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BHB and tHe Pursuit of excellence 
Working for an organisation whose sole purpose is to care for its 
community is a privilege that comes with great responsibility.

We all feel this at BHB, no matter what our job is. Healthcare is not 
delivered by a few individuals. It is the responsibility of multiple 
teams in the frontline, in support and in administrative roles, working 
together respectfully to ensure the best possible patient experience 
and clinical outcomes. This collaborative approach is embedded in 
the strategy in front of you today.

It is as a team we have worked on this new strategic plan.  Over 360 
leaders and staff from across BHB have attended forums, workshops, 
and filled in surveys. Patient experience has been at the heart of 
all our deliberations, and so we asked our community and other 
stakeholders to participate and tell us what they think works, and 
what we need to improve. We want Bermuda to be proud of BHB, 
so we asked patients what that looked like. Over 400 community 
members kindly responded with insightful thoughts and perspectives. 

We greatly appreciate everyone who has been involved. They have 
helped us assess where we are, and what our challenges are, then 
plan and prioritise what we need to do in order to improve. 

This strategy rests on the shoulders of our previous strategy, which 
gave us a direction of travel that saw quality improve, greater 
transparency and clearer direction. We achieved the highest level of 
accreditation in 2019 following a survey that measured BHB against 
thousands of patient safety standards and have benefited from 
the 2018 Clinical Services Plan that highlighted the need for more 
integrated services supported by the latest technology.

This is a strong foundation to move forward from. Our focus for 
the next five years is on the pursuit of excellence – working at 
improving every day to deliver the highest quality and safest care, 
with compassion. Every patient matters, whether the first of our shift 
or the last, and every interaction counts, whether it is an emergency 
or outpatient, the delivery of food on long term care unit, or the 
payment of a bill. 

We cannot hide from the difficulties ahead. We are still feeling the 
financial and health impact of COVID-19 and know the challenges of 
an ageing population with increasing co-morbidities is expected to 
get worse. We do not get to choose the challenges of our times; we 
can choose, however, to be the people to address them. We can even 
choose to be the people to transcend them. As Martin Luther King Jr 
has said: ‘The time is always right to do what is right.’

Excellence is never an accident, it takes planning, collective action 
and commitment, and the desire to pursue it each and every day. For 
this reason, we are focusing on clear actions and deliverables, many 
of which are shared in this document. This is our path for the next five 
years and our hope is that it will help us deliver BHB services that will 
truly make Bermuda proud. 

Michael Richmond, MD
CEO & President 
Bermuda Hospitals Board

Mike Richmond, CEO & President (front), with from left to right, Dr Wesley Miller, Chief of Staff; Preston Swan, Acting Chief Operating Officer;  
Bill Shields, Chief Financial Officer; Judy Richardson, Chief of Nursing; and Scott Pearman, Deputy CEO.
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WHere We are noW
The challenge of delivering effective and affordable care to an ageing population with multiple chronic diseases remains a focus for this 
strategy. Compared to 2016, Bermuda’s population is even older, the pressures on capacity and available care spaces are felt more keenly and 
there have also been unexpected changes, principally the COVID-19 pandemic. In this section, we examine the environment we operate in to 
understand the opportunities and challenges facing us and our patients.

2.1. ExtERNAl OPPORtuNitiES AND ChAllENgES 

the immediate risk – COViD-19: Navigating the COViD-19 pandemic 

The COVID-19 pandemic is the most significant global healthcare crisis of our lifetime. The speed and scale of the pandemic has been 
remarkable; its impact will be long-lasting. The pandemic has led to significant loss of life worldwide and an unprecedented challenge to our 
health and economy in Bermuda. 

At BHB, we started preparing early, with our first communication to staff in January 2020. We are a small island nation potentially left isolated 
should the pandemic disrupt global supply chains and how people travel. Thanks to our exceptional staff and by working with the Government 
of Bermuda and our community partners, we managed the initial surges in hospitalisations and kept staff and patients safe.

