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Using Baldrige to Lead Your 
Organization to Excellence

2005 Baldrige Award Winner Case Study
The Quality Colloquium 

August 23, 2006

Frank Sardone
President & CEO

Bronson Healthcare Group

Putting Vision into FOCUS

Rewards of Baldrige
• Engaged Workforce – Cultural 

Transformation

• Excellent Clinical Outcomes

• High Satisfaction Levels

• Increasing Marketshare

• Strong Financial Performance

VISION
Bronson will be a
national leader
in healthcare

quality
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Overview

• Who We Are 

• Leadership at Bronson

• Excellent Results

Southwest Michigan’s 
Leading Hospital

• 343-bed hospital in downtown Kalamazoo
• Founded in 1900 serving over 1 million
• Busiest Emergency Department
• Largest Downtown Employer
• 700,000 Lives Touched Annually

The New Bronson
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More Than Bricks and Mortar

• Forum for Change

• Opportunity to 
Transform Culture

• Adopted Baldrige 
Criteria

Plan for Excellence

Plan for Excellence

MISSION Provide excellent healthcare services
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Plan for Excellence

PHILOSOPHY
OF NURSING

EXCELLENCE
Respect

Compassion
Expertise

Impact
Pride

VALUES
We believe in,

and our actions will reflect:
Care and respect for all people

Teamwork
Stewardship of resources

Commitment to our community
The pursuit of excellence

COMMITMENT
TO PATIENT CARE
EXCELLENCE
Healing with our knowledge
Caring with our hearts
Working together for Bronson
patients and families

Plan for Excellence

CORPORATE
EFFECTIVENESS
Achieve efficiency,
growth, financial, and
community benefit targets

CUSTOMER
& SERVICE

EXCELLENCE
Enhance service excellence,

staff competency and
leadership

CLINICAL
EXCELLENCE

Achieve excellent patient
outcomes

Plan for Excellence

VISION
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Old Vision

Bronson and its partners
will be the system of choice 

in our region

New Vision
Bronson 

will be a national leader 
in healthcare quality

Plan for Excellence
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Journey to Excellence

Reapply

2011

The 
Journey 

Continues

2006-10

5th

Application

Site Visit

2005

No 
Application

Recommit

“Formalize
the

Informal”

2004

4th

Application

Consensus
Review

2003

3  MB 
Applications

Stage 1  

2001 MQL
Award

2000-02

Adopted
Baldrige
Criteria
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Leadership at Bronson

• Board of Directors
• Leaders
• Physician Leadership

Governance Excellence

• Board succession planning and selection
• Orientation
• Education and Development
• Annual Board Assessment

Leaders

• 220 leaders supervisor and above
• Key to staff engagement and satisfaction
• Strategic investment

LEADERship Mission
To fully develop excellence 
within each leader to move 
Bronson from good to great.
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Investment in Leaders

• Annual needs assessment and curriculum
• Intensive, off-site, 2-day training sessions
• Lunch & Learn sessions
• Homework and accountability
• Leadership commitment statement
• Leadership minimum working requirements
• Measuring leadership effectiveness

Leadership Effectiveness

• Competent
• Ethical
• Caring
• Fair
• Strategic
• Approachable
• Honest
• Open

Physician Leadership

• Physician Leadership Academy

• Physician Satisfaction & Development 
Team

• Recognition
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Demonstrate Performance Excellence
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Partners

Medical Staff Partners
• Common goal: delivery of high quality 

medical services to patients

• Excellent outcomes
• Collaboration
• Use of evidence-based medicine
• Patient admissions & referrals
• High patient satisfaction
• Resource management
• Competency 

• Access
• Efficient processes
• Communication
• Responsiveness
• Competency
• Education
• High patient satisfaction

Bronson  
Requirements of

Medical Staff

Medical Staff  
Requirements of 

Bronson

Bronson Leadership System
Demonstrate Performance Excellence
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Plan for Excellence

