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Beyond the Boundaries



Objectives
• Introduce you to our hospital and share our 

journey

• Compare and contrast our experience with 
that of traditional hospitals

• Discuss some of our unique concepts related 
to “patient experience”

• Share challenges we have met along the way



Who We Are and What We Do
Mission: 

To improve people’s lives through excellence in the science and art of 
health care and healing.

Vision: 
Transforming lives and communities through health and wellness, 

one person at a time.

Values: 
Each Patient First

Respect for People
High Performance

Learning and Continuous Improvement
A Social Conscience



Four Filters

 Quality & Safety

 Compassionate Care

 Memorable Experiences

 Efficiency & Innovation



Quality & Safety

 Foundation in education 
and research 

 Evidence-based care 

 No-Harm Campaign 

 Coalitions and 
Collaboratives

 Malcolm Baldrige Award



INNOVATIONS IN QUALITY AND 
SAFETY

 Multidisciplinary Rounds 

 Collaborative Plans of Care

 Safety rounds

 R.E.A.L Rounding

 Performance Huddles

 Debriefings

 100 Day Workouts



Compassionate Care
 Selective Recruiting and Hiring

 Onboarding/Employee Engagement

 Team Member Standards of Excellence

 Staff Engagement

 Supportive Therapies/Palliative Care

 Emphasize Empathy 

 Include Families







Compassion In Action

Henry, our Pet Therapy dog

The Valade Interfaith Sanctuary Vita Wellness Center



The Patient is the Center of our World



Employee Engagement

 Collaboration

 Unit and Hospital Governance

 Communication

 Town Hall meetings 

 Safety Champion Program

 Quality Expo

 Wellness Programs



Recognize and Reward
We find many ways to celebrate our team members



Memorable Experiences

 First impressions – Main Street

 Healing environment

 A Day in the Life of a Patient

 Family Centered Care

 Pet therapy

 Healing Arts

 Spa and integrative medicine

 Natural/healthy meals with eye appeal

 Memorials/Support Groups



Make it an Inviting Place to Visit

LiveWell Shoppe on Main Street 

Proudly serving Starbucks



A Place of Their Own

Rooms that incorporate 
Principles of Feng Shui

Comfortable Space for Family



Efficiency and Innovation
 Greenhouse/Community Center 

 Cooking Demonstration Kitchen

 Community Wellness Publications

 Advanced Care Planning

 Integrated Electronic Medical Record

 Farmer’s Market

 Community Wellness Programs

 L.E.A.N Methodologies 



Innovate Everyday

Innovation Unit: Where every new idea begins



Community Involvement
 Keeping our communities healthy 

 Partner around great causes

 Healing Arts

 Spa and Alternative Therapies

 Community Care Services

 Community Partnerships



Innovative Community Programs

School Nutrition Programs

Hank and Clara our mobile medial clinics



Build a Community Center 
for Well Being

 Inviting environment that doesn’t feel like a hospital

 Become a “go-to” destination in the community



Unique Challenges
 Keeping patients and families at center of decision-making

 Building and reinforcing culture of caring as a primary focus

 Managing care for those who have not lived healthy 
lifestyles

 Staying energized to find new innovative ways of doing 
things

 Keeping staff engaged

 Continuing to attract market share

 Maintaining financial sustainability

 Improving processes to efficiently manage increased volume



References

 Kim, W.C., Mauborgne, R. (2005). Blue Ocean Strategy: How to Create Uncontested Market 

Space and Make the Competition Irrelevant. Boston: Harvard Business School Press. ISBN 978-

1591396192.

 Conway J. “Reflections of Family Voices.” Presentation at the Institute for Healthcare 

Improvement National Forum in Orlando, Florida, in December 2005.

 Balik B, Conway J, Zipperer L, Watson J. (2011)Achieving an Exceptional Patient and Family 

Experience of Inpatient Hospital Care. IHI Innovation Series white paper. Cambridge, 

Massachusetts: Institute for Healthcare Improvement. (Available on www.IHI.org)

 Institute for Healthcare  Improvement, (2014). Reclaiming Empathy — Best Practices for 

Engaging with Patients 

http://www.ihi.org/resources/Pages/AudioandVideo/WIHIReclaimingEmpathy.aspx

 Susan Wessel, RN, MS, MBA, NEA-BC ; Consultant, Creative Health Care Management

 Planetree and Picker Institute. 2008 (www.planetree.org) (www.pickerinstitute.org). http://patient-

centeredcare.org/chapters/chapter7a.pdf

http://en.wikipedia.org/wiki/International_Standard_Book_Number
http://en.wikipedia.org/wiki/Special:BookSources/978-1591396192
http://www.ihi.org/
http://www.ihi.org/resources/Pages/AudioandVideo/WIHIReclaimingEmpathy.aspx
http://chcm.com/
http://patient-centeredcare.org/chapters/chapter7a.pdf


Contact Information

Susan Dendrinos, MSN, RNC-MNN
Henry Ford West Bloomfield Hospital

6777 West Maple Rd.
West Bloomfield, MI 48322

248-325-1351
sdendri1@hfhs.org

mailto:sdendri1@hfhs.org

