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Hospitals seek Uniqueness through
Art & Cultural Events
Customer-oriented care provision & marketing Services that are designed
makes the difference to improve the communi-
The hospitul thut cun deliver brouder und more cation between patient
highly specidlised services will be uble to boost its and hospital staff and
i ) ) o which also have a general
compe’rmvenle.ss twofold: increase earnings by beneficial effect on the
creutfing udditionul sources of het revenue und ambience and culture of
the dubility to cleurly differentiate itself from other an organisation are of ut-
hospituls. According o putient sutisfuction surveys most importance for sus-
recently conducted by CKM apuart from the expe- taining a good reputation
rience us un in-putient, patients' perceptions of and gaining competitive
scope of services und specidlities provided by the advantage.
hospitul are increusingly important factors in their . .
"where-do-l-wunt-fo-have-my-treutment-done" de- Prof. Dr. Dr. Wilfried von Eiff
cisions. In order to sustain or increase market share an orgunisation and its service provision with u
it is an essentidl future reguirement to develop some "plus’ that distinguishes it from its incumibents.
usppects of unigueness, if Not in the service provision The vdlue und benefits thut accrue from muking
itself, then in the surrounding services, contfractuadl one's orgunisution distinguishuble from a compe-
chuaracteristics or uny other way which impinges titor's in ferms of hon-medicul uspects seem to
on the prospective putient's well beiny. have dt lust been uccepted by hospitul munuye-
ment since yuite u humber of them increusingly
It is obvious that the opportunity for applying promote und offer art und cultural events us redl
uhigueness 1o skills, resources und uctivities like "plusses” to their putients und prospective clients.
those provided by hospituls is limited. However,
there remains one areu where opportunities for The art und cultural events found to be offered
uhigyueness are plentiful yet which up to how by by provider orgunisations entuil art exhibifions,
the mujority of cure provider orgunisations hus concerts, theutre, dance, puinting etc. Empirical
been leust pructiced, leust understood und leust evuluations of the patients’ perceptions of the
appreciated and that ared is marketing. Through sociul und personhdl meuniny reveuled that art
the use of marketing it becomes po§sible ‘rlo eyui and cultural events appeur to
' e (! -‘} } contribute to d "holistic" hedlth care, i.e. phy-
sicul, mental and psychic;
) decreuse feur und unxiety during the hospital
stay (in purticular with children), promote frust
and compliance;
) enhunce the imuge of the orgunisution umony
staff;
} foromote und improve contact to visitors and
the public in generdal.
In Lohdon for example the Chelseu & Westminster
Hospitul considers itself to be more than a hospitdl.
In the bigygest naturdlly ventiluted atrium in the
world thrives un alternutive art venhue open 365
days u yedr, 24 hours u duay.
A ruinbow-coloured mobile tumbles five storeys
down the datrium und puintings, drawings, prints
and photographs enliven the wdalls of wards, reco-
very und treatment rooms und public areus The
hospitul houses the lurgest indoor sculpture in the
World und Veronese’s Resurrection graces the
Chupel.
Chelseu und Westminster stuged the world's first -
music festivals und operus in u hospitul, which ure o I
now unnuudl events, Euch week there ure enter- - -
s : tuinments und performunces on the WUrds UNd | c——_—m—_m—
The Acrobat by Allen Jones in —_—

the Chelsea & Westminster Hospital, London, UK

public areus of the hospital for patients, staff
and visitors.

An initiative of the reform workshop "Healthcare" of the Bertelsmann Foundation and the CKM

Bertelsmann Stiftung
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The work of the Arts Project is recoghised us pre-eminent
in the drive to transform the atmosphere of hospituls und
to improve the well being of putients. It benefits putients,
their fumilies, stuff, visitors and the whole community. The
project is not funded by the NHS but entirely through
private donations und sponsorship.

In MUnster, Germuny, since 1993 the University Clinic runs
a culturdl project culled "Cultural Impluses” offering some
700 culturdl events each yeur for patients, their relatives,
visitors and staff. The project has received nation-wide
recoyhition in particular for its "clown doctors" programme
within the puediutrics specidlity department. CKM was
recently commissioned to conduct a survey with the remit
for an overdll ussessment of the cultural activities program-
me und specificdlly to report on how it waus viewed und
received by in-putients.