CSSE

Nursing 
PhilosophyPatient Care 
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Set Strategic Plan 
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Set Strategic Plan
& Goals
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12 Organizational performance
reviews
Progress updates
Current information

CONTINUOUS

3 Gather input from stakeholders
regarding ST/LT challenges
and opportunities

2 SID compiled by BDD

1 Process Effectiveness Review 

Winter 
Evaluation & Input

6 Develop key themes and 
preliminary ST assumptions

5 Review/revise PFE, LT  
objectives, and LT capital 
assumptions

4 Review previous performance,
SID and determine key services
& processes

Spring
Long-Term Planning

11 Deployment:
SOT Action Plans, 
Strategic Plan Cascade, SPMS, 
Three C’s Communications

10 SOT’s finalize scorecard
measures

9 Annual strategic plan, budget,
and staffing plans approved by
ET and BOD

Fall
Approval & Deployment

Strategic 
Management 

Model

8 Resources allocated by 
ET through capital
planning retreat, budget, LT 
financial plan, and staffing plans

7 SOT’s present ST objectives, 
tactics and resources
required to ET

Summer
Budget & Short-Term 

Planning

Strategic Plan Alignment

• Strategic

• Financial

• Capital

• Human Resources

Bronson Leadership System
Demonstrate Performance Excellence
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Communicate,
Align & Deploy
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Strategic 
Plan 

Cascade

• Bring the 3 Cs to 
Life

• Create Alignment

• Connect the Dots
Gainshare

Leader, Salaried 
Professional, Individual 

Employee Goals

Staff Performance
Management System

Secondary Scorecards

Scorecard and
Performance Indicators

Annual Strategic Plan

Plan for Excellence

Team

$
Gainshare

Individual

Staff Performance 
Management System

Strategic Objective 
Cascade

Bronson will be a national leader in healthcare qualityPlan for Excellence
Vision

Clinical Excellence
Objective

Recognized as a safe environment

Clinical Excellence
Tactic   

Reduce Ventilator Acquired Pneumonia (VAP)

Individual Goals
Team Goals

Critical Care Leaders
Critical Care Staff 

ICU Medical Directors

Reduction in VAP 
= to or better than

CDC 25th percentile 
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Bronson Leadership System
Demonstrate Performance Excellence
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Demonstrate Performance Excellence

Clinical Excellence
Overall Mortality Rate

(excluding NICU DRGs)

1.5%

1.7%

1.9%

2.1%

2.3%

2.5%
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2.9%
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06

Actual
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Care Science Best Practice
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BMH VAPs

Ventilator Acquired 
Pneumonia (VAP)*

* Includes MICU, SICU, Trauma, CSU, PICU
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Ventilator Acquired 
Pneumonia (VAP)*

* Includes MICU, SICU, Trauma, CSU, PICU

$1,440,000 
approx. cost 

avoidance 
savings since     

2003

Clinical Excellence

• 2006 AHA-McKesson Quest for Quality Prize

• “Full Circle” from Leapfrog Group

• HealthGrades 5 stars 

• One of the nation’s 100 Top Hospitals

Customer & Service 
Excellence

• Excellent patient satisfaction

• 95% satisfaction, 96% loyalty

• Best practice employee survey

• 93% participation rate

• Best practice organization in MSA database
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Turnover
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Source:  The Advisory Board 
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BMH RN National Benchmark HR Norm for Full Staffing Level

Source of Best Practice:  ANCC and Magnet Hospital Data

Vacancy

Good

Workplace Excellence
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Corporate Effectiveness

30%

32%

34%

36%

38%

40%

42%

1998 1999 2000 2001 2002 2003 2004 2005

BMH Competitor

Market Share
Primary and Secondary Markets

Corporate Effectiveness

• Strong financial performance
• $40 million community benefit

• Consumer’s choice

• Social responsibility

• One of the nation’s 100 Top Hospitals

Ideas for Action

• Use the Criteria to bring 
FOCUS to your Vision

• Invest in leadership

• Develop a leadership 
system

• Get started using the 
Criteria


