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Qur Mission

To improve the health of our Nation’s Veterans by
providing creative pharmaceutical solutions
to global clinical research.




Qur Business

Pharmaceutical expertise: ' e
» Study design/protocol . .
* Investigational drugs
 Packaging and
distributing to study sites
* Patient safety
 Regulatory compliance—FDA
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Landmark Clinical Trials

‘ An Aspirin a Day...

Robotics Help

Stroke Victims Parkinson’s
Research

Clinica Triaws
Neas: Using
Robots to
Feguin Grourd
Aftxr » Srobe




VA CSP Clinical Research
Pharmacy Coordinating Center

 FDA Registered Facility
« |SO 9001:2008 and 15378
« Commitment to Quality
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Measurement, Analysis, and Knowledge Management




Baldrige Framework + Seven
Tenants = Synergy

Baldrige Catagories

« | —Leadership

« _ — Strategic Planning
e 5 —Customer Focus
4 —Measurement, Analysis

& Knowledge Mgmt.
— Workforce Focus
e / —=Results

MBQ




Both Baldrige PE Framework &
APQC Seven Plillars Provide:

« Systems Perspective

— Leadership focus on strategy, customers,
stakeholders.

— Central relationship between leadership and
results.

— Define processes and drive performance
results.

— Measurement, analysis, and knowledge
management support performance
Improvement.



Key Decisions & Milestones
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PCC Measures & Initiatives:
A Five-Year Plan

2011-2012 focus
* Committee ownership of measures

*January 2009 * Further develop Vital Signs
Strategic Planning * Further develop benchmarks
Conference * Build consistency and competency in data analysis
Measures Day * Continued HI development: leading & lagging indicators, To
thresholds and action levels defined.
*August 2909 . * New: .cycle time, FTE /study, sites/FTE & Green Team infinity
Measures integration * Ongoing: Dashboard V2
conference - -, | *Shared Data I and
* Use of ERP financial data in measures :
*Revised T € beyo nd!
Dashboard _ o

S W I I —

2009 2010 2011 2012 2013 2014

*January 2010
oeie Tannihs Sont Use ofsrzzzzzﬁgsdiflo;:;sl;ing

Measures Day Plus = = . T T ,.. )
2010 focus Sy oy business decisions & driving \

performance excellence! o _d

Au ] Al 2] A ]

* Committee measures

* CMC use of Vital Signs

* New measures: cycle time
* Dashboard Improved

» Shared Data for Measures

Natianal
CSP 7
ABQ



Systems Integration — Dashboard
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Center Balanced Scorecard Health Indicators
CUSTOMERS: Develop & maintain mutually beneficial customer relationships

Fiscal Year Reporting Periods (unless noted as CY for calendar year)
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CSP ABQ: Health Indicators

Data as of February 15, 2012 7:50 PM

CONFIDENTIAL: Internal Use Only
Legend
— Sl resulls
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FINANCIAL: Increase funding

Center Budget
$M

VA
czmm EM
—s—Total

20 0

B EuR]
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o Budget
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Leveraged Funding
Extramural/VA Funding

. RN

07 08 0@ 10 1"

20

0.0

[Under Dev.] FY10 FY 11

Units Shipped (K) 105.97 124.04

CONFIDENTIAL: For internal use only - VersiGo\Bdcuments and Settings\vhaabaswansk\Desktop\HealthIndicators. xisx




Center
Measures

Functional
Group
Measures

Study Team
Matrix

Individual
Members
Measures

mﬁBQ

Measures Framework

Health Indicators (HISs)

Reviewed by CEC / Dashboard

Vital Signs

Align to HIs / Reviewed by Sections

) 4

Study Team Measures

Align to His / Rev. by Study Teams

Individual Measures

Align to His/Reviewed by Individual
and Supervisor

«—

«—

Defined as:

High level Center measure,
used to make Center decisions
Example: Mean internal customer
satisfaction

+

"

