2011 Robert W.  Carey Application Shell

Items to consider when working with this Application Shell:

· This Application Shell is supported by a 2.5 – 3.5 day training class that provides instruction on the Performance Excellence Criteria, the process for developing an application, and assistance in developing flowcharts, data tables, results graphs, and narratives.
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Data tables and flowcharts outlined in this document should be viewed as key elements in developing an application and part of the initial efforts in collecting data and information to include in the application.  Charts and tables similar to these have been found in several Robert W.  Carey Award and Baldrige National Quality Award recipient applications.  As each organization is unique, your organization may likely have some different considerations for information to include in your tables and charts.  Frequently, process category criteria questions beginning with “What” can be effectively addressed through the use of a table.  
· The icon shown to the right is used throughout this document to indicate that the use of a flow diagram or other graphic / pictorial representation of a process may be helpful in order to present information concisely.  Figures and tables should be numbered consecutively within each criteria item, using the format shown in the shell, for example Figure 1.1-1, Figure 1.1-2, Figure 1.2-1, etc.
· The Organizational Profile is the most appropriate starting point for self-assessment and for writing an application.  As an assessment tool, it helps you identify potential gaps in key information and focus on key performance requirements and results.  As part of an application, it sets the context for the way your organization operates and is used by the examiners and judges to understand your organization and what you consider important.  It describes your organizational environment, key organizational relationships, and strategic situation – including your competitive environment, strategic challenges and advantages, and performance improvement system.  It also identifies your key products and services produced, key customer and other stakeholder groups / segments, and their key requirements and expectations.  
· Categories 1-6 define your organization’s processes.  The purpose of process items is to permit diagnosis of your organization’s most important processes—the ones that contribute most to organizational performance improvement and contribute to key outcomes or performance results.  Diagnosis and feedback depend heavily on the content and completeness of your item responses.  For this reason, it is important to respond to these items by providing your key process information.  
· Organizational results are presented in Category 7, which examines your organization’s performance and improvement in all key areas—health care and process outcomes, customer-focused outcomes, workforce focused outcomes, leadership and governance outcomes, and financial and market outcomes.  Performance levels are examined relative to those of competitors and other organizations with similar health care service offerings.  To demonstrate alignment and integration within the application, the items identified in the Organizational Profile as important, and which are described in the Process categories, should have performance shown in the Results category.  
· Core Competencies are a key concept in the Criteria.  Potential applicants should identify core competencies for their organization early in the process.  The term ‘core competencies’ refers to an organization’s areas of greatest expertise.  Core competencies are those strategically important capabilities that are central to fulfilling your mission or provide an advantage in your marketplace or service environment.  Core competencies frequently are challenging for competitors or suppliers and partners to imitate, and they may provide a sustainable competitive advantage.  (See Glossary of Key Terms)
· A well-defined strategic plan for the organization is crucial.  The plan should address strategic challenges and leverage strategic advantages and core competencies.  The strategic plan should drive organizational action plans, including those for human resources (both capability and capacity) and innovation.  Plans should address identified strengths, weaknesses, opportunities, and threats and result in organizational sustainability.
· The application should be an accurate description of the organization that leaders and staff know and understand.  Processes described in the application should be in place within the organization.  Where the organization uses a different term (such as “executive leadership team” rather than “senior leaders,” simply ensure that the correlation is clear to the examiners – either through definitions provided in the glossary or descriptions provided in the application text.
· Follow the application requirements process outlined in the 2011 Carey Application Book to apply to the award program.

Application contents:
· Cover page - blank white page (a blank cover page makes it easier for examiners to keep your application confidential) 

· Inside cover page – Title and name of organization

· Completed application form

· Table of contents
· Organizational Chart

· Glossary of Terms

· Profile (5 pages)

· Processes and Results (50 pages total)
General guidelines:  

Strive for average of one “figure” per page to break up text

Page and chart allocation (approximate – based on the points available for each item)

· Category 1 – 6 pages (=/- ½ page)
· Categories 2 through 6 – 5 pages (=/- ½ page)
· Item 7.1 – 5 pages, 25-30 charts

