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Welcome
The Hon. John McDermid

Vice Chair, Central West LHIN Board of Directors



ñPatient-centred care, patient engagement, and improving 

patient experience are not new concepts. 

What is new is that we are learning how the time-tested 

basics of engaging, respecting, understanding, and caring 

for our patients can also be critical ingredients in the 

success and sustainability of complex, contemporary health 

systems.

Organizations that are improving the patient experience are 

also making strides in other critical areas such as quality, 

safety, efficiency, productivity, and financial results.ò

** Back to the future: Patient experience and the link 

to quality, safety, and financial performance
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The Evidence-Based LeadershipSM Model

Gerry Merkley
Director, Central West LHIN Board of Directors



A patients experience... 

Mary Ellen McBride
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Please click on image to view video.

https://www.youtube.com/watch?v=5XXVcOHBFMo
https://www.youtube.com/watch?v=5XXVcOHBFMo


Mitch Hagins

General Manager

Bonnie Cochrane RN, MSc 

Director Partner Development 

and Coach 
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www.studergroup.ca

http://www.studergroup.ca/
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Central West LHIN

Mitch Hagins,  General Manager & Coach

Bonnie S. Cochrane, Director Partner Development & Coach

April 26, 2016

Creating A Culture of High Performance
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Mission

ÅTo improve access to and the quality of, health services for residents of 

the Central West LHIN, through strengthened integration and 

coordination of health services.

Vision

ÅTo create a health care system that helps people stay healthy, delivers 

good care when people need it and, will be there for our children 

and grandchildren. 

Values

ÅPerson-centred

ÅTransparency

ÅIntegrity

ÅStewardship

Mission, Vision & Values
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Mission

ÅTo make healthcare a better place for employees to work, physicians 

to practice medicine, and patients to receive care.

Vision  

ÅTo be the intellectual resource for healthcare professionals, combining 

passion with prescriptive actions and tools, to drive outcomes and 

maximize the human potential within each organization and 

healthcare as a whole.

Values

ÅTeamwork, Respect, Integrity, Generosity, Learning, Measurable 

Achievement

We Are Studer Group

13



Copyright © 2015 Studer Group. Please do not quote or disseminate without Studer Group authorization

What We Do Awards

ÅAccountability and Execution 

Experts; Coach versus Consult

ÅApply evidence-based tactics to 

achieve and sustain exceptional 

clinical, operational, and 

financial outcomes; Develop 

web-based software solutions for 

operational alignment and 

process efficiency

ÅProvide a wealth of educational 

resourcesðincluding books, 

training videos, webinars, and 

institutes

ÅReceived the 2010 Malcolm 

Baldrige Presidential Quality 

Award

About Studer Group

By The Numbers

ÅWorks with hundreds of 

healthcare organizations 

worldwide; Currently 20 

engagements in Canada

ÅEmploys over 80 professional 

coaches and 40 speakers
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Culture: Our Expertise 

BUILD SKILLS

Å Educational 

Conferences

Å Speakers

Å Books

Å Videos

Å Online learning

TRAINING

GET RESULTS

Fast improvement 

on a key 

organizational 

metric, e.g. patient 

experience, 

employee & 

physician 

engagement, ED 

turnaround

IMPROVEMENT

CHANGE

CULTURE

Comprehensive 

organizational 

transformation 

through expert 

coaching to 

hardwire 

evidence-based 

practices across 

the board

TRANSFORMATION

15



Copyright © 2015 Studer Group. Please do not quote or disseminate without Studer Group authorization

Healthcare Flywheel®
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Organizations Coached by Studer Group 

Consistently Outperform in Patient Experience
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Organizations Coached by Studer Group 

Outpace in Patient Experience Improvements
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Highlighting Studer Group Partner Results

Average Improvements in Experience Since 2007
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LEADER EVALUATION
Implement an organization-wide

leadership evaluation system to

hardwire objective accountability

LEADER DEVELOPMENT
Create process to assist leaders in

developing skills and leadership

competencies necessary to attain

desired results

Rev 4.8.11

Execution Framework: Evidence-Based LeadershipSM

MUST HAVES®

Rounding for Outcomes, Thank You 

Notes, Employee Selection, Pre and 

Post Phone Calls, Key Words at Key 

Times and AIDET® with Promise

PERFORMANCE GAP
Re-recruit high and middle performers 

Move low performers up or out

STANDARDIZATION
LEADS Framework, Standard Meeting 

Agendas, Communication Boards, Town 

Hall Meetings, Lean, CQI, Monthly 

Supervisory Agenda

ACCELERATORS
Leader Evaluation Manager®

Validation Matrix
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