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Session Objectives

•Share stories about the Patient 
Experience

•Describe process and behavior 
improvement methods

• Indentify concepts to use in your 
organization
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Virginia Mason Medical Center
• An integrated health care system
• 501(c)3 not-for-profit
• 336-bed hospital on downtown campus
• Eight locations (main campus and regional 

centers)
• 450 physicians
• Over 5,000 employees
• Graduate Medical Education Program
• Research Institute
• Foundation



Our Strategic Plan
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Our Work…
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©2011 Virginia Mason Medical Center

The Patient is Always First
• Value is defined by 

the Patient
• Improvement 

priorities are based 
on the Patient 
Experience

• Integration of 
Safety, Quality and 
Service
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Hospital Patient Satisfaction Results
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“If you are dreaming about it…
you can do it.”

Sensei Chihiro Nakao



Hospital Improvement
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New Management Method: 
The Virginia Mason Production System

We adopted the Toyota Production System philosophies and 
practices and applied them to health care that produce:

• Customer first

• Highest quality

• Obsession with safety

• Highest staff satisfaction

• A successful economic 

enterprise
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Tools of VMPS
Spaghetti chart Time observation form

Percent Load Chart Standard Work Combination Sheet



Stopping the Line

© 2011 Virginia Mason Medical Center.  All Rights Reserved.  Any further use or distribution of these materials is prohibited.

13



Striving for the 
Perfect Patient Experience

• Listening to the 
Patient’s Voice 

• Process Accuracy 
and Consistency –
Standards in Care 
and Service 

• Focus on 
competency and 
accountability 

14



Questions?
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