

SG’s MVV were originally set when the company was

formed and are reviewed annually as part of the Strategic
Planning Process (SPP). In 2007, the SLG added “measurable
achievement” to the Values to reflect SG’s commitment

to achieving results and fact-based decisions. The SLG

sets direction and creates clear and visible values and high
expectations that guide SG’s activities and decisions. They
deploy the MVV to partners, customers, employees and
suppliers through the mechanisms in (F1.1-2). For example,
the SG Healthcare Flywheel and the mission are included in
internal and external presentations. SG’s MVV is deployed to
partners through recognition processes such as “Fire Starter of

Figure 1.1-1: Studer Group® Evidence-Based Leadership®™ System (EBL System)

1a. Objective 1b. Leader
Evaluation System Development

Aligned Goals Aligned Behavior
* Set and deploy MVV « Selecting and Retaining Talent
» Standards of Behavior/Code of Conduct — Select Talent
* SG Values — Traing and Develop
» Strategic and operation pillar goals — Manage Performance
* Leader Evaluation Process — Retain Talent
* Goal Cascade * AIDET and Key Words

» Communication and transparency
* Incentive and Success Sharing
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SLG Deployment of MVV

Interviews and Orientation

Reward and Recognition

Code of Conduct/Standards

the Month” awards and annual “Hall of
Fame” awards for making a difference
in healthcare. Inspirational stories

are emailed daily to leaders across the
country. SG employees are recognized
with “Pillar” Awards for exemplary
performance and making a difference.

Figure 1.1-2: Mechanisms to Deploy MVV

)
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MVYV are deployed to key suppliers
during one-on-one meetings, via email
and telephone, at strategic planning
sessions and in contracts. A copy of

0 the Standards of Behavior/Code of
Conduct is provided to and discussed
with key suppliers. Actions are monitored
by audits, feedback, surveys, and two-way
communications.

. The Standards of Behavior (FP.1-3)
are used to select and retain employees
who share SG’s Values. Senior leaders
. strongly believe that the most influential
factor for the success of high-performing
organizations is the commitment of
executive and senior leadership. At SG,
senior leaders role model this belief
through words and actions. They live the
. MVYV by: 1) modeling the Standards

of Behavior/Code of Conduct; 2)

demonstrating honesty and Integrity
in all interactions; 3) complete transparency of financial and
operational information; and 4) commitment to volunteerism
and Generosity, and community involvement. Over the years,
leaders lived the value of Integrity and risked substantial loss
of revenue by forefiting potential agreements with those who
require non-compete clauses; SG is committed to making
healthcare better everywhere.

SG’s internal EBL SYSTEM is reviewed every six months
using the 6 Month EBL Assessment tool. The review includes
a formal assessment conducted by the SLG and a facilitator

to identify gaps and opportunities to improve (OFI). They use
a quantitative tool to rate SG tactics to ensure they are well
defined, deployed, hardwired™ and improved. Based on the
most recent review, the internal practice of Rounding (EBL
tactic) was modified to reflect differing needs of coaches and
admin. In early 2009, the process was formalized and scores
were tracked
and trended to
determine leader
effectiveness.

1.1a(2) SG was
founded on the

3a. 3b.
Standardization Accelerators

Aligned Process
« 6 Pillars of Excellence

« Ideas Management belief of CEO

* Leader Evaluation Manager and SG Quint Studer
Performance Dashboard that the potential

+ SG Portal goodness of

* SGTEAMS people needs

 PI Process to be nurtured

¢ Learn and Improve — 6 month EBL

to their greatest
Assessment



human and social purpose. This is the underlying belief and
enabler of the impact SG seeks to contribute, and it forms the
ethical philosophy of both Quint Studer and President BG
Porter that permeates the entire company. Integrity is a core
value at SG, and senior leaders require Integrity, including
legal and ethical behavior, from themselves and from every
employee. Senior leaders promote an ethical environment
through the deployment of defined Standards of Behavior/
Code of Conduct as well as other policies, such as appropriate
use of the internet and submitting expenses for reimbursement.
There is zero tolerance for unethical behavior. In 2008, the
Code of Conduct was expanded to include additional business
ethics standards. Employees are required to live the standards.
SG leaders review the standards annually and all employees
recommit to living them by re-signing on an annual basis.