The survey concluded thut the culturdl events programme
wus very positively received und perceived by in-putients:

} 85 percent of the in-pdtients interviewed uyreed to
be culturally interested;

} 90 percent of the respondents gave top muarks to the
hospitdl's ideu of its arts and cultural events program-
me;

} 71 percent of the respondents were found to know
ubout the programme und had at one time or another
thought dbout it.

Yet only just a guarter of in-putients interviewed had
actudlly attended programme events. Why the discre-
puncy between the high percentuye rute of declured
interest and the low actuul uttendunce rate?

The reusons ure found purtly in the putients’ limited Mobility

und partly in the inadequate internal "muarketing” of the
cultural programme.

Judyging by the saying
‘Do good und talk
dbout it" the ineffecti-
venhess of the Clinic's
murketing becomes
yuite obvious.

Hence besides having
u putient-oriented art
und cultural events
progrumme care pro-
vider orgunisutions
have to usk themselves  Clown Doctors in the University Clinic
the following yuestions: of Miinster, Germany

How can we...

} effectively inform our putients prior, during and post
discharge dbout confent, venue, date and time of
art und cultural events in our facility?

} get our putients actually to attend events?

) uchieve to muke our art und cultural events pro-
gramme in its own right distinguishable from others?

Conclusion

‘Do the right thing und do things right" and support your
attractive culturdl programme with udeqguate and pro-
fessional marketing resources. Use the chunce to make
arts and cultural events a distinguishable "plus” in the
delivery of your cure provision for your orgunisation's and
ubove dll your customer's benefit,

}SSM Health Care - Healthcare's first Baldrige

SSM Health Care, St. Louis, USA has become the first healthcare provider to win the USs highest honor for quality
achievement, the Malcolm Baldrige National Quality Award administered by the U.S. Commerce Department.
The 21-hospital Roman Catholic system is among 42 organisations that have applied under the healthcare category

since it was added to the program in 1999.

Creuted in 1987 the prize is awurded annudlly to up to
three orgunisutions in euch of the cuteygories of manufac-
turing, service, small business und, starting in 1999, educution
and heulthcare. Not every cutegory has a winner in dll
yedrs. Previous winnhers were for example Boeiny Co.,
Federul Express Corp. und Xerox.

SSM hus been using the Buldrige model for evaluating its
performunce for more than seven years, and the model
hus been "instrumental in helping us uchieve our mission”,
system President und CEO Sister Mary Jeun Ryaun suid. The
model consists of seven criteriu: leudership, strateyic
planning, customer and market focus, information and
anulysis, humun resource focus, process munugement
and business results.

SSM's "work with patient feedbuck aund physiciunh commu-
hicutions make it an outstandihy example of what can
be done when fresh thinking und modern science dure
brought to the delivery of hedlthcare in America," HHS
Secretary Tommy Thompson suid in a written statement.
"With its groundbreuking automated system that makes
clinicul information avdiluble o any of its physiciuns
wherever they muy be, SSM Heulth Care hus shown that
it is fruly dedlicuted to bringing the technologicul revolution
to hedlthcare."

Bone & Joint Hospitdl joined
SSMHC in 1995. We were the first
hedlth care orgaunisation to
receive the Okluhoma Quuality
Award in 1996, dlso bused on
the Baldrige criteria. We have
recently received additiondl re-
coyhition such us receiving u
five-star rating for both totdl hip
and total knee replacement
from Hedlthgrades.com, placing
us in the top 5% in the U.S. for
these procedures. We were Jiso  jgnet Farhood, Vice Presi-
recently hamed by Americun  dent, SSMHC Bone & Joint
Associution for Retired Persons' Hospital, Oklahoma City,
(AARP) Modern Muturity mugu- USA
zine to the top ten hospitals for
orthopedics list in the country.

