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System Work is Culture Work
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Prisma Health
Comprehensive health company that exists to improve the state of health in South Carolina
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We significantly improved all domains of clinical 
outcomes, efficiency, and team engagement during 

the most difficult operating environment in 
healthcare’s recent history and shouldn’t have…
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Building trust with the communities 
we serve…

305-Practice Medical Group improved 
‘Likelihood to Recommend’ from the 
50th PR to the 77th PR in 18 months
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Saving lives and improving clinical 
outcomes…
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Becoming a learning organization…
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And becoming a better place to work
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How did we do this?
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Historical view of improvement…
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Proliferation of Technology
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Social Systems 
Approach
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Core Concept #1

Your people are AMAZING!
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Healthcare is Sociotechnical Work

Core Concept #2
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There was nothing wrong 
with these pilots
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Healthcare has adopted a fragmented 
approach to improvement

Core Concept #3
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The Current System is Costly and Broken
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Build the system from Sara out!
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Create an AWESOME experience 
for your team!

Core Concept #4
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Building it WITH our patients…
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Building a System
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System + Culture = Improvement
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Pulse Program
Learning and Improvement System
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Pulse is accessible for EVERYONE!



25     ——

Pulse Tech Stack
Platform Enabled
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One place to go to know how we are doing on 
the things that matter MOST…
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Pulse Insights
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Pulse Dash
Insights Inside of Workflow
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Tiered Escalation Huddles
Solving today’s problems today
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Great Catch and Safety Reporting Improved,
Anonymous Reporting Down
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Learning Collaboratives
Structured Approach to Problem Solving

180 completed or in 
progress in <2 years!

Emergency LTR

Primary Care LTR

Surgery LTR
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Focused structured team 
member, leader, physician 
and APP direct observation 
coaching.

Learning system for leaders to 
capture real time care gaps, 
identify and resolve service 

recovery opportunities, recognize 
team members and improve 
patient and team member 

engagement.

Direct Observation Coaching Pulse Rounding
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Direct Observation Coaching and 
Pulse Rounding

Med SurgPeds Adolescent

System LTRDirect Observation Coaching
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Programmatic Care Transformation
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Formula for Rapid Transformation…
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 Experience leads to TRUST and trust leads to better health outcomes

 Our teams are amazing – we don’t need new people

 We are an OPERATING company - NOT a holding company

 Leaders model that this IS the work

 Leaders expect ALL team members to engage in the clinical operating 
system

Organizing Thoughts…
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 Own your problem – it’s your problem to solve as a leader
 Give them a vision for one system
 Build your system with your team - don’t democratize critical design elements
 Win enough on the front end - start with your early adopters
 Celebrate winners and ignore the losers for the first several months
 Shift to accountability when people are winning
 Stay organized and disciplined
 Brand it. Defend it.

How do you actually do this?
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It’s about Sara
 The beneficiaries are our patients!

I  can come to work on a 
Tuesday and make Prisma 

and Healthcare better
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Thank you

Jonathan.Gleason@prismahealth.org
Korby.Miller@prismahealth.org

mailto:Jonathan.Gleason@prismahealth.org
mailto:Korby.Miller@prismahealth.org
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