Senior leaders conduct an annual Employee Attitude Survey
(EAS) to determine employee perception of ethical behavior
and their opinion regarding the ethical conduct of SG leaders
(F7.6-4). Additionally, SG leaders use a tactic called Rounding
for Outcomes which formalizes the process of employee
listening. Rounding is one of the six Must Haves® tactics that
SG uses internally and teaches in organizations across the
country. During Rounding, division and department leaders give
employees the opportunity to share ethical issues and concerns.

The SG culture is one of transparency where employees have
access to all information, including full financial reports,
strategic plans, access to view each other’s LEM goals, and
opportunities to provide feedback on policies and processes.

Senior leaders schedule internal and external audits on
financials, 401K, personnel and human resource processes,
expense reports and payroll processes. Contracts with key
suppliers are reviewed by outside firms to ensure compliance.

1.1a(3) SG’s ability to remain competitive and sustain

role model performance is dependent upon the consistent
deployment of its intellectual capital (IC), which is at the center
of the SG Operational Flywheel (F1.1-3). IC represents the
cumulative intellectual resources that are a significant asset

and competitive
advantage. The most
important thing that
SG senior leaders do
to create a sustainable
organization is to
relentlessly pursue
SG’s mission by
aligning goals,
behaviors and
processes embedded
in the EBL SYSTEM
to hardwire tactics
and achieve results.
Despite an economic
recession in 2009, SG continues to create impact and make a
difference for customers and partners. The SG Operational
Flywheel is also used to sustain performance by aligning

the efforts of SG operations, in concert with partners and in
alignment with the external industry. SG uses its IC to create

Figure 1.1-3: The SG Operational Flywheel

Intellectual

Capital

innovative external partnerships to expand impact and reach a
wider audience.

SG leaders create cultures of high performance and innovation
through the adoption of the Baldrige Criteria and other
systematic processes, such as the SPP, SG’s three-year Rapid
Enterprise Development™ (RED), and the SG Innovation
Model (F3.1-1). The three-year SPP serves as a roadmap for
sustaining long-term success, and provides SG with an agile,
forward thinking model to realize desired outcomes. The
planning process supports sustainability with clear strategic
and organizational goals and action plans. The 90-Day Strategy
Meetings facilitate dialogue which leaders use to plan for
changes, leverage strengths, and identify opportunities for
improvement and innovation.

The Leader Evaluation Process, [5.1a(3)], the SG Goal
Cascade (F2.2-1) and systematic performance reviews are used
to create an environment for accountability and performance
improvement. Leaders use the SG Performance Dashboard
to review progress on strategy and operations and take actions
prior to unfavorable trends.

Leaders create an environment for organizational learning

by implementing EBL tactics in the Selecting and Retaining
Talent System (F5.1-2) to ensure that training and development
is systematic. Senior leaders commit resources and dollars for
training. Formal training includes the Coach Development
Institute (CDI) and quarterly training for leaders and admin.
Learning opportunities are focused on providing individual
and department development. Account leaders and supervisors
receive additional training focused on leadership skills.

SG senior leaders are an integral part of leader training. The
president and the CEO approve curriculum and training agendas
to ensure alignment to strategy. Following learning sessions,
senior leaders implement tactics, such as linkage assignments,
to ensure that new skills and behaviors are applied (F7.4-9). In
2009, recognizing that employees have differing learning needs,
SG leaders transitioned to a professional development model
that empowered coaches to define development needs and to
identify the internal and external resources to assist them in
personal development. In 2010, SG compiled an inventory of
the specialized skills and expertise of all coaches and made the
information available on the SG portal as an internal resource.

Senior leaders develop and enhance their personal leadership
skills through supervisory training, by developing curriculum,
leading training sessions, by writing articles for publications
and by attending national Institutes and conferences. Senior
leaders actively participate in succession planning in several
ways. There is a defined succession plan for key senior leaders
and developmental plans for named successors. Senior leaders
establish policies and practices regarding internal promotions
by first considering qualified employees. Coaches with
demonstrated expertise are given the opportunity to present
nationally and to be part of the Speakers’ Bureau. For example,
several coaches were developed as national presenters based
on their ability. As of 2009, only 13% of speaking engagements
were handled by the CEO as compared to 100% in 2000. This
is reflective of SG’s commitment to the development of future
leaders. Additionally, senior leaders target coaches with subject
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matter expertise and encourage and promote them as authors
for articles, books and publications. Over 25 coaches wrote
chapters in SG’s newest publication—"“The Nurse Leader
Handbook.”

