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AGENDA

Creating a Culture of Accountability
People - Leadership & Change 
Process - Tools & Frameworks
Outcomes - Value-Based Care 
Patient Care Equity & Healthy Living  



Global 
Accountability 

Workplace 
Study 

Leaders
Spend 
Time:

Strategy 74%  
Culture 26%  



Yet 92% Say 
Culture Has 

Greater Impact on 
Achieving 
Business 

Outcomes



Why do leaders spend more time
and resources on strategy than culture?



What are key challenges 
in creating a Culture of Accountability
that delivers value-based quality care?



The GAP
Safety & Quality of Care 

What is vs. Should be

Key Elements:   
Efficiency 

Effectiveness
Safety

Timeliness
Patient-Centered

Equity



Wait & 
See

Just Tell Me

What To Do  

Not My 
Job 

Deny 
Ignore

Finger 
Pointing

Cover 
Your Tail

BLAME GAME





Preference

Coordinate

Educate
Comfort

&

Support

Involve

Transition

Access

PICKER’S
Patient 
Care  
Model  



Steps to Accountability

SEE IT

Feedback

Seeking 

OWN IT 

Psychological 

Ownership

SOLVE IT 

Solution 

Finding

DO IT

Taking 

Positive 
Action



Steps to Accountability

SEE IT

Obtaining 
perspective of 
others; patients, 
family members, and 
fellow care givers, 
being open in my 
communication, 
asking for and 
offering feedback, 
and hearing the hard 
things so I openly see 
the reality of the 
situation.

OWN IT 

Being personally 
invested, learning 
from both successes 
and failures, aligning 
my patient care work 
with the 
organizational care 
model and desired 
patient experience 
results, and acting 
on feedback I 
received. 

SOLVE IT 

Constantly asking 
“what else can I do?” 
overcoming cross-
functional 
boundaries, 
creatively dealing 
with obstacles, and 
taking the necessary 
and appropriate 
risks.

DO IT

Doing the things I say 
I’ll do focusing on the 
top priorities, staying 
Above the Line not 
blaming others and 
sustaining an 
environment of trust.



How do you change culture?



What are the barriers to culture change?



Results-Focused
Clear Goals | Feedback | Storytelling



Multi-
Source Data

Accountability 

Service 
Consultation 

& Tools

Service 
Values & 

Behaviors

Education 
& Training 

Monitor 

& Control

Recognition 
& Reward

Mayo
Model

Improving
Service 
Quality 



Practice 
Performance 

& 

Behaviors 

Scorecard 
Metrics

Patient  
Experience  
Feedback  

Loop

Clinical 
Practice

Department 
Chairs & 

Administrators

Mayo 
Service 
Quality

Loop







30%



10%

30%





Social Determinants of Health Factors
(Health-related social needs)



Results Pyramid



Address Determinants of Health 
Reduce Costs and Emergency Room Utilization  





Providing services and education where 
community members shop, eat, pray or 
convene can expand the safety net and 
address gaps in care. It also is critical in 
fostering trust between health care 
organizations and the communities they serve.

Address Gaps in Care



Additional Resources and Successes 

Predictive Models to 
Design Interventions

Deloitte 
Research

CHNA - Community Health 
Needs Assessment

Surgeon General
Prevention 

Strategy



Accountability is a Personal Choice
Culture is the Inspiration 
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