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Criteria for Performance Excellence Overview: A Systems Perspective

The performance system consists of the six categories in the center of the figure. These categories define your processes and 
the results you achieve. 

Performance excellence requires strong Leadership and is demonstrated through outstanding Results. Those categories are 
highlighted in the figure.

The word “integration” at the center of the figure shows that all the elements of the system are interrelated.

The center horizontal arrowheads show the critical linkage between the leadership triad (categories 1, 2, and 3) and the 
results triad (categories 5, 6, and 7) and the central relationship between the Leadership and Results categories. 

The center vertical arrowheads point to and from the system foundation, which provides information on and feedback to key 
processes and the organizational environment.
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1. Leadership 
1.1 Senior Leadership 
1.1a Vision, Values, and Mission 
1.1a (1) Vision and Values.  The SDH Leadership System 
(1.1-1) guides senior leaders’ actions through their commit-
ment to the Mission, Vision, and Values (MVV).  The Leader-
ship System provides focus and direction for our primary work 
system of Patient Care Delivery (6.1-2, 6.1a[2]).  Our values 
guide our behaviors and form the foundation for making ethi-
cal decisions.  As a sustainable organization, SDH ensures a 
safe environment for the workforce and our key stakeholders 
through continuous process improvement and inspiring high 
performance (5.1-1).  This approach demonstrates our ability 
to be agile and competitive to meet the continuously changing 
market conditions in health care.  Deployed throughout the 
organization, our core competency – the Sutter Davis Differ-
ence – strengthens our organizational resolve to care for our 
patients, physicians, and each other.   

The MVV for SH are 
set by the SH BOT and 
reviewed annually during 
their strategic planning 
retreat, as illustrated in the 
Strategic Planning Process 
(SPP, 2.1-1). SDH senior 
leadership – the Adminis-
trative Team (A-Team)– 
then reviews the MVV 
along with the strategic 
plan at the annual SDH A-
Team Retreat.  In order to 
ensure team alignment 
with all segments of our 
physician groups, the an-
nual Joint A-Team Retreat 
includes senior leaders of 
the SMG, as well as physi-
cian leaders from the Hos-
pitalist Team, the inde-
pendent emergency de-
partment physicians, 
Communicare, Partnership 
Health Plan, and Yolo 
County Health Depart-
ment.  Alignment of the key customers and stakeholders with 
the organization is critical because this vision sets the context 
for the Strategic Objectives and Goal Summary (2.1-2).   

In addition, the SDH A-Team and Management Team re-
visit and recommit to the SH MVV annually at the Manage-
ment Symposium.  A change was adopted in 2006 when the 
SH BOT added the value of Innovation.  At the 2013 System 
Leadership and Management Symposium, SMT involved the 
management team in identifying Sutter’s cultural attributes. 
The top three included Quality, Customer Service and Ethics. 

We deploy our MVV to all suppliers, other stakeholders, 
and other customers during our initial conversations and ongo-
ing through systematic communication processes (1.1-2, 
2.2a[2]).  An example of these processes includes the VENDOR 
CREDENTIALING SERVICES and the VALUE ANALYSIS TEAM.   

To ensure deployment throughout the organization and 

workforce alignment, a committee of frontline SDH employ-
ees empowered by the A-Team established the SDH STAND-
ARDS OF BEHAVIOR which have been fully integrated into the 
organization and culture.  The focus on measurable, objective 
results aligned by the six PILLARS and SO keeps managers and 
staff focused on the appropriate outcomes associated with ex-
cellent patient care and service to our community. This focus, 
combined with the Sutter Davis Difference, ensures our entire 
workforce is aligned with the MVV of the organization.  Our 
annual All Staff Assembly (5.2a[2]) brings leadership and 
workforce together to renew our focus on the MVV, the PIL-
LARS, the STANDARDS OF BEHAVIOR, and the Sutter Davis 
Difference.  SDH’s new employee orientation, entitled “A 
CULTURE OF CARING” (5.2a[2]), builds a foundation for this 
alignment with all new volunteer and staff members. 

SDH senior leaders demonstrate a personal commitment 
to the organization’s values through specific aligned behaviors 
(P.1-2).  Senior leaders participate in patient rounding (Com-

passion & Caring), in con-
junction with the work-
force to create a culture of 
safety (Teamwork), col-
laborate with physicians to 
ensure effective resource 
utilization (Affordability), 
and achieve outstanding 
clinical quality results 
(Excellence & Quality).  
SDH senior leaders also 
participate in monthly IPC 
meetings to demonstrate 
commitment to the values 
and collaborate with staff 
on ways to attain measured 
success toward the PIL-
LARS and the values.  Sen-
ior leaders’ annual evalua-
tions are based on the tar-
gets set by the SMT and 
applicable PILLAR-focused 
objectives are cascaded to 
the workforce through the 
Performance Management 
System (5.2-1).  

