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Alaska Native People Shaping Health Care



Vision

A Native Community
that enjoys physical,
mental, emotional

and spiritual
wellness

Mission

Working together
with the Native
Community to
achieve wellness
through health and
related services




Shared Responsibility

We value working together with the individual, the family, and the
community. We strive to honor the dignity of every individual. We see the
journey to wellness being traveled in shared responsibility and partnership
with those for whom we provide services.

Commitment to Quality

We strive to provide the best services for the Native Community. We employ
fully qualified staff in all positions and we commit ourselves to recruiting and
training Native staff to meet this need.

We structure our organization to optimize the skills and contributions of our
staff.

Family Wellness

We value the family as the heart of the Native Community. We work to promote
wellness that goes beyond absence of iliness and prevention of disease. We
encourage physical, mental, social, spiritual and economic wellness in the
individual, the family, the community and the world in which we live.

Operational Excellence

We are committed to improving the management of expenses and utilization
of information technology and data support services. We continue to improve
our systems for third-party revenue generation and collection.



'Customer-Ownership

-2 -~
—
- -




Operational Principles
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Relationships between customer-owners, family and provider must be fostered and supported

"
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Emphasis on wellness of the whole person, family and community (physical, mental, emotional and'?;:sé'i itual we
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Locations convenient for customer-owners with minimal stops to get all their needs addressed - : :t
Access optimized and waiting times limited :
Together with the customer-owner as an active partner

Intentional whole-system design to maximize coordination and minimize duplication
Outcome and process measures continuously evaluated and improved

Not complicated but simple and easy to use

Services financially sustainable and viable

Hub of the system is the family

Interests of customer-owners drive the system to determine what we do and how we do it
Population-Based system and services

Services and systems build on the strengths of Alaska Native cultures
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SCF Fast Facts —
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Operating Budget = Incorporated in 1982
$554 M

= Employees
= 1987: 24 staff
= 2024: 2700

= Programs

= 2005: 51
= 2024: 95

= Serving 70,000

$3 M Customer-owners

= 2000: 14,856
1987 FY 2024 = 2024: 70,000







Nuka Design

1. System Delivery Design

«  Powerful primary care
* Behavioral, Medical and Social
« Everything population scale — including rehabilitation, specialty, ancillary
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Hitting The Target: Rock vs. Bird
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Integrated Care Teams
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‘Behavioral Health Expansion Project
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Behavioral Health Redesign
Learning Circles



Benteh Nuutah

“among the lakes, among the islands*

Valley Native Primary Care Center
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K’kuyaqga Niltu Building
(For the peoples grandchildren)
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Nuka Design

2. Investment in System Excellence

« True learning organization
« Leadership and Workforce investment



Nuka Learning and Wellness Center



Core Concepts

Work together in relationship to learn and grow
Encourage understanding

Listen with an open mind

Laugh and enjoy humor throughout the day
Notice the dignity and value of ourselves and other

Engage others with compassion /g
Share our stories and our hearts |

4 !

Strive to honor and respect ourselves and others 1
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Vision

A Native Community
that enjoys physical,
mental, emotional
and spiritual
wellness

il Working together
“ with the Native

s Community to
achieve wellness
through health and
related services

Core Concepts

D Work together in relationship to learn and grow
E» Encourage understanding .
L Listen with an open mind

@ Laugh and enjoy humor throughout the day
b Notice the dignity and value of ourselves and othei

@ Engage others with compassion 7 /
9 Share our stories and our hearts

9 Strive to honor and respect ourselves and others ]
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\Everything Links Toget

Shared Responsibility
Ensure systems and services that are respectful and culturally appropriate
- Achieve excellence in ‘satisfaction - | ity
awareness of SCF's services and programs

Commitment to Quality
G

systems with an

systoms and processes - mmnmumnmmmm
all job categories

Family Wellness
Reduce the rate of domestic violence, eﬁldlmunmnw Rmm-md

Reduce
the rate of obesity - noaueomrmolwbmnwuwu Ro&mmomoumd
improve of diabetes - | health - ofand

improve the management of uﬂiw-whrdsuu

Operatlonal Excellence

expenses -
inoraton technology and data support systems and services -
Improve SCF systems for third party revenue generation and collection

