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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

• Quality improvement work and indicators focused on the

inpatient setting

• COVID-19 pandemic turned ZSFG’s efforts to operational

readiness with less of a focus on enhancing quality
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CURRENT CONDITIONS
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ED
Ambulance diversion

LWBS
ED turnaround time

Specialty Care
TNAA

No-show rate
Cycle time

Schedule utilization

DoCC
LLOC days

Interqual review < 3 days

Med-Surg/Critical Care
Discharge before 2PM

LOS
Order creation to discharge

Perioperative Area
On-time starts

OR block utilization
OR turnaround time

DOS cancellations



PROBLEM STATEMENT

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

Yet, ZSFG lacks a clear and unified strategy for
how to drive, improve, and sustain improvements
with respect to quality across all operational
areas.
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TARGET AND GOALS
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Operational Area (Metric) Baseline Target (Dec 
2021)

Emergency Department (ambulance diversion 
rate)

58.3% < 40%

Medical-Surgical/Critical Care units (bed 
cleaning request turnaround time)

86.5 minutes < 60 minutes

Department of Care Coordination (LLOC patient 
days)

1,192 days < 950 days

Perioperative and procedural areas (services 
with OR block utilization > 80%)

60% > 90%

Outpatient specialty care clinics (clinics with 
TNAA < 21 days)

84.8% > 90%



COUNTERMEASURES
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No. Proposed Countermeasure Completion 
Date

Status 
Update

1 Clearly identify and define quality indicators to
include in a ZSFG quality composite score that links all
operational areas

11/30/20 Completed

2 Monitor, track, and validate quality indicators
recognized for each operational area (inpatient and
outpatient)

1/4/21 Completed

3 Create governance structure and meeting
format/cadence for each operational area with the
objective of improving quality indicators

1/18/21 Completed

4 Conduct needs assessment in each operational area
to identify barriers and outline project plan(s)/A3s for
improving individual quality metrics

3/5/21 Completed

5 Develop communication and information strategy for
sharing data and improvement work with front-line
staff

3/12/21 Completed



ACHIEVEMENTS

✓Governance structure 
developed and enacted
o Steering committee formed

o Bi-monthly status sheets with 
each operational dyad

✓ Completed A3s and project 
plans for each quality 
indicator 

✓ Created structure for 
monitoring and tracking data
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ACHIEVEMENTS
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NEXT STEPS

• Refine definitions of each quality indicator and 

ensure there is ongoing, consistent tracking of them

• Implement countermeasures to improve 

underperforming quality indicators with a focus on 

bed turnaround time and specialty care clinic access

• Develop communication strategy and project plan 

for sharing quality indicators, associated data, and 

improvement strategies to front-line staff
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QUESTIONS

COMMENTS

DISCUSSION
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