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Chance favors only

the prepared mind.

Louis Pasteur
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1. Patient satisfaction
that drives loyalty and
(rust

2. New patient
acquisition

3. Patient retention

4. Patient profitability
5. Market domination
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Providers face three critical
market changes that will
impact those outcomes:

1. Pay-for-performance
2. A generational shift in
consumetrs

3. Growing competition
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Possibly the Most Important
Rule in Healthcare Reform

1:10:100 Rule
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As a technologically advancing, safety critical
industry, health care has three characteristics

that are constantly introducing new risk and
shifting existing risk:

B Fast paced
B Hypercomplexity
B Tight coupling
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Our Time for Wise Business
Decisions is Shrinking
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Innovation
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4 Closing the Gaps in the Equilibrium /
to Prevent Errors
z
__E'
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7o)

ushing Out With a Safety Zone
to Trap Errors

Innovation
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Most healthcare quality programes fimction in the grey zone
where their systems of control are not sirong enough to mumd-
mize the potential for ermor and their mvestments in quality-
related activities are too high for the refurn on that invest-

High

Ideal balance
of resources
and outcomes

1

Cost of Quality

Quality program that
is proactive enough to
keep the organization in
the change-ready zone

in A resource-wise way

Low

Low Cost of Quality Program High
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