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Scripps Health: Who We Are 
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•  Not-for-profit,	integrated	health	
care	system	in	San	Diego,	California	

•  Founded	in	1924	by	philanthropist	
Ellen	Browning	Scripps	

•  Ranked	among	the	top	15	health	
systems	in	the	naGon	

•  Treat	700,000	paGents	annually	
•  Four	hospitals	on	five	campuses	
•  More	than	3,000	affiliated	

physicians	
•  15,000	employees	
•  $2.9	billion	in	revenue	



Scripps Health: Who We Are 
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What Problem Are We Trying to Solve? 
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•  Successful	by	so	many	
measures,	but	we	know	
there	are	sGll	so	many	
problems	

•  We’re	good	….	How	do	we	
become	great?	

	

	

•  We	keep	solving	the	
same	problems	

•  How	do	we	share	the	
learnings?	

	

	



Our Solution … Value By Design 
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•  Become	ONE	Scripps	in	our	
outcomes	and	processes	

•  Develop	our	people	to	solve	
problems	and	improve	performance	

•  Engage	front	line	experGse	 Value	By	
Design	

Value	Stream	
Improvement		

Management	
System	

Coaching	for	
Development	

2013	 2014	 2015	 2016	 2017	
•  InpaGent	VS	(LJ)	
•  Primary	Care	

Redesign	(Clinics)	

•  Staffing	VS	
•  Pharmacy	VS	
•  OR	VS	

•  InpaGent	VS	(ENC)	
•  Implement	

Management	System	

•  Open	Heart	Surgery	VS	(LJ)	
•  Orthopedics	VS	
•  MDI	in	160	departments	

•  Throughput	VS	(SD)	
•  Home	Health	VS	
•  MDI	sustainment	



How Did We Create Problem Solvers?  

Lean	concepts	helped	transform	the	
work,	people,	place,	and	culture:	
•  Value	Stream	Improvement	
•  Transparency	
•  Standard	Work		
•  Management	System	
•  Stat	Sheets	
•  Coaching	for	Development	
•  Visual	Management	

© 2017 Lean Enterprise Institute. All rights reserved.  
Lean Enterprise Institute and the leaper image are registered trademarks of Lean Enterprise Institute, Inc. 
 

7 



Design the Process – Value Stream 

•  Focus on our biggest, most challenging 
issues 

•  Multidisciplinary, team-based A3 
problem solving 
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Admit	
PaGent	 Care	for	PaGent	 Discharge	

PaGent	

Inpa0ent	Value	Stream	



Engage the Customer – Transparency 

•  Involving patients in value stream events to redesign care delivery 
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•  Involve the whole 
care team 

•  Make the process 
visual 

•  Organize the team’s 
workflow 

•  Standardize language 
to minimize variation 

•  Promote problem 
solving in all team 
members 
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Care	Team	Rounds	

Standard	Work	

Team	Problem	Solving		

Engage the Front Line – Standard Work 



Govern the Process – Management System 

•  Routines to hardwire 
improvements  

•  Spread A3 problem solving 
across the organization  

•  Engage the front line 
•  Align efforts to True North 
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Stat 
Sheets 

Improvement 
Huddles 

Visual 
Management 

Staff 
Generated 
Problem 
Solving 

Tiered 
Coaching 

for 
Develop-

ment 

Leader 
Standard  

Work 

Purposeful 
Gemba 
Walks 

Standard 
 Work 

Rou0nes	for	Managing	Improvement	

Performance 
Review Portfolio 

Review 



Live the Process – Stat Sheets  
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Frontline Supervisor 
connects with Staff on 
the Unit 

Frontline Supervisor 
connects with Unit 
Leader 

Unit Manager connects 
with Senior Leader 

Senior Leader 
connects with VP 



Coach the Process – Coaching for Development 
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Actual 
Condition? 

Obstacle? 

Next 
Step? 

When can 
we Go 

and See? 

Target 
Condition? 

1.	Establish	Coaching	RelaGonship	

2.	Ask	QuesGons	

3.	Conduct	the	Coaching	Cycle	



See the Process – Visual Management 

•  Visual management and team huddles in public 
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Reflections on Leading System-Wide Change 

The power of asking questions 
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¿	

“We have met the enemy [barrier] and he is us.” 
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