Functional Gp

Measures

Do not align to His/Reviewed by
Sec}ions

Defined as:
Measure with more detalil,
used to run the Section or Study
Examples: Internal customer satisfaction by
section, external customer satisfaction by
study, service performance

Defined as:
Measure that each individual can impact
Examples: Workforce learning and growth:

mean training hours
mﬂzulrm



Center Balanced Scorecard Health Indicators
1) CUSTOMERS: Develop & maintain mutually beneficial customer relationships

i1

Customer Complaints Customer Satisfaction
QuartedyResuls . it Awis Stigped pem) Al Study Composite (Mear) Score
MootMegsres " | & N |
Measures List e
100 - -
SendFeedback ¢ | Y |
7 08 0 10 1 5 06 07 08 09

PROCESSES: Increase capabilty & productivity
Adequate Clinical Supplies at Sites Internal Customer Satisfaction

(ﬁ,ﬂeg 45;;-»1




Leadership Effectiveness

* | have confidence that management is
leading this organization in the right
direction.

* The leadership of my organization always
treats me with respect.

* The leadership of my organization makes
me feel enthusiastic about the future.
* | am confident in my organization's future.

Natianal
CSP 7
ABQ 4"%
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Leadership: Effectiveness Index

Mean Score of C05-C08 Survey Statements
Scaleof1to 5

5.0

4.5 w Qur Center

40 = Gallup 75th
@ All CSP

3.5

3.0

2006 2007 2008 2010 2011
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Charter——p Process Action Teams (PATs)  Committee




Systems Integration — Dashboard 2

QIC: Quality
Improvement Committee

CAPA systems must
focus on processes,
not on people.

Punitive systems
MUST Not Be Used

"But you have to admit management's
commitment to quality is working."



Metrics that Matter

ﬁ In probability of success when engagement is

Employee Retention + 44%

Safety + 50%

ENGAGED Productivity + 50%
EMPLOYEES

Adherence to Budget + 33%

Customer Metrics + 56%

mgg
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* Performance

Engagement Is a Process

Based
Interviews

* Culture up

Front

* Myers-Briggs

_J
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\_

New

Employees

* Employee

Orientation

» Code of the

West

* Strengths-

Finder

_/

\_

 Performance
Appraisals

* Ethics

Expectations

* Q12
e Team

Participation

* il

_J

SAW, Environmental Scans, SPEED,
Teams, Community Outreach




Pre-Hire

Assess Fit with VValues

Leadership

Performance-Based Customer Service
Interviewing

Safety
Teamwork
Continuous Learning
Define Culture
Styles: Myers-Briggs

@ABQ 42-::“



(ode of e (:/('fz?_r/

On-Boarding

f;‘ Indwuduahzatro.:"’ N,

Strategic

' Learner . Achiever
Futuristic %

StrengthFinder©

 Development tool to help employees
discover their Top 5 “signature themes”

« Consistent, near-perfect performance in
a task = Strength




Strengths-Based Approach

 Pharmaceutical
Expertise

» Hallmark of quality
* Organizational

Strengths Are:
<-Achiever
<-Learner

<>Responsibility

<-Deliberative
<-Relator

(SP.. V4




Daily Opportunities
Booth Duty
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Workforce Engagement

Grand Mean Score

A Good Scaleof1to 5

5.0 -
4.5 -

m Center

Overall 75th

] | oo
0 Percentile
3.5 - Sector 75th
30 Percentile

01 02 04 05 06 07 08 10 11

ABQ 4_&;



Regular recognition is a key

“In the last seven
days, | have
received recognition
or praise for doing
good work™ — Q04

EARS -

Employee Award
& Recognition
System

mﬁBQ


http://vhaabqfpc29/crpcc/allstars.cfm

Employee recognition

Mean scores of QO4 survey statement
5.0 Scale of 1to 5

4.5
4.0
3.5
3.0

2.5

2005 2006 2007 2008 2010 2011

(ﬁ ¢EARS Implemented 4‘&“
ABQ ot


http://vhaabqfpc29/crpcc/allstar/allstar.cfm

Innovation Results

| have enough time to innovate and discuss creative
iIdeas with my colleagues.

