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ZSFG TRUE NORTH

PATIENT
COMMUNITY

VISION
To be the best hospital by
exceeding patient expectations
and advancing community
wellness in a patient centered,
healing environment.

MISSION

To provide quality healthcare and trauma services
with compassion and respect.

Trine North Goals

) Care Experience

THE ZSFG WAY

“How we align, improve, and enable”

Zuckerberg San Francisco General
Hospital and Trauma Center
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BACKGROUND

* Healthcare quality falls into multiple domains which span
effectiveness, efficiency, equity, patient centeredness,
safety, and timeliness

« ZSFG’s quality work has been fragmented and siloed

 Historically, quality improvement work and indicators
have focused on the inpatient setting

« COVID-19 pandemic turned ZSFG's efforts to operational
readiness with less of a focus on enhancing quality

Zuckerberg San Francisco Genera I
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CURRENT CONDITIONS

ED N DoCC
Ambulance : LLOC days
diversion rate s |

Specialty Care
TNAA (wait time for
a new patient
appointment)

Med-Surg/Critical Care
Bed turnaround time

Perioperative Area
OR block utilization

Zuckerberg San Francisco General Hospital and
Trauma Center
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CURRENT CONDITIONS

Operational Area (Metric) CY 2021 Target 2021
50.0% <40%
Emergency Department (ambulance diversion
rate)
76.0 < 60 minutes
Medical-Surgical/Critical Care (bed cleaning minutes ‘

request turnaround time)

839 days < 950 days
Department of Care Coordination (LLOC patient

days)

76% t >90%
Perioperative and Procedural Areas (surgical
services with OR block utilization > 80%)

75.6% >90%
Outpatient Specialty Care Clinics (clinics with
TNAA < 21 days for new patient appointments)

Zuckerberg San Francisco General
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ZSFG X MATRIX:
TYING OUR IMPROVEMENT WORK TOGETHER
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PROBLEM STATEMENT

While ZSFG remains engaged in battling the
COVID-19 pandemic it must continue its True
North goal of improving access, patient flow,
efficiency and quality care for our patients.

Yet, while significant improvements were
achieved in our ZSFG Quality KPls, our 2021
targets were not achieved, some operational
areas were not included in the improvement
work and it is unclear if this work would advance
our goal of reaching a higher CMS star rating.

Zuckerberg San Francisco General
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CMS Star Rating Measures

* Mortality /\

« Safety of care

53 quality

* Readmission measures

 Patient experience

* Timely and effective care

Zuckerberg San Francisco Genera
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Threading Together True North
Goals and Outcomes

Low Back Pain MRI prior to PT

 Patients who left ED without being seen

Patient Safety and Adverse events composite (PSI-90)

« 7-day standardized risk rate after Outpatient colonoscopy

Colon surgical site infection

Pneumonia Excess Days in Acute Care

* Time in ED after admit before arriving in patient room

Appropriate Care for Sepsis/Septic Shock

* Hospital Visits After Qutpatient Surger

4/20/2022

ED Visits for patients receiving outpatient chemotherapy

Zuckerberg San Francisco General

Hospital and Trauma Center 10



— I
Plan: What, where, how will you implement, and by whom and when?
Barrier/Cause Addressed Countermeasure(s) Owner Date/Status
ED and Med-Surg staffing Fill all ED nurse vacancies (current 19) and | Terry Dentoni 9/1/22
shortages obtain travel nurses and P103s to backfill large Ongoing
number of staff leaves
Standardizing patient Develop, monitor and communicate standard | Valerie Williams 9/1/22
room cleaning turnaround | work for patient bed turnaround process to EVS Ongoing
process staff
Frequent and prolonged Update and revise COVID-19 surge plans to | Lukejohn Day 6/1/22
clinic and perioperative minimize outpatient closures in future COVID- Ongoing
closures during COVID-19 19 surges
surges
Patient backlog for new Develop targeted clinic strategies to expand | Lukejohn Day 9/1/22
appointments access for new patient referrals (i.e., Ongoing
telemedicine, additional clinics, collaborating
with other healthcare systems)
Increase Med-Surg Obtain approval to open H58 permanently and | Terry Dentoni 9/1/22
capacity to help with hire into all positions to operationalize it Lukejohn Day Ongoing
patient flow Jennifer Boffi
4/20/2022 Zuckerberg San Francisco General 11
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NEXT STEPS

 Continue to meet with stakeholders to solicit
input on quality KPIs and refine and update
them as needed

* Align performance improvement work with
DPH and SFHN quality improvement work

 Participate and complete ZSFG Hoshin 2022

Zuckerberg San Francisco Genera
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QUESTIONS
COMMENTS
DISCUSSION

Zuckerberg San Francisco General
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