SG senior leaders select a diverse group of employees to serve
on the SPG. Membership is a developmental opportunity for
individuals across the organization, as well as an effective
approach to utilize the diverse experience and expertise of SG
employees in the SPP.

Communication and Organizational Performance
1.1b(1) Key to SG employee engagement is passion,
worthwhile work and making a difference—the hub of the

SG Healthcare Flywheel (FP.1-2). Senior leaders use
Communication and Engagement Methods (F1.1-4) to inform
and engage the workforce. With a large number of virtual
employees, email is utilized routinely. Employees receive
“Studerville Updates” for communication on organizational
performance. “Weekly What’s Goin On” (WWGO) is sent by
email by the coaching division leader to keep virtual coaches
apprised of important information. Information can be accessed
remotely 24/7 from the SG portal and since 2009, pretaped
videos are used to keep employees up-to-date on the impact of
the economy and changes in the external environment.

Admin employees participate in two-way communication such
as department meetings and “Debbie Connected.” Also in 2009,
many virtual employees began using a web camera for training
sessions and meetings.

The Must Haves tactics are used to engage, empower and retain
high-performing staff. Division and department leaders use
hardwired processes such as Behavioral Based Interviewing,
Peer Interviewing and 30/90 Day Meetings to involve and
engage employees. Employees actively participate in the
selection of all new employees through a process called Peer
Interviewing. Peer interviewers receive training and make
recommendations on whether or not to proceed with an offer
based on their determination of a cultural fit.

New employees have scheduled 30/90 Day Meetings with their
division or department leader. This hardwired communication
fosters a positive work relationship and open dialogue between
supervisor and employee. The
employee is afforded the opportunity
to Manage Up other employees
(positioning them positively),
contributing to a culture where
employees actively look for what’s
working well and model behavior.

Studerville Updates
Senior Leader Meetings
Coach Quality Council

Rounding for Outcomes is a CDIs and admin training

tactic used to facilitate two-way
communication between supervisor
and employee. During Rounding,
either in person or over the telephone,
the leaders begin by asking “what is
working well?” This gives leaders the
opportunity to “harvest” recognition
and to recognize other employees.
Needs for tools and equipment are

Strategic Planning Group

Daily Update
Debbie “Connected”
“What’s Goin” On?”’
Industry Updates
Web Videos

* 2-way communication
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Figure 1.1-4: Key Communication &
Engagement Methods

‘ Mechanisms Frequency

also discussed. The leader takes appropriate action and then
informs the employee about the result or why action cannot be
taken. Progress on employee feedback is communicated using
a Stoplight Report that signals the implementation status of
employee feedback.

SG leaders develop and implement formal processes for
reward and recognition, including handwritten Thank You
Notes sent to employee homes, which is another Must Haves
tactic used for recognition. Notes are given to align behaviors
to goals and values, to reinforce desired results and to show
appreciation for work. Leaders also distribute annual Flame
Awards and quarterly Pillar Awards to recognize significant
employee contributions. To recognize individual contributions,
all employees, whether office-based or virtual, can participate
in SG’s innovative online program called “Tokens of
Appreciation.” Additional methods of reward and recognition
are described in Category 5.1.

Communication methods are reviewed in three ways.

Senior leaders use qualitative and quantitative information

from the annual £A4S to determine the effectiveness of Key
Communication and Engagement Methods. Additionally, results
of Rounding and Interdepartmental Surveys (IDS) are used

to clarify employee preferences and feedback. Based on IDS
results in 2010, leaders increased efforts to reduce the number
of emails and modified the policy for rental cars.

The Must Haves tactics and communication methods are
reviewed during the 6 Month EBL Assessment conducted
by senior leaders. During the last review for example, it was
determined that Rounding frequency for coaches will be
scheduled quarterly to free up time on coach and speaker
calendars to improve work-life-blend.

1.1b(2) In order to create a focus on action and accomplish
organizational objectives, leaders use systematic processes
embedded in the EBL SYSTEM such as the 6 Pillars, the SG
Goal Cascade (F2.2-1) and the SG Performance Dashboard
(F1.1-5). The Pillar framework is used to create balance and
alignment in the goal setting process. By setting goals in each
area of strategic importance, SG creates value for partners,
customers and employees. For example, goals in the Service
Pillar are used to create focus on delivering
value to partners and customers and to
determine the effectiveness of EBL in
order to achieve mission and vision.

Monthly Growth Pillar goals are set to expand
Monthly* SG impact and achieve success and
Mont