· Items 7.2 through 7.5 – 3 pages, 15-18 charts

Examiners are trained to look in the Organizational Profile and Process categories for “expected” results and then look in the Results category to see if they are presented.  Therefore, priority should be given to showing results for those areas identified as important/key in the Organizational Profile.  
Many application shell data tables contain a column denoted as “Figure,” or “Results Figure.”  When appropriate (e.g., space constricted in the application), you may identify a limited number of results measures that were NOT selected to be shown in the Results category.  These results will usually be further segments of key results otherwise presented, or those results that would require an inordinate amount of space to show in the application.  For these types of measures, insert an “*,” or use the acronym “AOS” and denote that those results are “available on site.”
Once the results items are determined and each results figure is assigned a reference number, indicate the result figure number (e.g., 7.x-y) within that column.  This accomplishes two important things:  

· Integration is demonstrated because the applicant is showing results for those areas previously identified as important 
· It becomes easy to identify where gaps exist between expected measures and those which are provided
Showing your results:
Examiners will be looking for:

· Levels – must show performance level reported on some sort of meaningful measurement scale.

· Trends – to show directions of results, rates of change, and the extent of deployment.  Must show at least three (3) data points for a trend – five (5) data points are preferable.  Although data points may be months or quarters, typically each data point represents a full year (either calendar or fiscal).  Additionally, it is recommended that the short-term and longer term (as identified in the strategic plan) projections of performance be included.
· Comparisons – to show how results compare with those of other, appropriately selected organizations.  Compare to the types of comparative data identified in the Organizational Profile and Item 4.1.
· Linkages / Integration – to show that all important results are included and segmented (e.g., by important patient or stakeholder, workforce, process, and health care service groups).  Link back to what you said was important (Organizational Profile & Process Item responses).  As appropriate, clarify the integration with a chart title that links directing back to the key requirement identified in the Organizational Profile, or label the linkage to process items.  Missing results are perceived to be a larger “opportunity for improvement” in organizational maturity and have a greater impact on scoring than showing results which are not performing or trending in the desired direction.
· Meaningful segmentation of results that are consistent – for example, if you said in the Organizational Profile and in Category 3 that you have five major customer segments, then customer satisfaction results should be shown for each of those segments in Item 7.2.
NOTE:

Although this shell includes the “overall” criteria verbiage and each of the “subheadings” as criteria topics, these are included for reference only.  It is recommended that criteria not be copied into the application.  Use the criteria reference numbers, and clearly address the criteria requirements within that section, or clearly reference another section of the application (by criteria reference numbers).  This will help to conserve space, while making the application “examiner friendly” through clearly indicating where information is located.

Blue italicized font text within the application shell is intended as guidance only, and not be included in the final application.

Organizational Profile
P.1 – Operating environment and key relationships with patients and stakeholders, suppliers and partners

P.1a(1) Service Offerings

	Main Service Offerings
	Relative Importance
	Delivery Mechanisms

	 
	 
	 

	 
	 
	 

	 
	 
	 

	 
	 
	 

	 
	 
	 

	 
	 
	 

	 
	 
	 

	Figure P.1-X Service Offerings


Relative importance may be determined based on % of total volume, contribution to margin, % of gross revenue, unique or specialty offerings, etc.  
P.1a(2) Vision and Mission

	Mission

	

	Vision

	

	Values

	

	Core Competencies

	

	Figure P.1-X Mission, Vision, and Values


Including MVV and core competencies in a table makes it easier for the examiner team to reference, and breaks up the text.
P.1a(3) Workforce Profile

	Groups
	Segment Percentages

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Figure P.1-X Employee Segmentation


Workforce groups and segments might be based on the type of employment or contract reporting relationship, location, tour of duty, work environment, family-friendly policies, or other factors.  Education levels, workforce and job diversity, organized bargaining units, benefits, and special health and safety requirements are specifically called out in the criteria questions.  Examples of these may include position type, tenure, full time / part time status, ethnicity, gender, age, etc.  The segmentation here is expected to carry through to the results items.  
	Segments
	Health & Safety Requirement
	Figure

	
	
	

	
	
	

	
	
	

	Figure P.1-X  Special Health & Safety Requirements


NOTE:  Key elements that engage the workforce in accomplishing your mission and vision may be common amongst the workforce and thereby more concisely presented in the paragraphical text.  These elements should reflect the processes described in Items 5.2a & b.  and the results presented in 7.3.
P.1a(4) Assets
Major facilities, technologies, and equipment may be noted in a table format, or listed in the text – they should align with the main service offerings identified previously.
P.1a(5) Regulatory Requirements
	Agency
	Process
	Measure
	Goal
	Figure