Our response included:

• Securing personal protective equipment for our staff.
• Working with donors and partners to secure supplies, ventilators and medications.
• Tripling our critical care capacity and increasing acute care bed space in case of surges  in demand.
• Changing patient pathways, processes and policies to adapt to the pandemic.
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An example of how we prepared early 

Oxygen is a proven emergency therapy for the treatment of COVID-19. Hospitals in the UK and North America have experienced shortages in 
oxygen due to the needs of COVID-19 patients. As Bermuda’s only hospital, with no other oxygen supplier on island, we could not afford for 
that to happen. With the help of the Bermuda Hospitals Charitable Foundation, we purchased a new oxygen concentrator ahead of the global 
shortage, doubling our oxygen capacity and supporting delivery of routine care. 

the impact of the pandemic on our patients and community

The impact of the pandemic on our ability to deliver patient services 
has changed with the rise and fall of COVID-19 in the Bermuda 
community. We had to take several measures to keep our patients 
and staff safe including visitor restrictions, using telemedicine, 
postponing elective surgeries temporarily and restricting external 
birthing coaches in maternity.  Our staff have been extraordinary 
in responding to this pandemic, for example, surgical nurses cross-
trained in critical care should they be needed, and staff across 
departments supported or adapted to new ways of working. We 
would not have been as successful in our efforts if we did not pull 
together as a team.

The pandemic has had a negative impact on the economy, which 
could make healthcare unaffordable for some. People may also not 
feel comfortable entering a clinical environment due to the need for 
social distancing and limiting physical contact with people. Missed 
or delayed care could cause detrimental long-term effects on our 
community, particularly our vulnerable patient groups such as those 
suffering with chronic illnesses, seniors and children.
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2.1.2 thE lOCAl ENViRONMENt iN WhiCh WE OPERAtE 

Cost of healthcare 

Bermuda’s health spend totalled $723 million in 2017/18. This equates to spending approximately $11,300 per person which is one of the most 
expensive in the world. However, life expectancy for Bermudians is 82. This is lower than many other countries. 

The total cost of the healthcare system in Bermuda is already the single largest area of spending in the national budget. Therefore, avoiding 
duplication, reducing costs and improving efficiency will be essential to having a sustainable healthcare service that can care for all of 
Bermuda’s residents in the long-term.

BERMuDA’S DEMOgRAPhiC

Bermuda has an ageing population 

As recognised in our previous strategy, Bermuda has one of the oldest populations in the world. Graph 1 shows that Bermuda’s senior 
population is forecast to increase from 19% (about one in five) to 33% (one in three) of the total population over the twenty years to 2039. 
As our ageing population lives longer, they will develop multiple chronic diseases, and live with these for many more years. This will have a 
dramatic impact on the future scope and cost of healthcare, given the existing provision is not meeting the population’s current needs. 

Source: Bermuda Health Council 
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Bermuda’s population is expected to decrease

Bermuda has previously experienced an increase in population, but from 2021 this is expected to reverse and by 2026 the birth rate is 
expected to decrease to 7.3 per 1000 people. Alongside the projected decline in the population of 2% by 2039, this means that there will be 
fewer people in Bermuda contributing to the local economy and the costs of healthcare provision. Graph 2 further illustrates that there will be 
fewer people in Bermuda capable of providing economic support in the future, as the ratio of employed people to unemployed and inactive 
people (the dependency ratio) is projected to decline from 3.9 to 1.7 by 2039.

Source: Bermuda Health Council

Population health 

Bermuda’s population is experiencing substantial health concerns. 
Seventy-five per cent of adults are overweight or obese and 50% 
of adults have at least one chronic disease, such as diabetes, kidney 
disease, hypertension, high cholesterol, heart disease, stroke, 
asthma, or depressive disorder. 

Bermuda now ranks third highest in the OECD for diabetes 
prevalence with one of the highest rates of diabetes resulting in high 
levels of amputation and approximately 200 people receiving dialysis 
because of end-stage kidney disease, with a total service cost of 
approximately $30 million per year.

if nothing changes, how will this impact Bermuda over the  
next five years? 

 •  Bermuda’s ageing population will develop multiple chronic 
diseases and live with them for longer.

 •  Chronic diseases can lead to, or exacerbate mental illnesses, 
such as depression and anxiety.

 •  Fewer working people will need to spend more money on 
the healthcare system to fund the increasing healthcare 
costs for the population.

 •  The split between those who can and cannot afford 
healthcare will create a risk of a two-tier health service on 
the island.
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What does this mean for services at BhB if nothing changes?

