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About ARMC

4,000+ employees including 1,338 Nurses
500+ Advanced Practice Professionals

300+ job classifications, 133 departments
 225 Resident Physicians and Fellows
200 Medical Students

Outpatient clinics serve approx.   
390,000* patients a year

Hospital cares for 374* patients daily
ED treats over 237* patients daily

$800 million operation yearly

                                                         *based on 2022 totals



Our Mission
In an environment of learning and innovation we serve our 
diverse community with high quality compassionate care

Creating a High Performing Culture

Our Vision
To improve the health of the community by being the provider 

of choice for health care delivery and education
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Our Values
Creating a High Performing Culture
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Creating a High Performing Culture
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ALIGNMENT, ACTION, 
ACCOUNTABILITY

&
STRUCTURED  CULTURE 

MANAGEMENT



Alignment

Creating a High Performing Culture
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What does Alignment look like?
Creating a High Performing Culture
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“What you permit, you promote” - Quint Studer



Communication
Creating a High Performing Culture
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Encouraging Feedback and Transparency

 Employee Forums - Quarterly
 Ask Bill – Blog posts
 Daily Safety Huddles
 Rounding on Staff 
 Newsletters/Magazine
 Arrownet Intranet Postings
 ARMC website
 Social Media
 All User Email Blasts
 Annual Employee/Physician Surveys
 Communication Boards  
 General Bulletin Boards in the ARMC Café
 Banners



Action

Creating a High Performing Culture
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PlanView Project Tracker
Creating a High Performing Culture
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Accountability

Creating a High Performing Culture

11



Dashboard
Creating a High Performing Culture
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“Taber Tracker” 



Pillars of Excellence
Creating a High Performing Culture
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Journey Towards World Class
Creating a High Performing Culture
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Population Health, 
Access & Quality

Operational Excellence & 
Financial Stewardship

Clinical Excellence & 
Service Line Growth

People, Education 
& Training

…and support of the San Bernardino Countywide Vision
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Quality The Quality Pillar demonstrates ARMC’s commitment 
to high quality, continuous improvement, a culture of 
safety, and scholarly achievement.



Survey Readiness
Creating a High Performing Culture
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Growth
The Growth Pillar evaluates and 
establishes growth opportunities with a focus of aligning 
services to the needs of the community and hospital financial 
strength



Capital Improvement Projects
Creating a High Performing Culture
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Service Line Growth
Creating a High Performing Culture
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ARMC conducted its first DaVinci Surgical 
Robot surgery on August 3, 2023.

Starting Service Line Operations Councils 
around:
• Cardiovascular 
• Neuroscience
• Women & Children's
• Orthopedics
• ED/Trauma
• Surgical Services
• Cancer & Blood Disease
• Behavioral Health
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Service
The Service Pillar demonstrates ARMC’s commitment to 
engage our patients and ensure they feel safe and cared for 
while they are in our care.



Patient Satisfaction
Creating a High Performing Culture
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People
The objective of the People Pillar is to improve employee and 
physician engagement by creating an environment where 
employees feel valued, preserve a sense of purpose, achieve 
job satisfaction, and share the goals and strategies of ARMC
.



Employee Engagement
Creating a High Performing Culture
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Staff are
       VALUED!

 Employee Engagement Officer

 Annual Employee/Physician Engagement Survey

 Employee Engagement Action Planning



Celebrating Employees
Creating a High Performing Culture
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• Employee Recognition Program-Got HEART
• Employee/Physician of the Year
• Nurse of the Year
• Nurse Leader of the Year
• Nurse Of the Year
• Exemplary Mentorship Award
• Service Year Celebrations 
• Bright Idea Award
• Department Recognitions
• Community Celebrations
• Service Line Celebrations 



Training & Development
Creating a High Performing Culture
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• Promote from within whenever possible
• Provide educational training 
• Educational options based on various MOUs
• Leadership Book Clubs
• Quarterly Management Retreats
• Management Process Development Training
• Monthly Management Development Classes
• Partner with Performance Education and Resource Center 

(PERC) 
• Online Health Stream class catalogues
• Coaching 

Create a Culture of High Performers



Diversity, Equity & Inclusion
Creating a High Performing Culture
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• Diversity Equity Inclusion Committee
• Added Diversity Survey Questions added to Annual 

Employee/Physician Engagement Survey
• NEW-HealthStream--Online Diversity, Equity, and Inclusion 

Catalogue
• Participation in the Countywide Departmental Racial Equity Action 

Plan Cohorts 



Commitment to Wellness
Creating a High Performing Culture
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• ARMC Wellness Advocate
• Weekly Emails
• ARMC Wellness App
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Finance
The Finance Pillar demonstrates ARMC’s commitment to 
achieve financial results that ensure ARMC’s ability to 
provide quality health care services to our patients through 
new technology and skilled, talented staff