	General Regulatory Agencies / Information

	 
	 
	 
	 
	 

	Occupational Health & Safety Regulations

	 
	 
	 
	 
	 

	Accreditation & Licensure Requirements

	 
	 
	 
	 
	 

	Financial & Environmental Regulations

	 
	 
	 
	 
	 

	Health Care Service Delivery Regulations

	
	
	
	
	

	Figure P.1-X Regulatory Environment


Results associated with these regulatory requirements should be presented in 7.4a(3)
P.1b(1) Organizational Structure
Reference the organizational chart, as appropriate.  This section may be used to describe the VISN structure, which services / processes are provided from a “higher level,” etc.

P.1b(2) Customers and Stakeholders
Results should be presented in the appropriate results item (customer in 7.2, workforce in 7.3) for levels and trends in meeting / exceeding requirements and expectations.
	Stakeholder groups
	General 

R & E
	Segments
	Specific  

R & E
	Results Figure

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Figure P.1-X Stakeholder Requirements & Expectations


Requirements might include accessibility, continuity of care, safety, security, leveraging of technology, billing requirements, socially responsible behavior, community service, cultural preferences, and multilingual services.
P.1b(3) Suppliers and Partners
	Type
	Role
	Communication Mechanism(s)
	Role in Innovation

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	S = Supplier, P = Partner, C = Collaborator

	Figure P.1-X Suppliers, Partners, & Collaborators


It may be helpful to establish some criteria by which suppliers, partners, and collaborators are deemed to be “key,” such as volume of business, essentiality for operations, integration with core competencies, etc.  The term “collaborators” refers to those organizations or individuals who cooperate with your organization to support a particular activity or event or who cooperate on an intermittent basis when short-term goals are aligned or are the same.  The term “partners” refers to those key organizations or individuals who are working in concert with your organization to achieve a common goal or to improve performance.  Typically, partnerships are formal arrangements for a specific aim or purpose, such as to achieve a strategic objective or to deliver a specific product.
P.2 – Competitive environment, key strategic challenges and advantages, and system for performance improvement.

P.2a(1) Competitive Position
This information should cross-reference with the market share results presented in 7.5
P.2a(2) Competitiveness Changes
P.2a(3) Comparative Data
	Data Source
	Measure
	Limitations

	Within VA

	
	
	

	Outside VA

	
	
	

	Outside Industry

	
	
	

	Figure P.2-X Comparative / Competitor Data


It is expected that the data referenced here are actually used as comparison / competitor / benchmark information.  It is helpful to revise this table after the results figures are completed, to ensure that there is alignment between what was noted to be available and what was actually used.
P.2b.  Strategic Context

	Key Strategic Challenges
	Type
	Key Strategic Advantages

	
	Health Care Service
	

	
	Operational
	

	
	Societal Responsibility


	

	
	Human Resources 
	

	Figure P.2-X Strategic Challenges & Advantages


This section needs to clearly align with the information provided in Category 2, and also the results presented.
P.2c.  Performance Improvement System
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Figure P.2-X Performance Improvement system
1.1 Senior Leadership – Describe how senior leaders’ actions guide and sustain your organization.  Describe how senior leaders communicate with your workforce and encourage high performance.  
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Figure 1.1-X Leadership System
1.1a(1) Vision and Values

1.1a(2) Promoting Legal and Ethical Behavior

1.1a(3) Creating a Sustainable Organization

1.1b(1) Communication
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Figure 1.1-X - Communication System
	Mechanism
	Frequency
	Media
	Audience / Segment
	2 Way?