 • More services will be needed to manage chronic diseases, leading to increased costs.
 • Increased demand for our mental health services.
 • Longer wait times as our staff care for seniors with complex care needs (such as multiple chronic diseases).
 • People will be in hospital longer with complex issues, resulting in more pressure on available beds.
 • More reliance on the long-term care provided by BHB for those who cannot afford public and private facilities.

2.1.3  thE glOBAl ENViRONMENt iN WhiCh  
WE OPERAtE

Social inequality in Bermuda 

The social determinants that impact both health outcomes and 
access to care are well described in the literature. In 2020, the 
persisting patterns of social inequality were highlighted globally, 
including in Bermuda, through the Black Lives Matter movement. 
Although the nature and evidence of racism and social inequality 
may differ in Bermuda from other countries, their impact on health is 
significant and must be addressed. 

Moving from consultation to collaboration

Patients and their families are increasingly seen as partners in 
care, rather than solely recipients or beneficiaries of care plans 
and treatments. Further, by encouraging patients to share their 
experiences as users of health services and products, quality of care 
can be improved.

Patient involvement means that patients are actively contributing 
to the delivery and effectiveness of health services, alongside us at 
BHB. This will happen at an organisation level (for example, between 
Government agencies and patient organisations) and at every level 
right down to the interaction between a clinician and a patient.
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innovative use of technology

Advances in digital healthcare technologies are helping hospitals 
around the world improve safety, outcomes, coordination and 
efficiency. The success of our ability to deliver care lies in working 
with technology and embracing emerging technologies in order to 
stay relevant in the coming years.

What does this mean for services at BhB? 

We need to consider how in our role at BHB we can support equitable access to care and contribute to delivering consistent health outcomes 
for Bermuda. This will require a shift to a care model based on proactive, preventative ‘out of hospital’ services rather than on reactive, high-
cost hospital care. We must also ensure our workplace environments are a safe places for all of our staff where they can be heard and felt 
appreciated.
 
Engaging patients and the community in their care is the best tool we have to prevent the progression of certain chronic diseases that are 
prevalent in Bermuda. This has been critical to many of BHB’s achievements over the last decade and more. We will continue to build on this 
collaboration and seek more ways to talk and listen to our community.
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What does this mean for services at BhB? 

 •  The implementation of the Electronic Medical Record will 
be critical to making a step change in improving the quality 
of care. 

 •  The pandemic has made us adopt new ways of working 
and encouraged us to think creatively. This has included 
greater use of video conferencing and remote working, for 
example. This can be built on, helping us more effectively 
communicate and provide care safely. 

 •  Where possible, we have been providing individual 
appointments through telemedicine, which includes 
telephone communication or conducting home visits as 
appropriate. 

 •  Innovation has also improved quality of care: the 
introduction of an electronic system for ordering 
medication doses has reduced the number of 
interpretation errors and an automated review system for 
certain prescribed medicines has reduced the number of 
unnecessary drug prescriptions and drug wastage. 

2.2. uNDERStANDiNg OuR StRENgthS – AND WhERE WE CAN iMPROVE

Our strategic plan and the feedback have provided us with a solid foundation to improve even further. In 2021, our Senior Leadership Team 
reviewed our strengths and weaknesses which are summarised below. 

What we do well

 •  We deliver an extensive range of services, which include 
comprehensive diagnostic, treatment and rehabilitative 
services for both physical and mental health needs, our 
facilities providing the community with access to care across 
the island.

 •  Our team is passionate, adaptable and resilient. As 
demonstrated in the effective handling of the pandemic, we 
have had to be agile, think creatively and act quickly.

 •  We are committed to quality. This is supported by our 
rating as “exemplary” by Accreditation Canada and we have 
also received recognition from several other international 
healthcare bodies.

 •  We have good relationships with the Government and 
contribute regularly to the advancement of best practice 
on the island. For example, we worked with the Ministry of 
Health to develop and run the consultation for Bermuda’s 
first Mental Health Act Code of Practice.

 •  We have a clinical affiliation with Johns Hopkins Medicine 
International which provides our clinical staff with 
accredited education. It also provides us with opportunities 
to improve our service delivery. We have already seen 
improvements in our stroke rehabilitation services and the 
Emergency Department.

