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Since 1975
• 22 hospitals
• 2,784 licensed beds
• $6.1 Billion Annual Net Revenue

Since 1983
•Health plans
• 830,000+ members

Hospitals

SelectHealth

Medical Group

Since 1994
• 1,200 employed physicians
• 335 APCs
• 32 Instacare Clinics

I N T E R M O U N TA I N  H E A LT H C A R E



O U R  M I S S I O N

Helping people live the healthiest lives possible



O U R  V I S I O N
Be a model health system by providing extraordinary 

care and superior service at an affordable cost



0

5

10

15

20

25

30

35

40

45

50

01020304050

To
ta

l H
ea

lth
 C

os
t P

er
 C

ap
ita

 R
an

k

Healthiness Rank

Source: Healthiness – United Health Foundation, 2012; Total Health Cost – Kaiser Family Foundation, 2013
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S TAT E  R A N K I N G S  O F  H E A LT H I N E S S  &  VA L U E
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E N G A G E D E M P L OY E E S



• Ideal Results require Ideal 

Behavior

• Beliefs and Systems drive 

behaviors (Choices)

• Consequences of our 

systems sometimes drive 

behaviors we don’t 

anticipate

H A V E  W E  C R E AT E D  T H E  S Y S T E M S  S O  P E O P L E  
C A N  B R I N G  T H E I R  B E S T  T O  W O R K  E V E R Y D AY ?



Extraordinary Employee 
Experience

“A say in decisions that 
affect me.”

Ranked

10th

in importance

Ranked

45/48
attributes



2015 Gallup Survey

“My opinions count.”

Remains lowest scored question

Mean=3.83



• Seven Key Systems 

• Each Key System has several Elements

• Key Systems and Elements help leaders 

create a culture of Continuous 

Improvement



Define clear expectations of what 
it means to be successful at each 
level of the organization coupled 
with aligned strategies, tactics 
and actions to attain goals

Systems and processes are 
designed to help leaders 
and staff see problems in 
real time

Employees are engaged through 
team-based problem solving, idea 
generation, and recognition

Management is engaged 
through reaction protocols, 
coaching, and standard 
follow-up

Consistent methodologies 
to approach problems and 
engage teams in scientific 
problem-solving

Use tools to identify 
innovative approaches to 
increase value in the 
organization

Method to prioritize, 
share, and track 
application of lessons 
learned throughout 
the organization

“What does it mean to 
be Successful ”

“How do we know that 
we’re successful?”

“If we have gaps what 
are we doing about 
them?”

“As leaders how can I help 
you be successful more 
often?”

“How we approach 
problems?”

“How do we achieve 
large innovations?”

“How we learn from 
one another?”

C O N T I N U O U S I M P R O V E M E N T  M E T H O D



Key System: STRATEGY DEPLOYMENT

“What does it mean to be successful?”

Clear expectations of what it means to be 

successful at each level of the organization, 

coupled with aligned strategies, tactics, and 

actions to attain goals.



McKay-Dee Hospital – Medical/Surgical Director Board 

Key Elements
• Catch Ball Process

• Strategy Connection Tool

• Scorecards

• Huddle Board

• One on One’s

• Step back reviews

• Operations Review

STRATEGY DEPLOYMENT



Key System: VISUAL MANAGEMENT
“How do we know that we’re successful?”

Systems and processes 
are designed to help leaders 
and staff see problems in real 
time.



Key Elements
• Metric Indicators

• Process Signals

• Resource Demand Tool

• 5S

VISUAL MANAGEMENT

Surgical Unit, McKay-Dee ICU, McKay-Dee



• Safety

• Alignment

• Process indicators and leading 

measures

• Clear indication of gaps 

• Closed loop follow up for 

improvements, escalation and 

actions

• Recognition and appreciation

K E Y V I S U A L P R O C E S S E S  F O R  
H U D D L E  B O A R D S



P R O C E S S I N D I C AT O R S  &  R E S U LT S  M E A S U R E S



C L E A R  I N D I C AT I O N  O F  G A P S  W I T H  B U I LT  I N  
F O L L O W  U P



Employees are engaged through 
team-based problem solving, idea 
generation, and recognition.