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Figure 1.1-X Communication Mechanisms 


1.1b(2) Focus on Action

1.2 Governance & Social Responsibility – Describe your organization’s governance system and approach to leadership improvement.  Describe how your organization ensures legal and ethical behavior, fulfills its societal responsibilities, supports its key communities, and contributes to community health.
1.2a(1) Governance System

	Aspect
	How Addressed
	Figure

	Accountability
	
	

	Fiscal accountability
	
	

	Transparency
	
	

	Auditor independence
	
	

	Protection of interests
	
	

	Figure 1.2-X Key Aspects of Governance


1.2b(1) Performance Evaluation

1.2b(1) Legal Behavior, Regulatory Behavior, and Accreditation
	Key Compliance Process
	Measure
	Goal
	Figure

	Regulatory, Legal, Accreditation

	
	
	
	

	Service & Operations Risk Management

	
	
	
	

	Ethical Behavior

	
	
	
	

	Figure 1.2-X Key Compliance Processes


1.2b(2) Ethical Behavior

1.2c(1) Societal Well-Being

1.2c(2) Community Support
	Key Community
	How Identified
	Contributions
	Figure

	
	
	
	

	
	
	
	

	
	
	
	

	Figure 1.2-X Key Communities


2.1 Strategy Development – Describe how your organization establishes its strategy to address its strategic challenges and leverage its strategic advantages.  Summarize your organization’s key strategic objectives and their related goals.
2.1a(1) Strategic Planning Process
[image: image4.png]D




Figure 2.1-X Strategic Planning Process

The process flow diagram should identify the key process steps, including SWOT analysis and environmental scan (including shifts in technology, markets, services, preferences, competition, economy, and regulations).  The ability to execute the plan should include linkages to needed resources (budget, infrastructure and human resource plans – including staffing plans and education / development plans).
2.1a(2) Strategy Considerations

2.1b(1) Key Strategic Objectives

	Strategic Objective
	Measure of Success
	ST Target
	LT Target
	Figure

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Figure 2.1-X Strategic Objectives and Goals


This table should show linkages with the strategic challenges and advantages identified in the profile, as well as the critical success factors and core competencies.  The text should include how balance is achieved between short- and longer-term challenges and opportunities, as well as balance of needs of stakeholders.  Adaptability to sudden shifts should reference the linkages to the performance measures to identify shifts in market conditions and also the action planning system in 2.2.
2.1b(2) Strategic Objective Considerations

2.2 Strategy Implementation – Describe how your organization converts its strategic objectives into action plans.  Summarize your organization’s action plans, how they are deployed, and key action plan performance measures or indicators.  Project your organization’s future performance relative to key comparisons on these performance measures or indicators.

2.2a(1) Action Plan Development
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Figure 2.2-X Action Planning System
	Action Plan
	Link to Objective
	Key Measure
	ST Proj
	LT Proj
	Comp Proj
	Figure

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Figure 2.2-X Key Action Plans


2.2a(2) Action Plan Implementation

2.2a(3) Resource Allocation

2.2a(4) Workforce Plans
	Workforce Plan
	Supports / Aligns with 
	Measure of Success
	Figure

	
	
	
	

	
	
	
	

	
	
	
	

	Figure 2.1-X Workforce Plans


Workforce plans should provide information about how the workforce will be prepared for the changes being driven by, or required in support of, the strategic objectives and action plans.  The workforce plans may involve training, restructuring, and changes in capability / capacity.  Results should be reported in Item 7.3.
2.2a(5) Performance Measures

Reference the measures on the Key Action Plans figure.  Many organizations also insert a graphic representation of how the strategic plan (organizational level) links to the performance improvement plans (department level) and the education / performance plans (individual level) to reinforce organizational alignment.
2.2a(6) Action Plan Modification

2.2b.  Performance Projections
Reference your performance projections and comparisons on the Key Action Plans figure.  
3.1 Voice of the Customer – Describe how your organization listens to your patients and stakeholders and gains satisfaction and dissatisfaction information.

3.1a(1) Listening to Current Patients and Stakeholders
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Figure 3.1-X Customer Relationship Management System
	Listening / Learning Mechanism
	Group / Segment
	Mechanism Type
	Frequency / Stage

	
	
	
	

	
	
	
	

	
	
	
	

	Figure 3.1-X Patient & Stakeholder Listening Methods


Patient & Stakeholder groups / segments should be the same as those identified in P.1b(2).  Mechanism types should include social media and Web-based technologies, as well as formal (surveys, focus groups, etc.) and informal (rounding, meetings, community events, etc.) mechanisms.  Ensure that mechanisms include listening and learning to former and potential customers, as well as customers of competitors and your own current ones.
3.1a(2) Listening to Potential Patients and Stakeholders

Potential and former patients and stakeholders, including those of your competitors, can be included in the Listening & Learning table above as a specific “group / segment.”
3.1b(1) Satisfaction and Engagement

3.1b(2) Satisfaction Relative to Competitors

3.1b(3) Dissatisfaction

3.2 Customer Engagement – Describe how your organization determines health care service offerings and patient and stakeholder communication mechanisms to support patients and stakeholders.  Describe how your organization builds patient and stakeholder relationships.