 •  We receive positive feedback from our patients. In our 
most recent survey completed in February 2021, 70% of 
respondents said that they were proud of their local hospital 
services.

 •  We are accountable to our community, publicly sharing 
statistics, quality and patient safety data and patient 
satisfaction results.

 •  We have already started our journey of collaboration; we 
are working with other healthcare providers on the island 
with the shared objective of enhancing access to healthcare 
for all members of our community and have received input 
from hundreds of internal and external stakeholders in 
development of this strategy.
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“ I feel safe in their hands and excellent customer service by nurses and doctors. ”- Feedback from one of our patients, February 2021

“ BHB has afforded me the opportunity to grow professionally and work in various teams  
and capacities. This is a great place to connect with so many people of various ages, ethnicities,  

and professions who make work-life more enjoyable. ”-BhB member of staff, February 2021

Where we see challenges

 •  Our estate, including the Mid-Atlantic Wellness Institute 
and King Edward VII Memorial Hospital facilities, will need 
significant financial support over the coming years to ensure 
that they remain safe, fit-for-purpose, sustainable and can 
fully support our services. 

 •  We want our team to be as flexible as possible while also 
maintaining the engagement of our staff and the support of 
our unions. 

 •  A number of our team are recruited internationally. Our 
time to hire is currently high and in the context of the 
current need to support our workforce, we need to address 
succession planning and development.

 •  We need to establish a training programme to recruit the 
best talent locally. 

 •  We are providing services on a capped public funding model, 
but an increasing number of patients requiring care are 
either not insured or under insured. 

 •  The increasing cost of insurance premiums is encouraging 
users to demand higher levels of access to services based on 
‘wants’ rather than ‘needs’. We continue to experience high 
levels of demand. 

 •  We are embracing technology and its wider uses but there 
is much more we can do. We also need to develop our 
approach to collecting data and information, which is critical 
for us to make informed decisions. 

 •  We already have some collaboration through 
multidisciplinary teams in our clinical services, but we  
can expand this way of working further to include  
everyone within our organisation to achieve even better 
patient outcomes.
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“ We need to listen to and appreciate different perspectives within the organisation ”- BhB member of staff, February 2021 

  
2.3. OuR RECENt AChiEVEMENtS 

The key milestones of our journey since 2014 are set out in the chart below, showing our commitment to investing in  the quality of our care, 
financial sustainability, collaboration and our staff.

We are proud of the achievements and progress we have made in delivering quality and safe care. We greatly appreciate the support and 
commitment from our patients, the community and our partners over the past five years. We are committed to continually improving and 
listening to feedback from our everyone. It is by reflecting on our journey so far that we are able to recognise lessons learnt and improve for 
the future and make Bermuda proud.

2.4. OuR AREAS OF FOCuS 

From all our analysis and engagement, there are clear themes emerging that our strategy needs to address.

Our patients are at the centre of all we do

We want every patient receiving our healthcare to be treated with dignity and respect and involve them in all decisions about their health. Our 
patients are the reason we are here. We will aim to excel in consistent delivery of high quality, patient centred care, delivered with compassion. 

“ Working at BHB affords me an opportunity to make a distinct difference in the  
lives of not just one patient, but all patients who pass through our doors  

seeking high quality, safe and effective clinical care.  ”- BhB member of staff, February 2021
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Valuing our staff

Our staff are the key to our success. It is not just about ensuring the right skills and development, though this is important. It is also about 
encouraging a workplace environment in which people flourish, support each other and work together effectively for the good of our patients. 
We know there are skills we will need, particularly in areas such as chronic disease management and managing older people. We must also 
recognise that our workforce will be ageing as part of Bermuda’s population. 

 “ It makes me proud that that the staff who work there seem to be  
committed to providing a good service ”- Feedback received from one of our patients, February 2021

  

We need to maintain focus on delivering a strong operational performance

We will develop our approach to using data and information to support change where we have opportunities to create more value. We will 
also need to consider the utilisation and condition of our estate. With people living longer and requiring more support to manage chronic 
diseases, there is increasing pressure on the already small amount of long-term care support available in the local community. Often, seniors 
and dependents who cannot afford private care turn to us at BHB for long-term residential support. This in turn creates additional pressure on 
our staff and resources. 

