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Chapter 6 Managing Quality Provides a Competitive Advantage at Arnold Palmer Hospital
Global Company Profile
Arnold Palmer Hospital
Since 1989, Arnold Palmer Hospital, named after its famous golfing benefactor, has touched the lives of over 7 million children and women and their families. Its patients come not only from its Orlando location but from all 50 states and around the world. More than 12,000 babies are delivered every year at Arnold Palmer, and its huge neonatal intensive care unit boasts one of the highest survival rates in the U.S.
Every hospital professes quality health care, but at Arnold Palmer quality is the mantra—practiced in a fashion like the Ritz-Carlton practices it in the hotel industry. The hospital typically scores in the top 10% of national benchmark studies in terms of patient satisfaction. And its managers follow patient questionnaire results daily. If anything is amiss, corrective action takes place immediately.
Virtually every quality management technique we present in this chapter is employed at Arnold Palmer Hospital:
· Continuous improvement: The hospital constantly seeks new ways to lower infection rates, readmission rates, deaths, costs, and hospital stay times.

The lobby of Arnold Palmer Hospital, with its 20-foot-high Genie, is clearly intended as a warm and friendly place for children.
Courtesy Arnold Palmer Medical Center

The Storkboard is a visible chart of the status of each baby about to be delivered, so all nurses and doctors are kept up to date at a glance.
Courtesy Arnold Palmer Medical Center

This PYXIS inventory station gives nurses quick access to medicines and supplies needed in their departments. When the nurse removes an item for patient use, the item is automatically billed to that account, and usage is noted at the main supply area.
Courtesy Arnold Palmer Medical Center
· Employee empowerment: When employees see a problem, they are trained to take care of it; staff are empowered to give gifts to patients displeased with some aspect of service.
· Benchmarking: The hospital belongs to a 2,000-member organization that monitors standards in many areas and provides monthly feedback to the hospital.

The hospital has redesigned its neonatal rooms. In the old system, there were 16 neonatal beds in an often noisy and large room. The new rooms are semiprivate, with a quiet simulated-night atmosphere. These rooms have proven to help babies develop and improve more quickly.
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When Arnold Palmer Hospital began planning for a new 11-story hospital across the street from its existing building, it decided on a circular pod design, creating a patient-centered environment. Rooms use warm colors, have pull-down Murphy beds for family members, 14-foot ceilings, and natural lighting with oversized windows. The pod concept also means there is a nursing station within a few feet of each 10-bed pod, saving much wasted walking time by nurses to reach the patient. The Video Case Study in Chapter 9 examines this layout in detail.
Courtesy Arnold Palmer Medical Center
· Just-in-time: Supplies are delivered to Arnold Palmer on a JIT basis. This keeps inventory costs low and keeps quality problems from hiding.
· Tools such as Pareto charts and flowcharts: These tools monitor processes and help the staff graphically spot problem areas and suggest ways they can be improved.
From their first day of orientation, employees from janitors to nurses learn that the patient comes first. Staff standing in hallways will never be heard discussing their personal lives or commenting on confidential issues of health care. This culture of quality at Arnold Palmer Hospital makes a hospital visit, often traumatic to children and their parents, a warmer and more comforting experience.
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