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To Make a Successful ASC:
1. Great doctors bringing plenty of cases 
2. Good reimbursement environment, 

d l icontracts and revenue cycle operations 
3. Well organized clinical processes and 

leadershipleadership
4. Great people and HR strategies

2
© 2012 MedHQ, LLC



 Human capital is the largest annual 
investment for ambulatory surgery centers 
(ASCs) and physician practices.  
It l t th t i ifi t It also represents the most significant 
opportunity for increasing an ASC’s 
performance and patient satisfactionperformance and patient satisfaction.

 An effective employment practices strategy 
yields significant improvement in bothyields significant improvement in both 
quality and financial performance.
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 39.5%
 $5,000,000
◦ 3% = $100,0003%  $100,000

 27, 25%, $5,000, $33,750, $84,375 
 27 10% $5 000 $13 500 $33 750 27, 10%, $5,000, $13,500, $33,750
 100, $863,750
 $225 000 $225,000
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 Visitors to your practice, after they return 
home, will tell 7 other people their 
impressions of their visit
◦ If you have 3 000 patients that’s up to 21 000◦ If you have 3,000 patients, that s up to 21,000 

people who will have an impression of your practice 
based on how they are treated by your staff.
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 Nearly $1 billion in government payments to 
hospitals over the next year will be based in 
part on patient satisfaction**

**The Wall Street Journal online, “U.S. Ties Hospital Payments to Making Patients Happy”,
Sunday, October 14, 2012 As of 10:32 PM ED, Updated October 14, 2012, 10:24 p.m. ET.
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(5) William Boulding, PhD; Seth W. Glickman, MD, MBA; Matthew P. Manary, MSE; Kevin A. Schulman, MD; and Richard 
Staelin, PhD, “Relationship Between Patient Satisfaction With Inpatient Care and Hospital Readmission Within 30 Days”, THE 
AMERICAN JOURNAL OF MANAGED CARE, (2011;17(1):41-48)
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 All organizations change
 We can either drive change or react to it, but 

we can’t avoid it 
M l d ’ lik h Most people don’t like change
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For example, p
How about 
QA/QI 
P ?Programs?
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Which are most critical?
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“High Impact” on performance
High

g p p

Low
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 Strategy for achieving a “great place to work”
1. Hire “A Players”
2. Coaching and mentoring for front line 

i i l di di i lisupervisors, including discipline process
3. Employee Benefits
4 Compensation strategy4. Compensation strategy
5. Employer Risk Management
6 Automation for everything else6. Automation for everything else
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 Improve Productivity
◦ Drive that 39.5% of all expenses down to 36% or 

lower!
◦ $100,000 total savings$100,000 total savings

 Reduce Unwanted Employee Turnover
◦ Improving from 25% to 10% turnover directly saves 

$20,000
◦ Additional “soft cost” savings of $50,000
 12-weeks of wages per $50 000 employee12 weeks of wages per $50,000 employee
◦ $70,000 total savings
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 Creating environment to drive a positive 
culture
 Built on VALUES, by Ann Rhoades

◦ Values defined by ownership/top management
◦ Match candidates to the position
 Share the core values of the organization 
 Possess the critical attributes required of the position
◦ Effective interview techniquesEffective interview techniques
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 Value  Behavior
 Respect  Listen to and act on 

feedback in a 
constructive and 
honest manner

 Caring  Acknowledge/build 
rapport, introduce, 
di d tidiscuss duration, 
explain the 
procedure thank
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procedure, thank 
the patient (AIDET)

© 2012 MedHQ, LLC



19
© 2012 MedHQ, LLC



 Key Attributes
B h i l Q i Behavioral Questions

 Candidate tells 
stories:stories: 
◦ Situation 
◦ what they did 
◦ end result◦ end result

 Keep Candidates “out 
of the woulds”

d h Did answer match
◦ Key Attribute?
◦ Values?
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 All interviewers trained on behavioral All interviewers trained on behavioral 
interviewing (a.k.a. targeted selection)

 Administrator Screens Resumes
 Top 3 qualified candidates interviewed
 Peers are A Players
◦ Especially those that support the core values of the 

organization
 The “interview team” decides The interview team  decides
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High Medium Low
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 Reduce Unwanted Employee Turnover
◦ Improving from 25% to 10% turnover directly saves 

