
May 2007 November/December 2017 

By Keith Page, 
President & CEO 
Anderson Hospital 
 
On behalf of the Board of 

Trustees and 

Administration, I would 

like to congratulate staff 

on your impressive 

performance in 2017 

regarding the hospital’s 

HCAHPS scores.   
 
The organization set an objective of moving the 

hospital scores above the 50th percentile in 5 of 7 

categories for the period March through November 

of 2017.  (See HCAHPS Dashboard on Page 2). 

 

There are many reasons this has occurred including 

the focus on customer service education in the 

“Clueless/Right Stuff” movie developed by staff and 

physicians, the Patient Experience Team’s focus on 

the individual elements of AIDET throughout the 

year but most important, was the engagement of all 

staff.  Physician offices also participated by 

communicating and interacting with our patients in a 

way that reflects the exceptional experience that the 

organization desires to achieve with each patient 

encounter.  All of these efforts are not simple or easy 

and requires continuous focus and commitment! 
 
 
To recognize these exceptional efforts and results, 

the Board has approved an HCAHPS performance 

bonus for staff.  The bonus amounts before taxes will 

be: 
$150.00 for full-time employees 

 
 $125.00 for part-time employees 
 
 $100.00 for PRN employees 
    
 
Checks will be distributed on Thursday, December 

7th.  To be eligible, an Anderson Hospital, Maryville 

Imaging or Anderson Medical Group employee must 

have completed the 90-day probationary period by 

December 1, 2017 and remain employed on 

December 7, 2017. 
 
This is not the end of the organization’s patient 

satisfaction journey.  There will be even more 

aggressive objectives established for 2018 but with 

your commitment, we can continue to raise our 

patient experience to further recognize Anderson’s 

exceptional services. 
 

You have exceeded this objective 

by pushing the year-to-date 

scores above the 50th percentile 

in all categories! 
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By Michelle Ward 
Administrative Director 
Performance 

Improvement 
 
The Joint Commission is 

an accrediting body that 

visits hospitals 

“unannounced” at a 

minimum of every 39 months.  The purpose of the 

visit is to survey the hospital and evaluate its 

compliance with quality and safety standards set by 

both The Joint Commission and CMS.    Anderson 

Hospital was surprised by a visit on the morning of 

October 17th.  There were a total of five surveyors 

from The Joint Commission who visited almost 

every area of our facilities over the four day visit.  

The activity during the visit is mostly spent “tracing” 

patients.  A tracer is known as a method of following 

the flow of the patient throughout the organization.  

During the tracer, surveyors are looking for 

compliance with documentation (was the H&P  

performed before surgery, did the physician 

document the discussion of the informed consent, 

was the order followed as it was written), safety (are 

medications stored properly, is proper hand hygiene 

followed, are hallways clear of clutter) and quality 

(is data collected and analyzed, are actions put into 

place for broken processes, are leaders involved). 

The surveyors advised that an average hospital has 

between 30-40 findings during a survey and 70% of 

hospitals receive a “conditional” finding which 

requires a revisit. Anderson Hospital is proud to 

announce that our final report  noted we scored 

better than the average hospital during our survey.  

And Anderson ranked in the top 30% of hospital’s 

that did not receive a “conditional” finding.    The 

surveyors were also very complimentary of our staff 

and providers.  They commented on the many 

smiling faces they encountered and noted that 

Anderson has created a culture where staff wants to 

come to work as they feel like it is family. Anderson Hospital scored better 

than the average hospital during our 

survey.  And Anderson ranked in the 

top 30% of hospital’s that did not 

receive a “conditional” finding.     

Surveyors 

complimented our 

staff and 

providers, noting 

we have a culture 

of dedication.  
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By Katie Ward 
Lean Facilitator 

 
What has Lean 

accomplished? 
Anderson Hospital began a 

Lean journey in 2011 and 

since that time the 

organization has 

accomplished 15 Kaizen 

events, hundreds of A3 & 

5S projects, and a 3P event that redesigned a service 

line. The organization continues on the Operational 

Huddle Board (Lean Daily Management) journey 

that includes fifteen departments who participate in 

standardized huddles that focus on safety, patient 

concerns, and equipment needs. The Operational 

Huddle Board process is guiding the organization 

towards becoming a High Reliability Organization 

or what the Agency for Healthcare Research and 

Quality describe as a state of “persistent 

mindfulness” towards the delivery of safe care.  

What 2017 projects utilized Lean methodology? 
Process improvement events have occurred 

throughout the organization from Food & Nutrition, 

Laboratory, Cardiopulmonary, Chest Pain Center, 

Emergency, Patient Financial Services, Revenue, 

Surgical Services, Cancer Center, Biomed, OB, 

Center for Advanced Orthopedics, Radiology, 

Respiratory, Nursing Leadership, Housekeeping, 

HIM, Patient Access, and Care Coordination. 
 