“ For such a small community, the services offered and standard of care are excellent. ”- Community member, February 2021
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“ 

From the laundry to the Board, we genuinely care about the patients we encounter  
and the service we deliver. It is the bureaucracy and systems that we can improve on. ”- BhB member of staff, February 2021

 
We will play our part in 
improving the health and 
wellbeing of our community to 
prevent illness and injury and 
reduce health inequalities

We must make every contact we 
have with our community and 
patient count towards improving 
their overall health and wellbeing 
to make an impact on the long-
term health of our population. 

 

 We will integrate our services with our local community

We know that an ageing population will need more support over the 
next decade. We cannot sustain traditional service models where 
people are referred for multiple visits for appointments, and where 
people feel they have no option but to take themselves or someone 
they care about to the emergency department. We need to work 
with healthcare providers to ensure our community has access to 
preventable and primary care. 

 

We will be a learning organisation, passionate about improving

We want to embrace learning as part of who we are and what we 
do. By identifying all our opportunities to learn, we can broaden 
our definition of learning to be beyond the classroom and training 
courses. Learning can come from our interactions with patients, it 
can come from listening to our community, and it can come from 
reflecting on our successes and failures. We want to be highly 
adaptable, taking responsibility for our development and growth, 
motivated to be the best at getting better in improving how we 
care or support care services, in whatever department we work. By 
working together across BHB, we will be able to improve together.
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our strategy: WHere We Want to Be 
3.1. Why hAVE WE REFREShED OuR StRAtEgy?

Our strategy for 2016 – 2021 has provided us with a solid foundation on which we can build on, delivering more benefits to patients and staff 
over the next five years. The 2016-21 strategy has reached the end of its natural five-year span, and it is time to take stock of where we are and 
make adjustments based on what we have achieved and what has changed.

3.2. OuR StRAtEgiC PlANNiNg PROCESS

Since September 2020, we reviewed data from the previous strategy, information about demographics, the latest economic and health data 
for Bermuda, international trends and best practices in healthcare and completed a SWOT analysis.

We set out to engage with our stakeholders as part of the development of this strategy. This was achieved through a series of virtual 
interviews, focus groups, online surveys and leadership forums. Over 800 people have participated.

3.3. thE ElEMENtS OF OuR StRAtEgy
 
Our vision and mission describe what we want to achieve and why. By sharing this vision, we will be able to create significant change and 
improve our service.

Our values guide how we behave and how we want people to experience our care, whether they are using our services or working as part of 
our team. 

While our values set out the basis of how we will work, our pillars set out what we will work on to achieve our vision. These pillars are: Care, 
People, Performance and Collaboration. Each of our pillars is accompanied by a set of goals on which we will focus to achieve our desired 
vision. 

3.3 OuR StRAtEgy ON A PAgE 

As shown on the next page, our strategy describes how we will deliver our mission and vision. Our strategy is structured around four pillars and 
contains eight specific goals. In everything we do, including the delivery of our strategy, we will live by our BHB “PROUD” values. 
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2021 - 2026 

Strategic Plan 
Vision
To pursue excellence through improvement, to make Bermuda proud.

Mission
To continuously strive to deliver the highest quality and safest care 
to our patients, every day.
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oUR VALUEs

goALsPiLLARs

•	 	Deliver	an	exceptional	patient	experience	
every	time

•	 Eliminate	avoidable	patient	harm

•	 	Build	a	workplace	environment	that	brings	
out	the	best	in	all	of	us

•	 	Create	opportunities	to	learn	and	develop	in	
order	to	reach	our	potential

•	 	Optimise	operational	and	care	delivery		
by	drawing	on	best	practice,	innovation		
and	technology

•	 	Achieve	and	maintain	financial	sustainability

•	 	Innovate	with	patients	and	community	
partners	to	improve	healthcare	access	and	
integration	throughout	Bermuda	

•	 	Create	a	multidisciplinary	approach	to	
service	planning	and	delivery	across	BHB

Care
Ensure	optimal	health	outcomes	
by	delivering	safe,	compassionate,	
high-quality,	patient-centred	care.

People
Foster	a	respectful,	supportive	
workplace,	where	people	are	
heard	and	feel	appreciated.

