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c o M ™M I T T E D O Q U A L I TY

Dear Community Leader:

Greetings from the associates and Medical Staff of Hackley Health. This is the fourth in
a series of letters to update you on activities at Hackley Health and the ever-changing
world of health care.

In this letter I would like to focus on the concept of “quality.” In health care, quality
takes on special importance. After all, Hackley Health’s “product” is caring for and restoring
the health of our patients. Nothing in our business can be more important than delivering
quality health care on a consistent and measurable basis.

Gordon A. Mudler, You may have read about a number of recent studies and quality improvement
President/CEO initiatives pertaining to the American medical system. Business-led coalitions like Leapfrog
and the Institute of Medicine’s startling 1999 report on medical errors have raised much
interest in both how to measure health care quality and what best practices to implement. In my opinion, the
underlying message for all health care providers is that high quality is expected — I dare say, demanded — by all
patients who are increasingly becoming interested in outcome and other performance measurements.

With that as background, let me share with you a few of the measurements employed at Hackley Health as part of
our Continuous Quality Improvement Program.

e Hackley Hospital has participated in the nationally-recognized Maryland Quality Indicator Project for seven years,
measuring patient outcomes. Hackley Hospital uses this information to regularly monitor its quality indicators
and to make process improvements. The hospital has performed at benchmark status in such categories as
emergency room care, stroke, heart attack, congestive heart failure and pneumonia.

e Annually, the Michigan Hospital Association publishes hospital-specific quality data on selected medical cases and
conditions. Outcomes are measured in comparison to hospitals statewide. Out of a total of 24 measurements in
2002, Hackley Hospital’s performance was “better than expected” in 13 categories, “as expected” in 10 categories,
and slightly “worse than expected” in one category pertaining to a length-of-stay item.

e Hackley Hospital received the Joint Commission on Accreditation of Healthcare Organizations’ Gold Seal
of Approval.

e Hackley Emergency continues to excel in “door to physician” time and correspondingly receives high marks in
customer satisfaction. Despite record volume, average wait time to see a physician remains less than 10 minutes.



e A 2003 national report issued by HealthGrades.com rates four Hackley Hospital specialties as “Five-Stars”— the
highest rating possible in comparison to hospitals nationwide. The specialties include Stroke, Partial Hip Replacement,
Total Hip Replacement and Back/Neck Surgery. At www.healthgrades.com, clinical outcomes can be researched
for hospitals throughout West Michigan. Hackley and the Muskegon community are fortunate to have highly-trained
and skilled physicians. I encourage you to take a look to see how Hackley “rates” in terms of quality.

e Hackley Visiting Nurses, approaching its 100th anniversary serving Muskegon County, rates very favorably when
compared to national standards of care. In 2002, a Medicare report examining patients’ risk adjusted outcomes
at home health care agencies showed Hackley Visiting Nurses scoring better than national references in 10 of the
11 analyzed patient outcomes.

e Hackley Health’s affiliation with Grand Rapids-based Spectrum Health has enhanced Muskegon’s ability to draw
upon Spectrum Health’s premiere clinical quality. This past year, Spectrum Health has earned numerous national
awards, including Top 100 Hospital and Verispan 100 Integrated Healthcare Network status.

As you can see, quality is continuously measured and closely monitored at Hackley Health. And we are proud to
compare ourselves to health care providers across the state and nation. Our patients and their loved ones deserve
nothing less.

Finally, a word about cost. Contrary to common perception, quality care does not need to translate into higher cost.
A 2003 report in the Annals of Internal Medicine bears this out. Comparing Medicare costs in West Michigan versus
elsewhere, researchers found much lower per capita Medicare costs in West Michigan. Interestingly, researchers also
reported higher quality of care and outcomes measurements in West Michigan as compared to the other higher-
spending region. What does this tell us? In my opinion, it means that high quality medicine is cost-effective.

Quality is Hackley Health’s tradition. In today’s complex world of health care — one in which the public and business
community are demanding more accountability from all institutions — Hackley Health is well positioned to serve
the greater Muskegon community with high quality health care. As indicated earlier, you have a right to expect
nothing less.

Sincerely,

Gordon A. Mudler
President/CEO
Gmudler@hackley-health.org