$20,000
◦ Additional “soft cost” savings of $50,000Additional soft cost  savings of $50,000
 12-weeks of wages per $50,000 employee
◦ $70,000 total savings

d l k Reduce Employment Practices Risk
◦ As much as $8,635 per employee of Exposure
◦ 30% realization for 27 EE’s is $70 000 per year◦ 30% realization for 27 EE s is $70,000 per year
◦ Reduce to 10-15% realization
◦ $40,000 total savings
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 Improve effectiveness of frontline managers:
◦ Huge factor in employment practices risk management
◦ Mentoring and coaching 
 Integration with online learning for “level 100 and 200” 

problems
 Interventional assistance for “level 300 and above” problems

 Take care of Supervisors, and they will take care 
of the staffof the staff

 Help managing the “low performers”
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 Supervisors: What is Your Most Challenging 
Employee Issue?
◦ Employee Discipline (58%)
◦ Employee Benefit Issues (26%)◦ Employee Benefit Issues (26%)
◦ Policy Advice/Consultation (7%)
◦ Workers’ Compensation (6%)
◦ Payroll (3%)

26
© 2012 MedHQ, LLC



 Supervisors: What Management Issue Are You 
Concerned About?
◦ At work attitude (61%)
◦ Employee Interactions/Disputes (56%)◦ Employee Interactions/Disputes (56%)
◦ Worker productivity (52%)
◦ Policy Compliance (31%)
◦ Attendance/Tardiness (23%)

Example:  employee with recurring illness; p p y g
and past absentee and tardiness issues
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 Most frequent communication with HR:
◦ Payroll (90%)
◦ Benefits (78%)

 26% said employee benefit issues were their 
most challenging issueg g
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 Reduce Unwanted Employee Turnover
◦ Improving from 25% to 10% turnover directly saves 

$20,000
◦ Additional “soft cost” savings of $50,000Additional soft cost  savings of $50,000
 12-weeks of wages per $50,000 employee
◦ $70,000 total savings

d C Reduce Costs
◦ 22 Eligible, 75% participation, costs $100,000 / yr
◦ Achieve flat annual renewal instead of 7 5% avg◦ Achieve flat annual renewal, instead of 7.5% avg
◦ $7,500 total savings
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 What do these organizations have in 
common?
◦ PriceWaterhouse Coopers
◦ Towers Watson◦ Towers Watson
◦ Kaiser Family Foundation
◦ Mercer

Answer: They all study employer-sponsored 
health insurance planshealth insurance plans 

and here is what they have to say……..
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 The employer-sponsored health insurance 
market is in a lot of troublemarket is in a lot of trouble

 Everyone is frustrated
◦ Employees frustrated they are spending more and more 

f kout of pocket
◦ Employers frustrated their portion of the cost also 

continues to raise, even while their employees become 
more and more frustratedmore and more frustrated

◦ Administration of plans seems to be getting worse and 
worse – and the rapid pace of structural change in the 
healthcare/health insurance market has not helped!healthcare/health insurance market has not helped!

◦ And the state-run small group health plan market is in 
even more disarray, due to the mandates of the PPACA, 
and the impact on the rate approval process.p pp p
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 There is no silver bullet answer
h “ ” d Be cautious with “creative” ideas

 The best solutions/ideas:
◦ Wellness programs◦ Wellness programs
◦ Consumer Directed Health Plans (CDHPs)
 High Deductible Health Plans (HDHP)

Coupled with an H S A or and H R A Coupled with an H.S.A. or and H.R.A.
 Make this at least one of the plan options you offer 

your employees
◦ (Warning: the PPACA may reduce the availability of◦ (Warning: the PPACA may reduce the availability of 

HDHP’s, due to the medical loss ratio and minimum 
actuarial value regulations.)
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 Inform your employees about the value of the 
benefits your ASC pays for on their behalf

 At least annually, each employee should 
receive a personalized benefits statementreceive a personalized benefits statement

 Include all insurance benefits, 
pension/401(k) FSA/HSApension/401(k), FSA/HSA

 Don’t forget PTO, Holiday Pay, other paid 
leave (bereavement/sick)( / )

 Other:  Free parking? Access to nearby 
amenities? Holiday events?
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 Reduce Unwanted Employee Turnover
◦ Improving from 25% to 10% turnover directly saves 

$20,000
◦ Additional “soft cost” savings of $50,000Additional soft cost  savings of $50,000
 12-weeks of wages per $50,000 employee
◦ $70,000 total savings

d C Reduce Costs
◦ 5,000,000 net rev, with 1,500,000 labor expense 

(incl. benefits, taxes, etc.)(incl. benefits, taxes, etc.)
◦ Shave 0.25% of average annual wage increase
◦ $5,000 total savings
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 How to interpret ASCA Salary Survey?
 Includes some guidance to adjust for 