L Locations convenient for customer-owners with minimal stops to get all their needs addressed-
A Access optimized and waiting times limited
T Together with the customer-owner as an active partner
| intentional whole-system design to maximize and minimize
(O Outcome and process measures continuously evaluated and improved
N Not complicated but simple and easy to use
S Services financially sustainable and viable
H Hub of the system is the family d
| Interests of cust drive the system ine what we do and how we do it b
P Population-Based system and services
S Services and systems build on the strengths of Alaska Native cultures
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Workforce Competencies

Customer Care

and
Relationships

Improvement
and
Innovation

Communications
and
Teamwork

Workforce
Development Skills
and Abilities




CQD PLANNING AND IMPROVEMENT LINKAGES
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of the
Customer-Owner

FUNCTIONAL
COMMITTEE .--
STRUCTURE

Functional
Committee
Structure
Initiative

Division
Annual Plan/
Work Plan

Functional
Committee
Structure
Annual Plan/

LTS Department

Annual Plan/
Work Plan

Employee
PDP

LINKTO
IMPROVEMENT ;

DATA AND INFORMATION DRIVE ALL ASPECTS OF THE IMPROVEMENT PROCESS AND ARE PART OF ALL TOOLS.

MISSION (M), VISION (V), OPERATIONAL PRINCIPLES

Defined by Vice President Leadership Committee and approved by Board of Directors

CORPORATE GOALS
ESTABLISHED AT CORPORATE LEVEL
Defined by Vice President Leadership Committee and approved by Board of Directors
and are derived from the Mission, Vision, Key Points and Operational Principles

CORPORATE OBJECTIVES

ESTABLISHED AT CORPORATE LEVEL

Reviewed and updated annually by Vice President Leadership Team as part of
Planning Cycle with input from employees and customers-owners

INITIATIVES
Division

Corporate
Initiative

Initiative

Department
Annual Plan/
Work Plan

Department
Annual Plan/
Work Plan

Functional Committee Structure
Annual Plan/Work Plan

WORK PLAN

Employee

BALANCED SCORECARD (BSC)

Linked to Corporate Objectives and used to
measure progress on achieving Corporate
Objectives. Also, Objectives are linked to Initiatives
therefore BSC are used to measure progress on
achieving Corporate Initiatives.

Department
Initiative

Department
Annual Plan/
Work Plan

PERFORMANCE DEVELOPMENT PLAN (PDP) &
mployee Employee
PDP PDP PDP

L
d

PROJECT OR PROJECT
TEAM CHARTER
Developed for most
initiatives to outline the
details of the initiative.

PDSA
Developed for work
plans that involve
improvement activities
to outline the details of
the work plan. Changes
are tested in Rapid
Cycle, with one cycle
building on another.
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Functional Committee Structure ;
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‘Why Do People Resist Change?

Three Levels of Resistance Possible Root Causes

= Lack of trust or confidence in leadership

= Historical experience of me/you/us as Individual
leaders that makes others wary

= Perception of what me/you/us represent personally

= Fear of loss of control
= Fear of losing face or status
= Fear of losing one’s job

. = Lack of information
~evel L . Disagreement over interpretation of the data
| Don’t Get It = Lack of exposure to critical information
= Confusion over what it all means

Level 2;

| Don’t Like It

IMPORTANT NOTE: Resistance is a healthy and expected response to change —there to

remind us as leaders that we need to slow down and pay attention.

SOURCE: Rick Maurer’s Introduction to Change Without Migraines © 2009



Nuka READI Model

Reaching Understanding

Establishing Relationships
Assessment of Gaps/Possibilities
Develop and Implement Action Plan

Integrate Solutions and Evaluate Results
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Diverse Set of Tools and Methods