While the award is a milestone, it is only ohe componhent
of an ongoiny yudlity improvement effort, system officials
suid. "SSM Heulth Care is u role model of world-cluss
excellence und has achieved extraordinary results," Com-
merce Secretury Don Evuns suid in announcing the award.
"The men und women of this orgunisution represent the
highest ethical standards in public responsibility and
corporate citizenship."
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}Clinical Change and Organisational Learning

Genhe Beyt is one of the leudiny experts in the field of
heulth care manugement in the USA. He teuches leu-
dership, systems, change und orgunisational learning at
the Tulune University New Orledns, USA und he currently
serves on the Health Care Effectiveness Teum for the
state's public hospital system. At the IHBF Gene Beyt
presented the establishment of a statewide Diseuse Ma-
hagement Program in Louisianu implemented by the
Heulth Care Services Division (HCSD) of Louisiunu State
University's Heulth Science Center in collauboration with
the Tulune University Medical Center.

The Diseuse Munhugement Program wus initiated to de-
velop und implement u systematic upproach to cure for
selected diseuses, bused upon treuttent protocols that
emphusize clinical und non-clinical interventions from
which there is the gredtest impact potential in maintdining
U putient's good heulth.

Working in the context of diseuse munugement, HCSD
estublished the organisational architecture necessary for
clinical chaunhyge und orgunisational learning.

Guiding Ideas
1
1

FOR CHANGE

and Tools Infrastructure

The guiding ideus for change were cleurly enumerated
by the system's leuders, including the institutional admini-
strators und medicul directors, und were supported by
the specific diseuse mMunuyement purposes udopted by
the system-wide working teams. These guiding ideus
consisted of u core ideoloygy und included the core values
und purposes und dlso served us u busis for new and
expunded proyram development, funding request and
strateyic deployment.

Infrastructure support was addressed by the hedlth cure
effectiveness tfeum consisting of the system's medicul und
nursing directors und experts in the ureus of medicul

manugement, information systems and outcomes meu-
surement. The purpose of the hedlth care effectiveness
teum wus 1o help, direct und support the manugement,
the meusurement and the redesign of the clinical care
continuum through physician leadership and hedlth sy-
stems resedrch in collaboration with caregivers.
Leadership, systems thinking tools and gudlity manage-
ment methods hecessary 1o initiate und sustain change,
were tuught to the System Leudership Council, which
consists of the medicul directors from each of the hospitdls
ulong with representdatives from administration, guality
manugement, nursing and patient advocacy.

Significant emphusis was given to didlogue skills. A "sufe
contuiner" was creuted with emphusis on uctive listening,
translating what was said to a deeper meuning aund
fostering un active process of seeking the truth together.
The Leudership Council dlso organized
System Diseuse Munagement Teums,
which begun diseuse munuyement
efforts in asthma, diubetes, HIV und
heurt fdilure. In addition, the
hedlth cure effectiveness
activities initiated u rese-
arch and aucudemic struc-
ture providing d link fo hew
concepts und educutio-
nal programs for the im-
provement efforts in

the delivery of he-

alth cure ser-

vices.

Prof. Gene Beyt, Tulane University New Orleans, USA and
Prof. Wilfried von Eiff

Although the story of change is a work in progress und dll
uspects of the chunhye cycle have not been completed,
the initial diseuse mMunugement projects have demonstra-
ted improved clinicul care und cost-effective services
through the credtion of un orgunisation that learns.

Through d process of cleur enumeration of the dims und
ygouls by the highest level of system leudership aund un
emphausis on developing und supporting key clinical
leaders throughout the system, a transformation in thought
und action is gradudlly occurring throughout the public
hospital system that may significantly improve the gudlity
of hedllth for those served.

The State-of-the-Art of E-Commerce
of Prescription Drugs in Europe

At u recently held IHBF Expert Meeting on ,International
Hedlthcure Systems' Professor Aloys Prinz, d lecturer ut the
Westphdlia Wilhelm-University, MUnster, Germany presented
findings from his research on the benefits and risks for
pharmacists and end users ussociated with the hascent
e-frade of prescription drugs. His resedrch revedls that there
are still wide difference throughout Europe in the e-trade
development for prescription drugs. Early adopters of on-
line dispensing are countries like the Netherlands, Switzerland

and the United Kingdom. The list of laggard countries
includes Germany where pharmuacies are at present sfill
the only leyitimate dispensers of prescription drugs.

