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Learning Objectives
• Describe how vertical alignment of goals and initiatives from the unit level drives 

organizational improvement.
• Explain how to engage senior leadership in unit-level performance to enhance 

staff engagement and performance improvement.
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NYU Langone Health by the Numbers



Our HRO Journey … Is Our Journey to Exceptionalism

2016
HRO Training

started

2019
Unit Scorecards and 

Weekly HRO message

2019
Establishment of Inpatient 
Management Committee

2019
EXPRT taskforce

launched

2020
Initiation of weekly 

Hospital Operations call

2015
Daily Safety Brief (DSB)

2021
Unit operational support 
and tracking of needs

2016
Virtual Patient Safety 

(VPS)

2008
Lean training and rapid 

improvement events 
introduced

2012
EHR go-live to 

optimize workflows 
and enhance quality



Serious Safety Event Rate (SSER) in 2018

• Serious Safety Events require:
‒ Deviation from generally accepted practice or process
‒ Harm that reaches the patient
‒ Causes severe harm or death

• SSER tracking considered best practice for HRO hospitals



Vertical Goal Alignment

Unit 
performance 
drives system 

targets

System Targets set annually for system

Department Department-specific targets adjusted for risk / acuity

Unit Unit-specific targets derived from patient population



Interdisciplinary Leadership Support

Daily Collaboration

Team Engagement in Initiatives

Horizontal Initiative Alignment

Daily Continuous unit-based initiative work

Weekly Unit leadership facilitates HRO Unit Huddles 
utilizing HRO Scorecard and HRO Script

Monthly  
Unit leaders are grouped by Departments to align 

initiatives and best practices (Core meetings)

Quarterly
Unit leaders present HRO Scorecards to Senior 
Leadership and receive coaching/feedback at 

Inpatient Management Committee (IMC)

Best Practices Aligned Across Similar Units
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Inpatient Management Committee
Standing Committee Members: 

‒ Chief of Hospital Operations
‒ Chief Nursing Officer
‒ Chief Medical Officer
‒ Chief Quality Officer
‒ Hospital Epidemiologist
‒ Sr. Director of Nursing Quality
‒ Sr. Director of Patient 

Experience
‒ Sr. Director of Social Work
‒ Director of Care Management 
‒ Information Technology 

Leadership

On Rotating Basis (Quarterly
Every Unit: 

‒ Presenters:
o Nurse Manager
o Medical Director

‒ Supportive Leadership
o Department Chair
o Service Chief
o VP of Hospital 

Operations
o Sr. Director of Nursing

Format
‒ Committee meets every 2 

weeks
‒ Units scheduled to present 

quarterly
‒ 10 Min presentation per Unit
‒ 5 Minutes discussion per Unit
‒ Follow up throughout quarter



HRO Scorecard

Metrics

Initiatives

Operational Updates

Leadership



HRO Script Name Game

Weekly Message

Operational Updates

Review Metrics / 
Initiatives

Opportunities / Issue 
Management

Recognition



Our HRO pursuit to “First, Do No Harm”

Serious Safety Event Rate – January 2018 to June 2022



Lessons Learned

• System goals built on unit or service level performance
• Leadership support is essential
• Standardize thoughtfully
• Issue resolution is essential to maintain engagement



Key Takeaways
• System-wide improvement achieved through unit-level performance
• Cadence and routine supports vertical alignment of goals, initiatives and outcomes

‒ Daily engagement with initiatives
‒ Weekly review of performance metrics
‒ Monthly alignment between units
‒ Quarterly (or more frequent) engagement with Sr. Leadership
‒ Annual reevaluation of targets

• HRO culture essential for continuous improvement and transparent communication
• Maintaining HRO structure requires ongoing commitment and resource allocation



Questions?

Contact:
Ilseung Cho, MD, MSc, Ilseung.cho@nyulangone.org
Julia Gardner, MBA, RN, Julia.gardner@nyulangone.org

mailto:Ilseung.cho@nyulangone.org
mailto:Julia.gardner@nyulangone.org

	Slide Number 1
	Vertical and Horizontal Alignment Drive HRO Success 
	Disclosure of Financial Relationships
	Learning Objectives
	Vertical and Horizontal Alignment Drive HRO Success 
	NYU Langone Health by the Numbers
	Our HRO Journey … Is Our Journey to Exceptionalism
	Serious Safety Event Rate (SSER) in 2018
	Vertical Goal Alignment
	Horizontal Initiative Alignment
	Inpatient Management Committee
	HRO Scorecard
	HRO Script
	Our HRO pursuit to “First, Do No Harm”
	Lessons Learned
	Key Takeaways
	Questions?