What makes Lean possible? 
The front-line staff identifying waste and speaking 

up for our patients is the most important determinant 

of a successful Lean program. Lean is not possible 

without front-line staff participation. Organizational 

leaders are humble enough to admit that leadership 

does not have all the answers. The organization 

understands that front-line staff is the experts on our 

processes.  
In addition, Health Technology is such an integral 

part of our organization that without it, process 

improvement would be difficult. IT has supported 
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process improvement by building 

databases and reports to give 

department’s better understanding of 

turn-around times and workflow. 

Without accurate data, good decisions 

cannot be made. The Maintenance 

department has supported lean projects 

by moving shelving to improve staff 

safety and relocating outlets to 

minimize the human factor of damaging 

our computer plug-ins.  The Process 

Improvement department assists staff 

and leaders with developing situational 

awareness of processes. Process 

Improvement staff can easily access 

data to quantify problems. While the 

Lean Facilitator can provide assistance with workflow 

modeling, Root Cause Analysis, and Failure Modes 

Effects & Analysis techniques that allow good 

decision making.  
Finally, the Directors & Administrative Directors 

make lean possible by listening to our front line staff 

and supporting our efforts. Barriers are removed to 

make things better for patients and staff. These actions 

relay a message that Anderson Hospital is willing to 

change.  
 
What have we learned? 
In 2017, through process improvement events we have 

learned the complexity of our problems and how 

important it is to work as a system. As a result, the 

organization understands the importance of continuing 

on our Operational Huddle Board (Lean Daily 

Management) journey. The emphasis is to think about 

our current condition, envision a target condition that 

delivers what the patient wants, and understand the 

barriers that prevent us from attaining our goal. The 

organization is developing a dependency on better 

metrics that quantify our business processes and 

allows our staff and leaders to make better informed 

decisions for performance improvement. Most 

importantly, displaying perseverance by believing that 

no problem is unsolvable and that continuous 

improvement is not a destination! 
 
What about 2018? 
 In 2018, the Lean program will continue to 

support departments on beginning or continuing the 

Operational Huddle board (Lean Daily Management) 

journey. Process improvement efforts in the spring of 

2018 will include a focus on the Housekeeping and 

Emergency Departments. Community Hospital of 

Staunton will be introduced to Lean concepts and 

consider uniting with us on our journey. Lastly, the 

lean program can assist the IT department on 

providing workflow modeling in anticipation of the 

Meditech update. 
 In summary, the organization is on a journey 

and while it may feel slow, reflecting back on all of 

the small incremental changes have led to big gains. 

The front-line staff have made these efforts possible 

by identifying waste and speaking up for our patients. 

Building a system to communicate the organizational 

strategy will provides us the best ability to remain 

competitive. The momentum of the lean program 

starts with each one of us and the commitment to keep 

things going.  
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One of the most admirable aspects of our Anderson 

Healthcare family is how wonderfully generous it is! 

Whether it’s donating to food or clothing drives, 

helping co-workers through a crisis, or giving to 

victims of natural disasters, our staff members never 

cease to give.  
 
Our annual “Secret Santa” project is no different.  

Over the years we’ve had the privilege to make 

Christmas a little brighter for local families in need.  

Making that happen has been the job of “Head Elf” 

Amy Gruelke and her fellow “elves” in Case 

Management.   None of these families would benefit 

without their continued dedication to this project… 

or yours!   Join us this year as a “Secret Santa” to 

make the season bright for these three families: 
 
Family #1 
7 year old boy 
 Size 14/16 in shirts 
 Size 10-12 Husky pants 
 Size 6 boys shoes 
 XXL or size 18 in underwear 
 This child could really use pants, 

shoes, socks and a winter coat 

and gloves 
 Some things he likes: Dinosaurs, 

Pokemon, Monster Trucks, 

Hotwheels, arts/crafts, Legos 
 
12 year old girl 
 Size XL in womens/juniors shirts 
 Size 15 in Juniors pants/jeans 
 Size 7 underwear 
 Size 8 shoes 
 This child could really use pants, 

shoes, winter coat and gloves 

Some things she likes: Horses, Legos, stuffed 

animals, art painting Barbies, music, nail polish and 

hair accessories, body spray and lotions. 
Mom in this family could use pants (size 26), shoes 

(size 9), socks, winter coat or heavy jacket (size 

26/28). 
 
Family #2 
8 year old boy 
 Size 10 pants and shirts 
 Size 3 ½ in shoes 
 He likes Paw Patrol, Legos, Sponge Bob. He 

would  like any kind of toys appropriate for an 8 

year old. 
 
Mom in this family did not ask for anything for 

herself. 
 
