National Institute of Standards and Technology ¢ Technology Administration ¢ Department of Commerce

Malcolm Baldrige
National

Quality

Award

<4

Bronson Methodist Hospital

Founded in 1900, today Bronson Methodist Hospital
(BMH) is a state-of-the-art, all-private room facility designed
as a peaceful, healing environment with features such as an
indoor garden atrium, complete with lush trees, plants, and
bubbling water. Located on a 28-acre urban campus, BMH
provides medical care for the nine-county region in
southwest Michigan surrounding Kalamazoo, Mich. BMH is
the flagship organization in the Bronson Healthcare Group.
BMH?’s 3,182 employees and 780 medical staff manage more
than 77,000 emergency visits and 21,000 admitted patients
each year while generating $751 million in gross patient
revenues (65 percent inpatient and 35 percent outpatient).

BMH provides care in virtually every specialty: cardiology
(Heart Hospital at Bronson), general surgical services,
orthopedics, neurosciences, obstetrics (The Bronson
Birthplace), pediatrics (The Children’s Hospital at Bronson),
and adult critical care services. As a tertiary care center, BMH
includes a Level | trauma center, a high-risk pregnancy
center, a Level 111 neonatal intensive care unit (NICU), the
region’s only accredited Chest Pain Center, and a primary
stroke center certified by the Joint Commission on
Accreditation for Healthcare Organizations.

The 3 Cs

Excellence is embedded in BMH’ culture and is the
thread tying together its mission, “Provide excellent
healthcare services,” its commitment to patient care, its
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Highlights

= Patient satisfaction has improved from approximately
95 percent in 2002 to almost 97 percent in 2004. Since
2001, Arbor Associates has annually presented BMH
with its Award for Highest Overall Patient Satisfaction.

= Medicare Mortality Rate decreased from 4.8 percent in
2002 to 3.5 percent for January-July 2005, performing
better than the CareScience Expected Standard and the
CareScience Best Practice.

= In 2004, 2005, and 2006, BMH was included in Fortune
Magazine’s 100 Best Companies to Work For; and in
2003, 2004, and 2005, BMH was among the 100 Best
Companies for Working Mothers identified by Working
Mother Magazine.

* BMH received the Michigan Quality Leadership Award
in 2005 and 2001.

philosophy of nursing, and its corporate strategies known as
the “Three Cs"—Clinical Excellence, Corporate
Effectiveness, and Customer and Service Excellence. BMH’s
vision is to be a national leader in healthcare quality.

A one-page Plan for Excellence, distributed to all
employees, captures the mission, vision, values, Three Cs,
and Customer Service Standards and Expectations, which
outlines the personal accountability that every staff member
has every day, with every interaction, with every customer.
The plan is a constant reminder of the principles critical to
BMH in delivering high-quality care and excellent service.

Over the past five years, BMH’s passion for excellence has
led to exponential growth and market leader status. BMH
exceeds the Blue Cross Blue Shield of Michigan target for
prescribing beta-blockers for heart attack patients when they
leave the hospital by about 2 percent—a measure designed to
decrease the chances of a recurrent heart attack. BMH also
approaches top-10 percent performance, as defined by the
Centers for Medicare and Medicaid Services, for delivering
antibiotics within one hour of surgical incision, which helps
reduce the incidence of infection and the patient’s length of
stay. And, since 2004, the pediatric intensive care unit has had
no cases of ventilator-acquired pneumonia.

A number of accreditation and quality rating organizations
have designated BMH as a “best practice” organization. For
example, HealthGrades, a healthcare organization that rates
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