And yet us Professor Prinz's work cleurly demonstrates an
adoption und muking online dispensing legitimate would
result in immense savings for the German heualthcare
system judging by the experience guined in some of the
countries he reviewed. Savinys of between 1.3 und

6.5 percent of the unnuul spendinyg on phurmacy dis-
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fensed prescription drugs he dargues cun be achieved.
Expressed in 2001 figures relating to Germany this represents
u het worth of between € 0.36 aund 1.84 billion per anhum.

Thouyh the economics clearly speuk for e-trading, the
Professor cautions und emphdasizes that other important
issues like druy uvdilubility, druy sufety and consumer
protection will dll have to be cohsidered with equdl
importance to the econhomics to mMuke the e-commerce
of prescription drugs u viuble und reliuble improvement
foroposition.

Likewise he argues, u blind no to the leygdlization of the
e-trude in prescription druys is equally yuestionable.
Hence the solution he says, should be sought in u meu-
sured upprouch of the cons und pros.

} Statements from the

"The ylobul network facilituted through
the IHBF is un invaluuble opportunity to
explore the unifying core dims, practices
and values of diverse hedlth care provider
orgunisations, us well us the uniyue feu-
tfures of euch. Such exposition dllows
depth of uhderstanding and un impetus
which endble hedlth cure providers udopt best practice
models in response to Modern chullenges and u fast
moving environment."

Marwan Habiba, Senior Lecturer, University of Leicester & Leicester
Roydl Infirmary, UK

"‘Benchmuarking is one of our strongest
motivational fuctors in the duy-to-day
running of u private hospitul. The best
practices presented at this forum have
been proven in practice. Deleyutes guin
invaluable information and ideus to apply
- in practicdl hospitul munugement! The
exposure to the IHBF gives u deeper perspective in quality
improvement und cost-cutting becuause of the internu-
fional cross pollination.”
Résa van der Merwe, Hospital Munager, Curamed Medi-Clinic,
Kimberley, South Africa

‘The most interesting point of the IHBF-
froject is to exjpose your own thinking open
to the influence of others und to learn from
others us well us guining ideus und inspi-
ration from the outside. The wide range
of the presented themes ut the IHBF uIIows
RAIN ohe to brouden one’s point of view."
Magnus Oetiker, Hirslunden Holding, Zurich, Switzerland

) Project Initiative

Project Putroness: Liz Mohn, Member of the Bourd
Contuct Person: Murtin Spilker

Project Co-ordinutor: Conrud Middendorf
Project Assistunt: Annette Bauer

Prof. Aloys Prinz, University of Miinster, Germany and
Prof. Wilfried von Eiff

Project Partners

"The IHBF hus proven to be a very valudble
resource for exchunyinyg best pructice
ideus und for developing relationships with
top internutiondl experts in the hedlth care
arenu. Through in-depth presentations,
networking events and problem solving
sessions, U uniyue und creutive synerygy
hus developed. The ihsights and practical solutions have
been invaludble to our orgunisation.”

Ed Goodemote, Vice President, Lukelund Reyionul Medicul Cen-
ter, USA

"It is aun excellent forum to exchunhye prac-
ticul experiences, not only of successful
improvement projects, but dlso in over-
cominyg chuallenges, developing new
perspective und ideus. It is an honour for
Singapore to be invited by IHBF. It hus
offered u vuluuble networking opjportu-
nities to leverage on purticipunts' weulth of knowledye
into achieving our commonhn goul for cost effective Qudility
hedlthcare."

Ayliana Phe, Heud Quulity Management Systems,

Tan Tock Seng Hospital, Singapore

'Beiny purt of the IHBF network offers the
chunce to leurn from best in class hospituls
from almost dll over the world. The open
exchunye of experiences und best
practices provides u greut opportunity
to improve hospi’rul munuygement und
putient care.”

Peter Neumqnn CEO., Krankenhaus Duren GmibH, Duren, Germany

CEQ: Prof. Dr. Dr. Wilfried von Eiff
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