Family #3 
4 year old girl 
 Size 4t-6t clothes 
 Size 10 shoes (has narrow feet) 
 Coat size 4t-5t 
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 Needs socks, underwear (size 4t) and pajamas 
 Likes dresses/skirts and leggings 
 Favorite color is Blue 
 Likes Elsa from Frozen, Minnie mouse, Barbie, 

dress up clothes, and other “girly” things 
 Also likes everything that her older sister has  
 
6 year old girl 
 Size 7/8 clothes 
 Size 1 shoes 
 Coat size 7/7x 
 Needs shirts (likes sparkles and designs), socks, 

underwear (size 8) and pajamas 
 Likes dresses/skirts and leggings 
 Likes Num Nom toys, Shopkins toys, Play Doh 

kits (with tools to create things), crafts, jewelry 

and other “girly” things 
Family/Parents 
This family could use a set of pots and pans, dish 

clothes/towels, oven mitts for kitchen.  Shower 

curtain rug and trashcan for bathroom.  Ironing 

board.  They have a queen size bed and the girls 

have twin size beds.  
Mom and dad would also like house coats (mom size 

Medium-Large and dad size XL).  
Mom could use house shoes (wears shoe size 10).   
Dad is size XL in shirts 
Dad also needs coat size XXL 
 
All of the families have a connection to Anderson 

Hospital (employee, family of employee, etc.).  As 

always, donations of gift cards or cash are 

accepted.  All cash donations will be converted to 

gift cards for food, gas, etc.   Items can be dropped 

off at the Care Coordination office on the 3rd floor 

of Hospital 2, 8am-4pm.  You can also email/call 

Amy Grulke to arrange another time to drop 

off.  Items will be collected until Monday, December 

11.  

Fighting cancer is hard enough.  Finding clothes 

that FIT during the fight can be hard, too.  Many 

patients' weight fluctuates greatly during 

treatments... causing weight loss and even weight 

gain. 
Since this can be a temporary obstacle for patients, 

having a free alternative to clothing options is 

greatly appreciated.   Kelly Page, a weekly 

volunteer at the Warren Billhartz Cancer Center, 

saw the need and headed up an effort that included 

a hugely successful clothing drive followed by a 

free “shopping” day for patients.    
The clothing drive was held from October 30 – 

November 13 with the shopping event taking place 

on November 15.  It was a great success and 

resulted in the addition of a “clothing closet” at the 

cancer center for patients to use in the future! 
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TheBANK of Edwardsville presented the Anderson Hospital Foundation 

with a check for $25,000 on Thursday, Oct. 26, to go towards the 

Foundation’s Private Room Campaign. Unveiled in 2016, the state-of-
the-art private rooms include Wi-Fi access, convertible couches which 

flip into beds for added comfort for family members staying with their loved one overnight, and additional 

storage options for the patient as well as their guests.  Rooms were thoughtfully created to include space for 

both visitors and staff, and allow for accessibility of required technology for care and patient safety 

equipment. Pictured, in front from left, are Anderson Hospital Foundation Planned Giving Manager Amy 

Roller, Director of Medical/Surgical/TRC Sandy Riley, Nurse Manager/2nd Medical Tracie Sussenbach, 

TheBANK of Edwardsville VP/Investment Officer Darren Wright, SVP/Chief Credit Officer Paul Millard and 

VP/Retirement Plans Kevin Doak. In back, from left, are Anderson Hospital Vice President of Finance/CFO 

Mike Marshall, President and CEO Keith Page and Co-Chair of the Anderson Hospital Foundation Jason 

Weiss. 



Page 9 

 HEALTHCARE PARTNER NEWS 

The Anderson Hospital Foundation is 

pleased to announce the addition of Ed 

Mullins to the board.  The nine-member 

Foundation Board provides leadership for 

carrying out the Foundation’s mission: to 

support and promote Anderson Hospital as it provides exceptional healthcare 

services for the communities it serves.   
Ed Mullins is the Chief Executive Officer and Executive Vice President of 

Prairie Farms.  He has been with Prairie Farms for over 37 years.  He also 

currently serves on the Missouri Grocers Board of Directors and is an officer of 

the Prairie Farms Dairy Board of Directors, International Dairy Foods 

Association (Executive Committee), and the Board of Milk Industry Foundation.  
Ed and his wife Carla are Edwardsville residents and have two children, three 

grandchildren, and five great-grandchildren.   
“I am excited to welcome Ed to the Foundation Board,” says Keith Page, 

President and CEO of Anderson Hospital. “Ed brings great community 

knowledge, a belief in Anderson Hospital and the desire to envision an ambitious 

future for the Foundation to meet Anderson Hospital’s growing needs.” 
 
About the Foundation: 
In an effort to recognize Anderson Hospital as a charitable organization within 

our community, the Anderson Hospital Foundation was established in 2011. 
The Anderson Hospital Foundation enables longevity of a donor gift and offers 

donor opportunities such as endowments, planned giving, charitable gift 

annuities, grants, memorials, bequests, naming rights, annual campaigns, and 

future capital campaigns.  A governing Board of Directors focuses solely on 

contributions, prospecting and obtaining new donors, while making certain 

sound planning investments are made for the foundation, all creating an increase 

of income revenue for the hospital.  The Board consists of:  Dr. Max Eakin, Co-
Chair, Jason Weiss, Co-Chair, Keith Page, Vice-Chair, Mark Shashek, Secretary, 

Michael Marshall, Treasurer, Mary Allan, Director, Dr. Thomas Hill, Director, 

Ed Mullins, Director, Joan O'Saben, Director, Lendell Phelps, Director, and 

Barry Wilson, Director. 
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