* Employees are prepared
with a large toolbox

= Tools and methods may be
used across all phases

READI Model

Phase I: Reach
Underslunding

Phase 2: Establish
Relationships

Phase 3: Assessment of
Gaps/Possibilities

Phase 4: Develop and

Implement Action Plan

Phase 5: |niEgrute
Solutions and

Evaluate Results

Tools and Methods

Bl:||drige Framework
Driver Diagram

SWOT Ana |:.rsis
Strategic Planning Tool

Data Maill

Core Concepts Tools
5imp|i5 (_fl:lrmer|y 5—D)
Coaching Tools

Gap Analysis

Cause and Effect Diagram
Root Cause Analysis

Tree Diagram

Process Map

Brainstorming

Timeline/Gantt Chart
Committee Mcnc:ger
Check Sheet
Sampling
Benchmurking

Run Chart

Control Chart

PDSA Close-out
Improvement

Project Close-out

Po |icyTec|1

ProjectChc:rier(:OuTline)
Levels of Resistance
Change

Ml:ll"lﬂgEl"l'lEr‘li Theuries

Matrix Diagram
Project Charter
{Negotiﬂted]

Affinity Process
Multi-voting
Survey
Baldrige ADLI
Project Charter

Advanced Contral Chart
Frequenl:'}-r Pl uT.-'IHisiugrc: m
Pareto Chart

Scatter Plot

Model for Improvement
PDSA Cycles

Strategic Planning
Process and Tool

Training/Education

Baldrige LeTClI
DataMall

Balanced Scorecard
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What is the innovation & improvement culture? =
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= QOrganizational culture of relationships %

» Trust and safety are critical
« Continuous learning

Systematic
 Job descriptions — Improvement & Innovation 25%

« Dedicated Roles — Improvement Advisor, Improvement Specialist
« Common Language — Core Concepts

Norms and patterns of behavior
« System Alignment
« Leadership
* Voice — Employee, Customer-Owner, Leadership

Values — Customer-ownership and Operational Principles



Energized Passionate Workforce

= Hire for Fit — Behavioral Based Interviewing

= Core Concepts Training — Self Awareness, Communication, Team, Story
= |Leaders as Facilitators — Leadership Pathways

= Link Everything — Personal development plans link to corporate initiatives
= Every decision based on Operational Principles

= De-office Everyone — Team Optimization — Relationships — No Nurses
Stations — No Physician Offices

» Employee Development Center

= Celebrate and recognize team and staff successes



= Helping teams su 'e
= Developing the sKills of individue

= Building relationships with inteérna
and external customers .
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\Growing Our Own >

£

’ = (Clinical Initiatives PrR

. Behavioral Health

L * Nursing degrees
\\\\\\\\N\M\W‘ AR . Certified Medical Assistant Program
\ i ?” «  Dental Assistant Training Program
»  Tribal Doctor Training Program

242 « Non-Clinical Initiatives Programs

’ « Leadership Development and Succession
Planning System

« Manager & Supervisor In-Training

* Administrative Support Training Program




LEADERSHIP DEVELOPME







Nuka Design

3. Continuous Community Driven Improvement

« Creating with community voice
« Always accountable to community
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'Who really makes the decisions? >

100% %

“Control”

The «gystem”

Low | High
Aculty



Using the Voice of the Customer to Drive Improvement
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Providers and Customer-Owners In

Shared Responsibility
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Nilavena Tribal Health Council
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Nilavena Regional Health Center




Telepharmacy




Rural Alaska Transportation




C'eyiits' Hwnax Life House
Community Health Center

Sutton
Indian Creek Clinic
Tyonek

St Paul Health Center
St Paul

Port Alsworth Clinic
Port Alsworth

2
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*SCF Community Health Centers iavena St e onal Cini




'We Continue to Ask the Community

= Governing Board = Satisfaction Surveys and

| | Comment Cards
= Advisory Committees

= Employee Surve
= Elder Councill POy Y

_ = Customer-Owner Workforce
= 24-Hour Hotline (Over 5504 are C_O’S)

= Personal Interactions = Employee Interactions






Qadaasakung Quyanaa Quyanaq AwA'ahdah

Aleut Alutiiq Inupiag Eyak
Mahsi’ lgamsiganaghalek Haw'aa
Gwich’in Athabascan Siberian Yupik it
Quyana T’oyaxsm Gunalchéesh
Yup’'ik Tsimshian Tlingit
Tsin'aen Chin’an
Ahtna Athabascan Dena’ina Athabascan

Thank you!



\For More Information
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