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Challenges

“ “

Commitment to Care transformation
initiative has driven $11 million in
annual returns
Substantial gains in patient safety,
quality and satisfaction measures

Significant reductions in inpatient
and observation length of stay

A 19% increase in outpatient
diagnostic services

not-for-profit
hospitals

Serves the medical needs of South
Palm Beach County in Boynton

Beach, Florida

Mission to provide quality health
services in a caring manner to all its

patients

Bethesda Health enjoys a strong reputation for providing quality healthcare services. As a leader with a committed 
mission to care for the health of the community, Bethesda seeks to continuously strengthen care delivery and patient 
throughput while keeping costs down and margins strong. Bethesda saw opportunities to eliminate siloed processes 
for care management and reduce inpatient and observation patient length of stay. Bethesda sought a total hospital 
solution that would create lean, reliable processes that maintain a passionate patient-first culture and reliable,
predictable quality care, safety and patient experience.

This isn’t just a single project or software system. This represents a
completely new operating model and way of thinking. Everyone

jumped on board, from doctors to nurses to service area technicians and
coordinators. It’s been an amazing experience.

Roger L. Kirk, FACHE, President & Chief Executive O�cer, Bethesda Health, Inc.
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Solution

Increase case-mix
index (CMI)

Bethesda Health committed to a bold transformation initiative called “Commitment to Care,” or “C2C,” which launched 
in May of 2014. The C2C initiative aimed to continuously improve, measure and monitor success in Bethesda’s key 
e�ciency and productivity indicators. As the foundation for C2C, Bethesda Health partnered with Care Logistics to 
establish a new hub-and-spoke “production model” for care. It borrows many proven logistical processes and tools 
used in other industries to ensure that planes fly safely, packages arrive on time, and plants deliver expected volumes 
of quality products exactly the way they are needed.

Bethesda identified several critical organizational objectives for C2C:

Improve quality and safety
by making care delivery
predictable and reliable

Reduce acute and observation
length of stay by identifying

and removing wasteful activities and
streamlining communications

and hando�s

Improve organizational
e�ectiveness by creating a

patient-first, zero defect culture
empowered to address barriers

systematically

Bethesda worked with Care Logistics to develop a project plan for high performance, with associated scorecards to 
track progress in four focus areas: quality and safety, patient experience, coordinated care, and reliability and e�ciency.
Care Logistics guided Bethesda through six go-lives of new processes, methodology, and technology to establish its 
Hospital Operating System.

SNAP Huddles and Escalations Go-Live 
(August 2014) Status Now, Action Planning 
(SNAP) huddles gather the full unit care 
team daily to clearly understand patient 
progression and care goals, as well as 
escalate any issues outside their control 
to executive leaders for resolution.

Length of Stay (LOS) Guides Go-Live 
(September 2014) LOS Guides provide a 
target LOS correlated to the patient’s 
working DRG. The target LOS provides 
the care team, the patient and families 
with an appropriate discharge goal to 
work toward.

Operational Rounding Program Go-Live 
(February 2015) The executive operational 
rounding program provides the framework 
and tools to support weekly rapid cycle 
improvement e�orts, empowering the 
teams to clarify obstacles and solutions in 
collaboration with senior leadership.

New Standard Operating Procedures 
(SOPs) and Care Coordination Model 
Go-Live (July 2015)
The hub-and-spoke care coordination 
model and associated SOPs promote 
e�cient flow, reliability and continuity 
throughout the patients’ stay.

Patient Logistics and Order Logistics 
Technology Go-Live (August 2015)
The Patient Logistics and Order 
Logistics technology provide the   
supporting infrastructure to the new 
Care Coordination Model structure for 
improved patient progression and 
flow throughout the hospital.

Demand Logistics Go-Live (April 
2016) Demand Logistic software lets 
coordinators in the hub continuously 
and precisely match patient demand 
and nurse capacity for upcoming 
shifts, thus predicting sta�ng needs 
while lowering costs.
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Bethesda Health’s Customer Reported Benefits

Measure Baseline 2013 CY 2015 Results Annual Financial 
Improvements

Acute Inpatient LOS 4.98 4.69 $2,274,085

Observation LOS 1.45 1.29 $669,286

Acute All Payer CMI 1.49 1.54 $3,156,514

Outpatient Diagnostics 
Growth 19.3% $1,401,225

Diagnostics Throughput 
Improvement 13.4% $274,715

Inpatient & Observation 
Admission Increase 6.3% $3,169,608

Dramatic Results

Mary McClory, Vice President of Quality, Bethesda Health, Inc.

“ “

Bethesda Health has documented dramatic returns since the kicko� of Commitment to Care, particularly in the key 
areas of acute and observation patient length of stay and CMI. By improving system e�ciency in care delivery, 
Bethesda has also significantly increased capacity and throughput for diagnostic services, and boosted overall 
patient volumes. The combined annual value from these measures adds up to almost $11 million annually, as the 
table below shows.

The centralized care management model empowers the nurses. We’ve
seen some of our nurses really grow and flourish.
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Also Improving Employee Satisfaction

“ “Our Commitment to Care initiative, with the Care Logistics Hospital Operating 
System and LEAN daily management discipline, established that infrastructure. 

These production principles apply extremely e�ectively in freeing our
caregivers to always focus first on quality patient care and progression.

Roger L. Kirk, FACHE President & Chief Executive O�cer Bethesda Health, Inc.

As Bethesda’s CFO, Joanne Aquilina observes that this breakthrough financial performance all begins with the 
focus on the patient.

“The transformational focus of C2C shines squarely on the patient. I believe that’s the most important takeaway for 
hospital financial and other leaders seeking to sustain exceptional performance in all areas. Put the patient first, and 
all good things will follow.”

In that regard, Bethesda has also seen gains in patient quality and safety measures, including a steady decline in 
falls and other preventable harm measures.

Bethesda has also steadily reduced its CMI-adjusted acute length of stay, a key e�ciency measure that 
represents LOS of both acute and observation patients divided by CMI. It has decreased to 2.66 from an average of 
3 before launching C2C. This indicates that Bethesda is providing much more e�cient care to patients with 
greater clinical demands, which means higher reimbursements at a lower cost of delivery.

“The centralized care management model empowers the nurses,” says Mary McClory, vice president of quality at 
Bethesda. “For example, daily progression huddles on the unit gather all of the nurses, doctors, and other caregivers 
responsible for ensuring patient care plans and discharge targets stay on track.”

And the optimized care model gives nurses and other sta� the tools, platform and freedom to shine in their positions.

“We’ve seen some of our nurses really grow and flourish,” said McClory. “They identify challenges to care and
throughput, and apply problem-solving tools to coach hospital leaders during weekly rounding to improve all aspects 
of patient care and experience. They own it every day- it’s not just a quality program. Nurses and sta� are involved in 
ways they never have before.”

Care Logistics helps hospitals deliver exceptional care to happy patients at the lowest costs. The Care Logistics 
“operational framework” for care delivery transforms hospital operations, powered by culture change, a 
hub-and-spoke care model, and logistics software. The results: e�cient, predictable, and reliable care that 
dramatically improves care quality, patient throughput and experience, length of stay, and financial performance.

For more information, contact Care Logistics at (800) 930 - 0870, or learn more about the dramatic results Care 
Logistics customers are achieving at www.carelogistics.com.


