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BACKGROUND
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2016 
Structure
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Focus

2018
Alignment

MD 
Communication

RN 
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Food

Environment

Performance 

Capacity

Priority

• Created CEX dept.

• Adopted ICARE

• Align with dept. level 

improvement work

• Improvement driven 

by first and lasting 

impressions



2017 LESSONS LEARNED

1. Focus must be aligned with patient 

experience performance and operational 

priorities.

2. Departmental level engagement is required 

for sustained improvements.
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2018 STRATEGIES 
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The ZSFG Way
Advancing Equi ty

Improving Value and Pat ient  
Outcomes

Ensur ing F low and Access

Opt imiz ing Care  Exper ience

Financia l  Stewardship

Building for the 
Future

Implementing an 
enterprise-wide 
Electronic Health 
Record

Advanc ing  Equ i t y

Improv i ng  Va lue  and  Pa t i en t  
Ou t comes

Ensur i ng  F l ow  and  Access

Op t im i z i ng  Care  Exper i ence

Opt im i z i ng  Work fo rce  Care  &  
Deve lopmen t

The  ZSFG Way

Bu i l d i ng  f o r  t he  Fu tu re

Imp lemen t ing  an  en te rp r i se -w ide  
E lec t ron i c  Hea l t h  Reco rd
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PROBLEM STATEMENT
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Performance & Priority Alignment 
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44.9

61.9

51.9

50.9% 50.5%

52.7%

53.0%

2016 Avg 2017 Avg 2018 Avg YTD

Care Transitions
HCAHPS Composite

Target (90th Percentile)

Staff took preferences

into account

Understand purpose 

of medications

Understood mgmt.

of health 

CARE TRANSITIONS

PATIENT FLOW 30 DAY READMISSIONS PRIME METRIC STAR RATING



Engagement via ICARE Bundle
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PEX Metric 

1. Patient experience (PEX) watch or driver metric.

PEX watch metric in Med/Surg = Care Transitions 

Key Behavior

2. Implementation of ICARE Key Behavior

Introducing real-time patient experience survey in 

Med/Surg

Status Sheet

3. Incorporation of ICARE status sheet question

How are you following ICARE in your area?



TARGET AND GOALS

TARGET GOAL

By 6/30/2019, increase the # of 

departments at 100% ICARE 

bundle compliance from 0 to:

12 by           

Dec 2018

30 by            

June 2019

By 6/30/2019, increase % positive 

responses for HCAHPS 

“Likelihood to Recommend” from 

78% to: 

80% by  

June 2019

80% by  

June 2019
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COUNTERMEASURES
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No. Countermeasure Date Status

1 Partner with Care Transitions 

Committee in leading PDSA to 

improve HCAHPS “Care 

Transition” composite

7/30/18 In process

2 Update real-time survey questions 8/30/18 Complete

3 Meet with remaining departments 

to identify Patient Experience 

watch or driver metrics

9/30/18 In Process



2018 ACHIEVEMENTS
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• ICARE Bundle compliance target exceeded



2018 ACHIEVEMENTS

9/18/2018
Zuckerberg San Francisco General

Hospital and Trauma Center
13

• Leveraging daily management system has 

resulted in greater adherence to ICARE 

bundle.

100% 67%

100%

DMS Units Non DMS Units

ICARE Bundle Compliance
DMS LIve vs. Non DMS Live Units 

Cumulative Compliance Goal



2018 ACHIEVEMENTS
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• Measuring Care Transition in real-time 

The instructions on where to go or who to call if your 

condition worsens after leaving the hospital is clear?
42

How well do you understand why you are taking your 

medications?
77

Someone has spoken to you about your discharge 

date.
32

The education you have received to prepare for your 

discharge has been helpful.
50

Improvement Focus Real-time feedback volume Survey timing



2018 ACHIEVEMENTS
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NEXT STEPS

• Transition HCAHPS survey vendor.

• Establish patient experience survey strategy for 

Emergency Department.

• Evaluate Care Transition PDSA in Med/Surg

and determine spread.

• Deeper dive into downward trend of HCAHPS 

“Likelihood to Recommend.”
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