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Disclosure of Financial Relationships

Vizient, Inc., Jointly Accredited for Interprofessional Continuing Education, defines 
companies to be ineligible as those whose primary business is producing, 
marketing, selling, re-selling, or distributing healthcare products used by or on 
patients.

An individual is considered to have a relevant financial relationship if the 
educational content an individual can control is related to the business lines or 
products of the ineligible company.

No one in a position to control the content of this educational activity has relevant 
financial relationships with ineligible companies.



Learning Objectives

• Discuss high-reliability principles in the context of digital visual 
management systems.

• Describe transparency in problem-solving as a method of issue 
resolution.
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The Queen’s Health System

1859 – Queen 
Emma and King 
Kamehameha IV 
founded a hospital 
to address foreign-
borne epidemics 
and infectious 
disease

1985 – The 
Queen’s Health 
System was 
organized adding 
services on the 
Big Island 
Molokai 2014 -

Queen's 
West Oahu 
opens

2021 –
Journey 
to High 
Reliability 
Begins

2024 –
Impact to 
Date



Key Components of Our Digital Management System

Daily Huddles

Communication

Engagement

Data

Closed Loop Problem Solving

Learning Together

Standard Work

Native Hawaiian Health and History



Our Process

WellnessImprovementHuddlesCommunity

A Cultural Foundation and Platform (not technical)



Patient Interactions
8+ million

Hospitals
53

Credentialed Provide rs
16,000+

Team Members
95,000+

Post-Acute Sites
27+

Ambulatory Sites
100+ 480K+

Discharges Annually



Clinical Workforce and HRO Unit Culture

Everyone has a voice. Empowered teams that 
together identify, fix, and 

share defects.

Technology that helps capture 
ideas, amplify voice and promote 

closed-loop communication.



2018 2019 202220212020 2023 20242017

Idea

Socializing idea

21 acute work 
center Pilot
(Three  waves)

March:
40 Incident Command 
Center Boards
December:
105 acute work centers
(One 20-week wave)

113 work centers
(Two waves)

Leadership Safety 
Boards

123 work centers
Acute, Medical 
Offices and 
Ambulatory

121 work centers
AH self-reliant

120 work 
centers

MedStaff Pilot

COVID

HRO Program Timeline



604 Work Centers
Nursing

Ancillary

Ambulatory

Med Staff

Leadership Safety

Other

363

138

37

10

46

10

5

20

33

51

5

490

AdventHealth Program Footprint



CAPTURE  TEAM MEMBER VOICE SHARE LEARNINGS

VOICE 
AMPLIFICATION 

AND 
CLOSED LOOP 

COMMUNICATION



Queens Lessons Learned

• Leadership drives culture – culture drives metrics.
• Never take culture for granted – tend to it every day.
• Wellness is the result of an environment that is safe and values the 

voice and growth of each team member.
• Digitally enabled management systems are an important tool that can 

accelerate high reliability across an organization – but they are just 
tools that must fit in the larger framework.



Queens Key Takeaways

• Embrace the journey to high reliability, commit to it for the long term, 
consistently discuss and utilize the framework (skills, activities, and 
behaviors).

• To achieve high reliability, it is crucial to integrate the framework into 
daily work.

• Recruit local champions who will passionately embrace, take 
ownership of, and drive the work forward.

• Leadership culture and engagement is a critical foundation.
• Provide an environment of psychological safety.
• Find the right tools that help you achieve your goals.



AdventHealth Lessons Learned

• Start with senior leadership
• Having a “Playbook” is essential
• Describing ROI is not easy
• Don’t go into a unit that is not ready
• Building internal expertise takes 1-2 years
• Local ownership and facilitators are key
• Structured High Reliability Huddles are required
• Uniformly structured management system layouts improve 

aggregation of information



AdventHealth Key Takeaways

• High Reliability Culture change takes time.
• Executive leaders first, and then all levels of leadership must buy in 

and participate in the work.
• Structured High Reliability Huddles are essential.
• A digital visual management system is a critically important tool in 

capturing and amplifying voices and closed-loop communication.



Questions?

Contact:
Todd L Allen, MD, toallen@queens.org 
Mary Bedell, mbedell@queens.org 
Jeffrey Kuhlman, Jeffrey.Kuhlman@adventhealth.com 
David George, david.george@adventhealth.com 

mailto:toallen@queens.org
mailto:mbedell@queens.org
mailto:Jeffrey.Kuhlman@adventhealth.com
mailto:david.george@adventhealth.com
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