3.2a(1) Health Care Service Offerings

These refer to the offerings described in P.1a(1).
3.2a(2) Patient and Stakeholder Support

	Group / Segment
	Provide Support 
	Provide Information 
	Receive Feedback

	
	
	
	

	
	
	
	

	
	
	
	

	Figure 3.2-X Patient & Stakeholder Support


These groups / segments should correlate with the patient / stakeholder groups identified in P.1b(2), and integrate with the communication mechanisms in 1.1b(1) and the listening methods in 3.1a.
3.2a(3) Patient and Stakeholder Segmentation

3.2a(4) Patient and Stakeholder Data Use

3.2b(1) Relationship Management
3.2b(2) Complaint Management

[image: image7.png]D




Figure 3.2-X Complaint Management Process
4.1 Measurement, Analysis, and Improvement of Organizational Performance – Describe how your organization measures, analyzes, reviews, and improves its performance through the use of data and information at all levels and in all parts of your organization

4.1a(1) Performance Measures
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Figure 4.1-X Performance Measurement, Analysis & Review System
	Key Performance Measures
	Link with Obj / Goals
	Frequency of Review
	Figure

	
	
	
	

	
	
	
	

	
	
	
	


4.1a(2) Comparative Data

4.1a(3) Patient and Stakeholder Data

4.1a(4) Measurement Agility

4.1b.  Performance Analysis and Review

	Review Venue
	Purpose
	Analyses Performed 

	
	
	

	
	
	

	
	
	

	Figure 4.1-X Key Performance Reviews & Analysis




Purposes may include assessment of organizational success, competitive performance, financial health, and progress relative to strategic objectives and action plans.
4.1c(1) Best-Practice Sharing
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Figure 4.1-X Process to Identify & Share Best Practices
4.1c(2) Future Performance

4.1c(3) Continuous Improvement and Innovation

4.2 Management of Information, Knowledge, and Information Technology – Describe how your organization builds and manages its knowledge assets.  Describe how your organization ensures the quality and availability of needed data, information, software, and hardware for your workforce, suppliers, partners, collaborators, and patients and stakeholders.

4.2a(1) Data, Information, and Knowledge Management
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Figure 4.2-X Knowledge Management System
	Property
	Mechanism(s) to ensure

	Accuracy
	

	Integrity
	

	Reliability
	

	Timeliness
	

	Security
	

	Confidentiality
	

	Figure 4.2-X Data, Info, and Knowledge Properties


4.2a(2) Data and Information Availability
Include appropriate references to communication mechanisms identified in P.1b and 1.1b(1).
4.2a(3) Knowledge Management

Include appropriate references to the approach used to share lessons learned and best practices described in 4.1c(1).
4.2b(1) Hardware and Software Properties

4.2b(2) Emergency Availability

5.1 Workforce Environment – Describe how your organization manages workforce capability and capacity to accomplish the work of the organization.  Describe how your organization maintains a safe, secure, and supportive work climate.

5.1a(1) Capability and Capacity
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Figure 5.1-X Workforce Engagement, Development, and Management System
5.1a(2) New Workforce Members

5.1a(3) Work Accomplishment

5.1a(4) Workforce Change Management

5.1b(1) Workplace Environment

	Factor
	Measures
	Goals
	Figure

	Accessibility
	
	
	

	Health
	
	
	

	Safety
	
	
	

	Security
	
	
	

	Figure 5.1-X Workplace Environment


Significant differences in these factors and performance measures or targets for different workplace environments should be noted in the table or in the text.
5.1b(2) Workforce Policies and Benefits

	Support Activity 
	Satisfaction / Engagement Key Elements
	Groups / Segment

	Policies

	 
	 
	 

	Services

	 
	 
	 

	Benefits

	 
	 
	 

	 
	 
	 

	Figure 5.1-X Policies, Services, & Benefits


The information in this table should align with the benefits, diversity, and workforce groups / segments identified in the profile, as well as the key elements that engage the workforce identified in 5.2a(1).  Diversity considerations may be addressed in the groups / segments column, or in the text.
5.2 Workforce Engagement – Describe how your organization engages, compensates, and rewards your workforce to achieve high performance.  Describe how you assess workforce engagement and use the results to achieve higher performance.  Describe how members of your workforce, including leaders, are developed to achieve high performance.