Performance
Ensure	effective	use	of	resources	
by	improving	efficiency,	while	
maintaining	high-quality	standards.

Collaboration
Enhance	equitable	access	to	an	
integrated	system	of	quality	care.	

patient-centred 
care:	
Putting	the	
patient	at	the	
centre	of	what	
we	do

respect: 
Being	kind,	
compassionate	
and	above	
all,	promoting	
equity	and	
valuing	diversity

ownership of 
successes  
and failures: 
Learning	as	
much	from	our	
failures	as	our	
successes

unity: 
Teams	within	
teams	having	
a	unified	
purpose

delivery of 
excellence: 
Continuous	
improvement,	
every	day

P r O U D
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Putting our strategy into action
In this section we provide further information on the steps that we will take over the next five years to achieve our vision. Outcomes reflect the 
impact of our care on the health of our patients. Measuring these outcomes is essential to understanding how we progress in the delivery of 
our strategy. Please refer to Appendix 1 to see how our goals will be measured and reported to the Board. 

4.1. gOAl PlANS FOR EACh PillAR
 
 

care
goal: Deliver an exceptional patient 
experience every time

goal: Eliminate avoidable  
patient harm

how will we reach our goal? 
By putting patients at the centre of all we 
do, we will improve how we communicate 
and engage with our patients. We will 
provide better information for patients 
about what to expect when they come 
to our hospitals, and further develop the 
customer service skills of all of our staff.

Patients tell us that they want to be more 
involved in changes to our services and we 
will explore new ways to do this. We will 
improve our systems for collecting patient 
feedback, building on our success in areas 
such as surgery. We will also develop our 
approach to sharing this feedback across 
the organisation.

how will we know if we succeed?
We will measure and improve…

how will we reach our goal? 
We will focus improvement efforts on the 
top causes of harm to patients, including 
pressure ulcers, hospital-acquired infection 
and falls. Our teams will have the skills and 
behaviours to prevent harm from happening 
and we will have a culture where speaking up 
is encouraged.
 
We will refocus our oversight and governance 
of patient harm. We will improve: our 
systems for reporting preventable harm; our 
approaches to investigating root cause; and 
our approach to continuous improvement. 

We will improve the flow of patients through 
our facilities, allowing them to return to their 
home and community, safely, as quickly as 
possible. 

how will we know if we succeed? 
We will measure and improve…

Patient satisfaction through a routine 
patient survey Number of incidents causing harm

Number of written complaints and how 
quickly we respond

Readmission rate to hospital  
(within 30 days of previous discharge)



BHB Strategic Plan 2021-2026 19

PeoPle

goal: Build a workplace environment 
that brings out the best in all of us

goal: Create opportunities to learn and 
develop in order to reach our potential 

how will we reach our goal? 
Recognising the link between staff 
engagement and quality of patient care, 
we will celebrate and better recognise the 
achievements of our staff. 

We will embed our harassment and 
bullying prevention initiative, as well as 
develop new ways to ensure our people 
are treated in a fair and equitable manner 
by both patients and colleagues.

We will create a culture in which everyone 
is responsible for improving safety. We will 
prevent work-related injuries and illnesses 
by taking all reasonable precautions to 
eliminate or control workplace risks. 

We will tackle recruitment issues and long-
term vacancies to help relieve stress and 
improve staff wellbeing. 

how will we know if we succeed? 
We will measure and improve…

how will we reach our goal? 
We will become a “learning organisation”, 
better reflecting on our individual and 
collective strengths and weaknesses, as 
well as recognising the leadership and 
performance behaviours that will support us 
to achieve our mission.

We will link individual learning to overall 
organisational goals, as well as develop our 
performance management and assessment 
approach and the tools that help people 
develop.

We will take a proactive approach to 
developing future leaders with the 
continuation of our succession planning 
process and create clear pathways for career 
development, ensuring BHB has the talent to 
address current and future needs. 

how will we know if we succeed?
We will measure and improve…

Number of incidents where staff  
come to harm

Proportion of staff that complete annual 
training requirements 

Vacancy rate Number of staff that complete  
the annual appraisal
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Performance

goal: Optimise operational and care 
delivery by drawing on best practice, 
innovation and technology

goal: Achieve and maintain financial 
sustainability

how will we reach our goal? 
We will make investments in technology 
to make day-to-day processes across our 
hospitals more efficient and better for 
patients. In particular, we will implement 
an electronic medical record to improve 
patient safety, quality and value for money. 