Key System: DAILY IMPROVEMENT
“If we have gaps, what are we doing about them?”





Park City, Idea Card

DAILY IMPROVEMENT

Key Elements
• Idea Boards
• Idea Innovation Time

• Implemented Idea 
Metric

• Idea Recognition

Idea Board, McKay-Dee



Management is engaged through 
reaction protocols, coaching, and 
standard follow-up.

Key System: CLOSING THE LOOP
“As a leader, how can I help you 

be successful more often?”



Leadership must spend time supporting daily 
work Strategy development and deployment; 

Checking progress against goals;  removing barriers;
Overall business direction

Improvement; Problem-solving; Focus 
on KPIs

Daily Management Checking, 
Issue Resolution



Key Elements
• Standard Work: Leader
• Standard Work: Key Process
• Standard Work: Dedicated CI
• Rounding For Outcomes
• Daily Tiered Huddles 

(Escalation Process)
• Leadership Huddles
• 4S (Standardize, See, 

Solve, Sustain)
• Recognition
• Action Register

CLOSING THE LOOP
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Consistent methodologies to 
approach problems and engage 
teams in scientific problem-solving.

Key System: PROBLEM SOLVING
“How do we approach problems?”



Key Elements
• 8 Disciplines of Problem 

Solving 
• Problem Solving Tools 

(5 Whys, A3, Fishbone, 
Six Sigma, etc.) 

• 100% Participation 
Frontline Tools

• Significant Event Tracking 
& MetricsPorter Clinic, McKay-Dee Hospital

PROBLEM SOLVING



Use tools to identify innovative 
breakthrough approaches to 
increase value in the organization.

Key System: 
VALUE IMPROVEMENT PROJECTS
“How do we achieve large innovations?”



Medical Group, 3P Event  

Key Elements
• Expectations
• Project Prioritization and 

Visual Tracking System
• Innovation Tools and 

Activities (Value Stream Maps, 
Rapid Improvement Events, 3P, etc.)

• Standard Project Mgmt tool
• Clinical Program Initiatives
• System Projects
• Improvement Wiki

VALUE IMPROVEMENT PROJECTS



Method to prioritize, share, and 
track application of lessons learned 
throughout the organization.

Key System: 
BEST PRACTICE INTEGRATION
“How do we learn from one another?”



North Region, Lateral Deployment Process 

Key Elements
• Best Practice Escalation
• Best Practice Integration Goals 
• Lateral Deployment Process 
• Best Practice Reviews

BEST PRACTICE INTEGRATION

North Region, Lateral Deployment Process 



• Creates a common language

• Provides a framework to assess 
culture & performance





Used KPSW to reduced 1st 
Year Turnover from 116% to 
14.3% in one year



Phase 3(Innovation)

Proactive Improvement

• A3/VSM/Tools

Phase 2(Problem Solving)

• Reactive Problem Solving process

• Daily Escalation

• RCA process

Phase 1(Accountability)

• Strategy Deployment/Employee Ideas

• Huddle, Huddle boards Idea Systems



C I  M E T H O D  P R O G R E S S
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L E S S O N S  L E A R N E D  

1. Build Leadership Support

2. Language Matters – Connect 
Language to Culture

3. Develop a Continuous Improvement 
Framework/Method

4. Start with Huddles, Huddle Boards, 
Idea Systems, and SBR

5. The Leader’s Role



Thank You! 
Your opinion is important to us!

Please take a moment to complete the 
survey using the conference mobile app.

Session No: WS/36

Continuous Improvement

Bryan Crowell

Intermountain Healthcare

Bryan.Crowell@imail.org