5.2a(1) Elements of Engagement

These refer to those elements identified in P.1a(3).
5.2a(2) Organizational Culture

Refer as appropriate to those approaches described in 1.1a(3) (culture the organizational environment) and 1.1b (communication and organizational performance).
5.2a(3) Performance Management

5.2b(1) Assessment of Engagement

	Assessment Methods
	Group / Segment
	F / I *
	Frequency
	Figure

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	* F = Formal Assessment / I = Informal Assessment

	Figure 5.2-X Workforce Engagement Assessments


5.2b(2) Correlation with Organizational Results

5.2c(1) Learning and Development System
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Figure 5.2-X Learning & Development System
Should be driven by some type of needs assessment, and should address core competencies, strategic challenges, action plans, performance improvement and innovation, ethics, patients, and self-identified needs, as well as needs identified by supervisors, managers, and senior leaders.  
5.2c(2) Learning and Development Effectiveness

Considerations should include mechanisms for evaluation of the effectiveness and efficiency of the output of the Learning & Development System, as well as the system itself.  Indicators may include shifts in performance results, the identification of added evaluation requirements, and reinforcement of new knowledge and skills on the job.
5.2c(3) Career Progression
6.1 Work Systems – Describe how your organization designs, manages, and improves its work systems to deliver patient and stakeholder value, prepare for potential emergencies, and achieve organizational success and sustainability.

6.1a(1) Design Concepts
You may have different processes for designing and innovating work systems [6.1a(1)] and then how you manage and improve them [6.1b(1)].  Or, you may have one overarching system for addressing the criteria requirements for both 6.1a(1) and 6.1b(1). 
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Figure 6.1-X Operations Design, Management, & Improvement System
6.1a(2) Work System Requirements

	Work System
	Requirement
	Measure
	Figure

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Figure 6.1-X Work System Requirements


6.1b(1) Work System Implementation 

Refer to the table above for identification of work systems.
6.1b(2) Cost Control

6.1c.  Emergency Readiness
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Figure 6.1-X Disaster & Emergency Preparedness System
6.2 Work Processes – Describe how your organization designs, manages, and improves its key work processes to deliver patient and stakeholder value and achieve organizational success and sustainability.

6.2a(1) Design Concepts
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Figure 6.2-X Relationship of Core Competencies, Work Systems, and Work Processes
6.2a(2) Work Process Requirements

	Work Process*
	Requirement
	Measure
	I/E **
	Figure

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	*(indicate related work system)

** I = In-process / E = End-process (outcome) measure

	Figure 6.2-X Work Process Requirements


6.2b(1) Key Work Process Implementation
Refer to the table above for identification of key performance measures and in-process measures.
6.2b(2) Patient Expectations and Preferences

6.2b(3) Supply-Chain Management

Refer to the supply-chain requirements identified in P.1b(3).
6.2b(4) Process Improvement

Refer to the description provided in P.2c for the key elements of your performance improvement system, including your evaluation, organizational learning, and innovation processes.
Category 7 Results
7.1 Health Care and Process Outcomes – key health care results and its key performance and process effectiveness and efficiency results.  Include processes that directly serve patients and stakeholders, strategy, and operations.  Segment your results by health care service offerings, by patient and stakeholder groups and market segments, and by process types and locations, as appropriate.  Include and indicate your results for key measures that are publicly reported and/or mandated by regulatory, accreditor, or payor requirements.  
7.1a. Patient-Focused Health Care Results

Results reported in item 7.1 should provide key information for analysis and review of your organizational performance (item 4.1); demonstrate use of organizational knowledge (item 4.2); and provide the operational basis for customer-focused outcomes (item 7.2) and financial and market outcomes (item 7.5). Results for Centers for Medicare and Medicaid Services (CMS) core measures should be included if your organization reports these measures.
Health care and process results reported in 7.1a should relate to the key patient and stakeholder requirements and expectations identified in P.1b(2), based on information gathered in items 3.1 and 3.2.  

