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Healthcare operations database

On-line data collection & report writing

Quarterly and annual data submission cycles

Reporting database refreshed quarterly

 Actual and Normalized data views

About Action OI
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Benchmarking Overview

 A directional comparison of a healthcare provider’s performance against a national peer group

 An approach to estimate potential areas for improvement opportunities

 A process to help the Executive Team understand the magnitude of the opportunity for possible target setting

 A prescriptive list of recommendations for immediate implementation

 A precise analysis of work flows, bottlenecks, waste or redundancy

 A reflection on the strength of present or past management

 The largest database of client-supplied data in the industry

 Over 750 healthcare organizations across the country submit operational and financial data

 Provides facility and departmental level performance benchmarks

What it is

What it is not

Action O-I Overview

Benchmarking alone is merely a focusing tool to highlight areas of potential opportunity.
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 Identify opportunities for  performance 
improvement thru benchmarking

Compare department and facility practices to 
efficient practices at similar facilities

Recognize and project operational trends

 Assist in the budget and planning cycles

Action OI Benefits
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 Every difference is seen as an opportunity – benchmark fatigue
 Consideration is not given to the organization or department’s unique issues (e.g., patient mix, 

clinical programs, etc.)
 Benchmarks represent a “snapshot” at specific point in time:  static measure of an organization’s 

performance in a dynamic environment
 No outside institution is just like Duke
 Benchmarking data is inherently messy – it contains outliers and anomalies

 The imperative for change is not established and effectively communicated
 Buy-in to the need for change is inconsistent
 “Our organization is different” - focus remains on discrediting the data versus focusing on issues
 Redesign of underlying work processes are not considered to support opportunities for change
 Lack of medical staff participation and support

Benchmarking Limitations & Barriers

Perceived Limitations/Challenges of Benchmarking

Potential Barriers and Negative Outcomes
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 Compare clinics against peers within the PDC

 Compare clinics against national average benchmarks

 Continual performance improvement: strive towards 75th percentile for positive 
indicators and 25th percentile for negative indicators

 Produce a heat map by service, by clinic to compare to benchmarking metrics

 PDC Finance identifies and communicates improvement opportunities to clinics

 Clinical Operations team and HCAs create plans to be implemented for the clinics that 
are identified

 Clinical operations leads discussions with clinical department leadership around strategies for process 
improvement

     Down stream revenue analysis complements Action OI

 Elements considered in annual employee reviews
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 HCAs (Education Process)
 Physician Leadership within clinics
 Clinical Department Administrators
 PDC Leadership Team (Clinical and Executive)
 Labor Management Committee (LMC)
 PDC Finance (Budget Process)
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Key Data Elements
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Ratios Revealed

Hours Worked per Patient Visit 4.04

Labor Expense per Visit  $238.91

(32,115 hrs / 7,957 visits)

($1,901,012 / 7,957 visits)

Hours Worked
32,115

Labor Expense
$1,901,012

Visits
7,957

Indicators are automatic calculations based on data element values 
from the Data Collection module
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“SCORES”

Labor Productivity Ratios
 Assess efficiency 
 Evaluate salary costs based on volume 

or unit of service

Cost Ratios
 Expenses divided by volume 
 Identifies savings opportunities

Target
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