G hi l diff◦ Geographical differences
◦ Size of ASC by number of OR’s or S.F.
◦ Number of employees supervisedp y p
◦ Case volume
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 For example, how do we account for

C bi d DON d Ad i i t t◦ Combined DON and Administrator

◦ BOM who handles revenue cycle, vs BOM in an ASC y ,
that outsources billing and collecting

◦ OR Tech that is also materials manager◦ OR Tech that is also materials manager
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1. Educational requirements
2 J b l t d i i2. Job-related experience, in years
3. Supervision required for the job
4. Complexity of the jobp y j
5. Physical effort required
6. Physical work environment
7 Potential impact of the employee's actions7. Potential impact of the employee s actions 
on the company
8. Internal contacts
9 E l9. External contacts
10. Supervision over others
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Items 8 & 9: Internal and External Contacts
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 A good compensation plan is essential for 
walking the fine line between 
compensation/retention and expense 
managementmanagement
◦ Reduces unplanned/unwanted employee turnover
◦ Addresses critical HR Risk Management issueg
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 Reduce Employment Practices Risk
◦ $40,000 total savings 

 Reduce Unwanted Employee Turnover
$70 000 total savings◦ $70,000 total savings

 Improve Productivity
◦ $100,000 total savings$100,000 total savings
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% Union in Private Sector
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Discrimination 1
Employee at Work 

Discrimination, 1 Attendance Total, 2

FMLA, ADA, etc 
Total, 7

Hostile Work 
E i T l

Unemployment 
Total, 20

Enviornment Total, 
5

Inappropriate Work 
Behavior Total, 7

Involuntary 
Termination Total, 2
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Behavior Total, 7



Risk Areas Level Related Risk Cost
Weighing 
factor Factored Risk

Low Medium High

Discrimination low medium high $25,000 $50,000 $100,000 1.00 $25,000 $50,000 $100,000
Employee 
Attendance low medium high $25,000 $50,000 $100,000 0.10 $2,500 $5,000 $10,000
Employee Work 
Productivity low medium high $25,000 $50,000 $100,000 0.25 $6,250 $12,500 $25,000Productivity low medium high $25,000 $50,000 $100,000 0.25 $6,250 $12,500 $25,000

FMLA, ADA, etc low medium high $25,000 $50,000 $100,000 0.50 $12,500 $25,000 $50,000
Hostile Work 
Enviornment low medium high $25,000 $50,000 $100,000 1.00 $25,000 $50,000 $100,000
Inappropriate pp p
Work Behavior low medium high $25,000 $50,000 $100,000 0.15 $3,750 $7,500 $15,000
Involuntary 
Termination low medium high $25,000 $50,000 $100,000 0.25 $6,250 $12,500 $25,000
Sexual 
Harassment low medium high $25,000 $50,000 $100,000 1.00 $25,000 $50,000 $100,000

Unemployment low medium high $25,000 $50,000 $100,000 0.10 $2,500 $5,000 $10,000

Work Comp low medium high $25,000 $50,000 $100,000 0.20 $5,000 $10,000 $20,000
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 Automation, Automation, Automation
 Integrated HRIS, Payroll and Timekeeping
◦ Cloud computing / SaaS

E l S lf S i◦ Employee Self Service
◦ HR Process Automation
◦ Eliminates Distractions
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HRMS 
System

Applicant 
tracking

Time-
keeping trackingSystem

Payroll 
System
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Recommendations Impact
1. Hire and Retain  Reduce EE Turnover

A Players  Improve Productivity
2. Mentoring  Reduce EE Turnover2. Mentoring  Reduce EE Turnover

 Reduce $$ Risks
3. Compensation  Reduce EE Turnover3. Compensation
4. & Benefits Strategy

 Reduce EE Turnover
 Reduce Cost

5 Employer Practices  Reduce $$ Risks5. Employer Practices 
Risk Management  Improve Productivity

 Reduce EE Turnover
6 Automation  Reduce Costs
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6. Automation  Reduce Costs
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Impact Impact
 Improve Satisfaction,  25% reduction = p ,

Reduce Turnover $70,000 savings
 Improve  3% improvement = Improve 

Productivity
 3% improvement 

$100,000 savings
 Reduce Employment  50% realized Reduce Employment 

Practices Risks
50% ea ed
reduction 
= $40,000

R d C $15 000 Reduce Costs ___________________
$225,000 increase
 = $15,000
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in operating income
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Tom Jacobs – President/CEOTom Jacobs President/CEO
tjacobs@medhq.net
John Merski, Jr. – Executive Director of HR
jmerski@medhq netjmerski@medhq.net

Office: 708-492-0519
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