 
1.1a (2) Promoting Legal and Ethical Behavior.  SDH sen-
ior leadership personally promotes an organizational environ-
ment that fosters legal and ethical behavior through our culture 
of caring, which requires consistent accountability.  Honesty 
and integrity are at the core of SH Values (P.1-2).  Accounta-
bility around legal and ethical behavior is achieved through 
the following mechanisms: 1) the Standards of Business Con-
duct, 2) Leadership Standards, and 3) numerous methods for 
open two-way communication (1.1-2).  Senior leaders at SDH 
have established a “zero tolerance” standard for unethical be-
havior that aligns with the STANDARDS OF BEHAVIOR.   

SDH senior leaders read and sign the SH Standards of 
Business Conduct upon hire into the organization, and must 
complete annual online training thereafter.  The Standards of 
Business Conduct outline the resources and guiding principles 

Figure 1.1-1 – SDH Leadership System 
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FROM VISION TO ACTION



การบริหารเชิงกลยุทธ์

Kaplan & Norton



การบริหารเชิงกลยุทธ์
Stage! Tools!

1. DEVELOP THE STRATEGY ! mission, vision, and value statements; 
SWOT analysis; shareholder value 

management; competitive positioning; and 
core competencies!

2. TRANSLATE THE STRATEGY ! strategy maps and balanced scorecards!

3. PLAN OPERATIONS! Quality and process management, 
reengineering, process dashboards, rolling 

forecasts, activity-based costing, resource 
capacity planning, and dynamic budgeting!

4. MONITOR AND LEARN! review internal operational data and 
external data on competitors and the 

business environment!

5. TEST AND ADAPT THE STRATEGY ! assess the strategy, updating it!

Kaplan & Norton
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Category Two – Strategic Planning 
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STRATEGIC PLANNING 
2.1 STRATEGY DEVELOPMENT 
 2.1a(1) One of SMC’s strengths is the ability to 
consistently develop a sound, long-term strategy and create a 
competitive advantage by converting strategic intent into 
value-added action.  Through a defined, systematic planning 
process, SMC actively involves multiple stakeholders to 
develop long-term strategic objectives, as well as short-term 
business options to enable them to meet and exceed the 
evolving expectations of key stakeholders. The Strategic 
Planning Process (SPP) has evolved over a number of years 
from a simple planning framework involving only senior 
leaders, the AEC and the BOT, to the current Strategic and 
Annual Planning Processes involving multiple stakeholders.  
Today, the BOT, the AEC, and the LT are actively involved in 
all steps of the process. Other stakeholders such as physicians, 
workforce, and community are involved in strategy 
development through the collection and evaluation of key 
inputs into the planning process and in strategy deployment 
through the business planning process.   

 The SMC planning process is composed of the SPP that is 
executed every three years and the Annual Planning Process 
(APP) that is performed each year.  Figure 2.1-1 reflects the 
SMC planning processes. The tri-annual SPP starts with Step 
1.1 Assess and Set Strategic Direction that is completed from 
November to February.  In this step, the AEC and BOT 
complete a comprehensive analysis of key factors, Figure 2.1-
2.  The external key factors are used to define potential 
opportunities and threats and internal key factors are used to 
define organizational strengths and weaknesses in a 
comprehensive SWOT analysis. Based upon this 
comprehensive analysis, the BOT and AEC review and, if 
necessary, refine the Mission, Vision, and Values, reaffirm or 
redefine current and needed future core competencies, identify 
potential breakthrough innovations, reaffirm or redefine 
strategic advantages and challenges, align stakeholders around 
the MVV, and work with the entire LT to communicate the 
strategic mission, vision, and values to key stakeholders. 
 

Figure 2.1-1 Strategic, Annual, and Business Planning Processes 
 



การเปลี่ยนแปลงสำคัญที่เกิดขึ้นมีอะไรบ้าง
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สถานการณ์เปลี่ยนแปลงไปหรือไม่



สถานการณ์แข่งขันเป็นอย่างไร



บริบทเชิงกลยุทธ์ของเราเปลี่ยนแปลงไปไหม



ทิศทางองค์กรยังVALID ไหม

Maintain? Adapt? Change?



กลยุทธ์องค์กรยังVALID ไหม

Maintain?

Adapt?

Change?



ขีดความสามารถขององค์กรยังเพียงพอไหม

Maintain?

Adapt?

Change?



ต้องมี TRANSFORMATIONAL CHANGE ไหม

A shift in the business culture of an organization 
resulting from a change in the underlying strategy and 
processes that the organization has used in the past. A 
transformational change is designed to be 
organization-wide and is enacted over a period of time





WORK SYSTEM ยัง VALID ไหม



Work System Design



ORGANIZATION STRUCTURE  ยัง VALID  ไหม

Maintain?

Adapt?

Change?



สรุป: เราจำเป็นต้องมี CHANGE INITIATIVE อะไรบ้าง

Structure

Culture

System

Process

WF Capacity

Technology WF Development

Innovation



จากผลงานที่ผ่านมาทำให้ PROJECTION 
ของเราเปลี่ยนแปลงไปอย่างไร 
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