Productivity
Creating a High Performing Culture
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Community
The Community Pillar demonstrates ARMC’s 
commitment to foster current and new community 
relationships. We work to position ARMC as a regional 
leader in delivery of healthcare services and serve as 
the community resource for health information



Marketing & Public Relations
Creating a High Performing Culture
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• Media
• Magazines
• Branding
• Promotion
• New Website
• Intranet
• Videos
• And More…

https://www.arrowheadregional.org/news-blog/2023/june/armc-honored-as-top-performer-in-neonatal-care/
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Joint Conference 
Committee 

Compliance Report
(period June 1, 2023 – August 31, 2023)

www.arrowheadmedcenter.org

Katrina S. Shelby, JD MBA
Associate Hospital Administrator 

Quality & Accreditation
 

The Heart of a
Healthy Community



 Compliance Program/Activity:
• Continue Coordination of interpretation services for

CyraCom.
• Monthly review/audit for patients who are deaf or hard

of hearing. Review/audit to determine if patient was
provided appropriate aid or interpreter in a timely
manner.

• Audit Form 700 filing for CY 2022, staff and contractors.

2www.arrowheadmedcenter.orgThe Heart of a
Healthy Community

Compliance Program/Activity



 Compliance Program Review: 
• Monthly review of the Office of Inspector General (OIG)

exclusion list to ensure vendors and staff are not excluded
from Federally funded health care programs (Ongoing).

• There were no incidents of Fraud, Waste or Abuse
reported for this quarter.

3www.arrowheadmedcenter.orgThe Heart of a
Healthy Community

Compliance Program/Activity



 Epic Hyperdrive implementation and rollout strategies have been 
completed. 3000 desktop computers and 2000 virtual desktop 
environments have been upgraded with the latest Epic client 
software. All third-party applications integrations (Imprivata, 
OnBase, 3M, Nuance) tested successfully. Epic Hyperdrive is now 
configured to run locally on virtual desktops, this eliminates the 
need of another Citrix session and improves Epic connection 
speed times.

 Epic Hyperdrive local install on desktop computers testing 
initiated. Some medical imaging desktop computers are now 
configured with this solution. Third-party application testing is 
completed for Imprivata, OnBase, 3M and Nuance. Wacom is in 
progress. Next step is to determine rollout strategies.

4www.arrowheadmedcenter.orgThe Heart of a
Healthy Community

Health Insurance Portability and Accountability Act (HIPAA) 
Privacy & Security Report Highlights



 Bitwarden, an Enterprise Password Manager solution has
been implemented and configured. Password information
has been transferred, user accounts have been transferred
and documentation is now completed. Next steps are to
finalize rollout strategy and administer user training.

 Imprivata PAM (Privileged Access Management ) servers'
implementation and configuration is now completed. Next
steps are; environment configuration, Active Directory
integration, documentation, rollout strategies, and user
training.

5www.arrowheadmedcenter.orgThe Heart of a
Healthy Community

Health Insurance Portability and Accountability Act (HIPAA) 
Privacy & Security Report Highlights



 June 7, 2023 – A registry employee inappropriately accessed 
and viewed the EMR of a jail patient. The breach was 
reported to California Department of Public Health and the 
U.S. Department of Health and Human Services - Office for 
Civil Rights. The department completed correction action 
including staff training. 

 June 12, 2023 - A registry clinic employee inappropriately
accessed and viewed the EMR of a patient. The breach was
reported to California Department of Public Health and the
U.S. Department of Health and Human Services - Office for
Civil Rights. Appropriate corrective action completed.

6www.arrowheadmedcenter.orgThe Heart of a
Healthy Community

HIPAA Reportable Breaches



Regulatory 
Compliance 

Update

www.arrowheadmedcenter.org

Katrina S. Shelby, JD MBA
Associate Hospital Administrator 
Quality & Accreditation
 

The Heart of a
Healthy Community

(period June 1 to August 31, 2023)



 ARMC underwent sixteen (16) CDPH visits investigating a total of 
forty-one (41) complaint / follow-up cases resulting from patients, 
families, self-reports, and/or from employees or other anonymous 
sources that were investigated.

 ARMC received three (5) CDPH deficiency requiring a corrective 
action plan related to:
• June - Quality of care complaint in 2021
• July - Two self reported Hospital Acquired Pressure Injury (HAPI) / Quality of 

Care (ACLS documentation)
• August – one self report HAPI / one self report staff to patient abuse

 Licensing Survey
• 7/25 - Fontana Clinic’s New Mammogram
• 7/28 – DaVinci Surgical Equipment

8www.arrowheadmedcenter.orgThe Heart of a
Healthy Community

Regulatory Update – Regulatory and Accrediting Agencies



Questions?
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