* My current job brings out my most creative ideas.
| feed off of the creativity of my colleagues.

* My organization encourages new ideas that defy
conventional wisdom.

| have a friend at work with
whom | share new ideas




5.0
4.5
4.0
3.5
3.0

GP.,

Innovation Index

Mean Score of Innovation-Related

Survey Statements
Scaleof 1to 5

w Qur Center

4.3
4.0 4.0 40
B ER

06 07 08 10



Building Blocks

View us as irreplaceable and an integral
part of their lives.

Passion

J\

- Feels good about us and about how use
P rlde reflects on them.

Treats us fairly & resolves complaints or
ISSues.

Integrity

J \L

Customers believe we can consistently be
trusted to deliver on our promises.

] Overall Satisfaction.
Rational LOyalty Continue to use services.

Likelihood to Recommend.

WABQ 4:;;»-1

Confidence




Drivers

« PCC Staff always provides accurate & timely information about drug
information & handling procedure changes.

« PCC Staff always provides the highest quality of communication to
study team members.

« The information received from PCC is always timely.

« PCC Staff always provides the right amount of communication to
study team members.

 The information received from PCC is always accurate.

« Drug/Device Accountability Forms are well-designed & easy to
complete.

« PCC Staff is an exceptional source of pharmaceutical expertise at
every phase in a study.

Natianal
CSP 7
VX
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Overall Satisfaction: 2003 - 2009

Top Two Box Overall Customer Satisfaction

% of 4 & 5 Responses A Good

100 -

30 | N m Center

60 I 08 Baldrige Recipient
40 Industry Top 11

28 I Top Competitor

03 04 05 06 07 08 09 projection

|

|

ABQ



CE!! Customer Engagement

VA PCC exceeds Gallup 90" Percentile
Actively Engaged = 53%

o4 53.4
Actively Engaged
Fully Engaged
18 18.2 m Engaged

- - T

2010 2011

GP.. y'




Strategy based on Results

Customer Engagement: Repeat Business As
Compared to Total Extramural Funding

=
N

Increase repeat/referral
business by identifying key

[y
o

g
g 8 Other ($M) .
E eRepeat factors to make us attractive
IS 6 Ssi?\?ess
5, pueness B to customers.
g o

0

02 03 04 05 06 07 08 09 10 11 Productivity Rate
Fiscal Year

mmm Center Productivity
Rate ($ Thousands)
Best Competitor
(Covance)
FDA Gold Sheet 1%

Funding //[FTE

Increase Productivity through
Innovation and increased
capabilities

FDA Gold Sheet 3%

99 00 01 02 03 04 05 06 07 08 09 10 11

Fiscal Year

(ﬁ,ﬂeg -



Results: Service-Value Chain

Repeat
Business &
Referrals

Retention /

Sustainability
: Internal .
Ethics & Serae Employee Exte_rnal & Service
Values Quality Engagement Service Provision
Value Excellence

Customer Satisfaction*
Advocacy

*No process complaints

Productivity

Adapted from: Davis, P. J. (2006) In search of the common wealth: a service- ~  gm )
@ profit chain for the public sector. Journal of Productivity & Performance l@:;f““‘“
ABQ Management, 55(2), 163-172. s



Holistic Approach

Great

Leadership Results

Solid Strategy

; A
Ceng;e?@‘y
Great Employees PrOgEe=s Engaged
Customers

Information, Knowledge,
Learning

ABQ




Where Do We Go From Here?

— Future Plans

« Measures Integration Team (MIT) develop
measures designed to track strategy.
(WIGS....wildly important goals)

« Dashboards for all major committees.

« Continue selecting appropriate Measures by
aligning to key committees.

« Seek better benchmarks and comparative
measures. What is World-Class?

mgg 4’:"&?@
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Questions and Discussion!

@ABQ