7.1b(1) Operational Effectiveness

Appropriate measures and indicators of operational process effectiveness might include audit, just-in-time delivery, and acceptance results for externally provided health care services and processes; supplier and partner performance; health care service and work system innovation rates and results; simplification of internal jobs and job classifications; work layout improvements; and changes in supervisory ratios.
7.1b(2) Emergency Preparedness

Appropriate measures and indicators of emergency preparedness might include response times for emergency drills or exercises; and results for work relocation or contingency exercises.

7.1c.  Strategy Implementation Results
Measures or indicators of strategy and action plan accomplishment (7.1c) should address your strategic objectives and goals identified in 2.1b(1) and your action plan performance measures and projected performance identified in 2.2a(5) and 2.2b, respectively.
7.2 Customer-Focused Outcomes - key patient- and stakeholder-focused results for patient and stakeholder satisfaction, dissatisfaction, and engagement.  Segment your results by health care service offerings, patient and stakeholder groups, and market segments, as appropriate.  
Patient and stakeholder satisfaction, dissatisfaction, engagement, and relationship-building results reported in this item should relate to the patient and stakeholder groups and market segments discussed in P.1b(2) and category 3 and to the listening and determination methods and data described in item 3.1.
7.2a(1) Patient and Stakeholder Satisfaction

Measures and indicators of patient and stakeholder satisfaction with your health care services relative to satisfaction with competitors and other organizations providing similar health care services might include information and data from your patients and stakeholders and from independent organizations.  Results on the Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS) should be included if your organization reports these measures.
7.2a(2) Patient and Stakeholder Engagement

7.3 Workforce-Focused Outcomes - key workforce-focused results for your workforce environment and for workforce engagement.  Segment your results to address the diversity of your workforce and to address your workforce groups and segments, as appropriate.

Results reported in this item should relate to processes described in category 5.  Your results should be responsive to key work process needs described in category 6 and to your organization’s action plans and human resource or workforce plans described in item 2.2.
Results for paid workforce members, independent practitioners, volunteers, and health profession students should be included as appropriate.

7.3a(1) Workforce Capability and Capacity

7.3a(2) Workforce Climate

7.3a(3) Workforce Engagement

Responses should include measures and indicators identified in response to 5.2b(1).
7.3a(4) Workforce Development

7.4 Leadership and Governance Outcomes - key senior leadership and governance results, including those for fiscal accountability, legal compliance, ethical behavior, societal responsibility, and support of key communities and community health.  Segment your results by organizational units, as appropriate.

7.4a(1) Leadership

Responses should address communication processes identified in item 1.1.
7.4a(2) Governance

Responses might include financial statement issues and risks, important internal and external auditor recommendations, and the management’s responses to these matters.
7.4a(3) Law, Regulation, and Accreditation

Regulatory, legal, and accreditation results should address requirements described in 1.2b. Workforce-related occupational health and safety results (e.g., Occupational Safety and Health Administration [OSHA] reportable incidents) should be reported in 7.3a(2).
7.4a(4) Ethics

Measures or indicators of ethical behavior (from 1.2b[2]) might include the percentage of independent board members, instances of ethical conduct breaches and responses, survey results on workforce perceptions of organizational ethics, ethics hotline use, and results of ethics reviews and audits. They also might include evidence that policies, workforce training, and monitoring systems are in place with respect to conflicts of interest and proper use of funds.
7.4a(5) Society

Responses should address your organization’s societal responsibilities described in 1.2b(1) and 1.2c(1), as well as support of the key communities and contributions to community health described in 1.2c(2).  Measures of contributions to societal well-being might include reduced energy consumption; the use of renewable energy resources, recycled water, and alternative approaches to conserving resources (e.g., increased audio and video conferencing); and the global use of enlightened labor practices.
7.5 Financial and Market Outcomes - key financial and marketplace performance results by market segments or patient and stakeholder groups, as appropriate.

7.5a(1) Financial Performance

Responses might include aggregate measures of financial return, such as return on investment (ROI), operating margins, profitability, or profitability by market segment or patient or stakeholder group.  Responses also might include measures of financial viability, such as liquidity, debt-to-equity ratio, days cash on hand, asset utilization, cash flow, and bond ratings, as appropriate. Measures should relate to the financial measures reported in 4.1a(1) and the financial management approaches described in item 2.2.
7.5a(2) Marketplace Performance