We will implement a programme to 
systematically review processes across 
the organisation to improve performance, 
reduce waiting times and minimise 
bureaucracy. We will also review our 
governance systems to ensure we make 
robust decisions in a timely way. 

We will build on the successful use of 
technology during the pandemic to 
better improve efficiency and work-life 
balance, such as remote working and 
videoconferencing.

how will we know if we succeed? 
We will measure and improve…

how will we reach our goal? 
We will continue to identify and implement 
cost efficiency savings across our services 
each year, delivering better value for money 
for Bermuda. We will also work with our 
community partners to reduce costs across 
the health system.

We will optimise our financial management 
reporting to enable BHB’s leaders and 
managers to be empowered to deliver value 
for money services. We will implement a 
programme to optimise employee overtime, 
sickness and absenteeism.

We will develop a capital plan that identifies 
our investment priorities and what 
investments in our facilities and equipment 
lead to patient experience and quality 
benefits.  

We will develop a robust annual planning 
process for each business unit within our 
organisation, including a forecast of demand, 
capacity, quality and financial performance.

how will we know if we succeed? 
We will measure and improve…

ER waiting times Net Operating income / loss

inpatient length of stay Days cash on hand
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collaBoration 
goal: Innovate with patient and 
community partners to improve 
healthcare access and integration 
throughout Bermuda

goal: Create a multidisciplinary approach 
to service planning and delivery across BHB

how will we reach our goal? 
We will build on our efforts to put patients 
at the centre though our mental health 
community partnership initiatives and 
the Patient-Centred Medical Home 
programme.

We will work with our partners to develop 
a series of integrated care pathways, 
joining up primary care,  
hospital-based care, voluntary and private 
sector care in a way that is seamless to 
our patients. We will focus our integration 
efforts on areas that we know can deliver 
real benefit to patients, such as cancer, 
complex needs, primary care and stroke.

We will fully and actively support the 
direction given by the Ministry of Health 
to better integrate care and develop a 
system of universal healthcare coverage – 
providing better care for Bermuda. 

how will we know if we succeed?
We will measure and improve…

how will we reach our goal? 
We will focus improvement efforts on the top 
causes of harm. We will develop our staff’s 
understanding of what effective team working 
looks like through formal and informal 
learning. 

We will build on our programmes of inter-
disciplinary rounding, embedding this across a 
wide range of professions on all of our sites. 

We will optimise team structures to promote 
better cross-professional working. We will also 
recognise and reward positive team working 
team behaviours.

how will we know if we succeed? 
We will measure and improve…

Proportion of cancer patients reviewed  
at a weekly multi-disciplinary team Staff perceptions of team working

Proportion of patients with a discharge 
letter sent to their gP within 3 days of 
discharge from our care

Patient survey of their experience of 
“seamless” care
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4.2. BECOMiNg AN ORgANiSAtiON thAt CONtiNuOuSly iMPROVES

Our goals are set along with the plans to deliver. To support the delivery of these plans, our strategy includes two new programmes: 
operational excellence and accountability. 

Developing a new mindset: Operational excellence programme

To deliver our strategy, staff will need to contribute to changes in their area and this includes exploring new ways of working. Our strategy 
recognises that change is complex. We have also looked at international best practice to see what other hospitals have done to operationalise 
their strategy. 

Our strategy therefore includes an organisation-wide programme to develop the continuous improvement mindset, skillset and tools that 
effectively turn strategy into action. This programme will help our teams, identify changes that they could make to improve how they work, 
and then implement changes and ensure they are sustained. 

We have already had some success in continuous improvement approaches, including the approach which we committed to in our Quality and 
Safety Strategy. We will do this by:

 •  Developing new skills in the field of improvement science, embedding continuous improvement approaches such as  
Plan-Do-Study-Act in and Lean/Six Sigma.

 • Develop behaviours that support a continuous improvement culture, such as curiosity, perseverance, humility and self-discipline.
 • Ensuring each member of our team understands their role in delivering the strategy to achieve alignment in our efforts.
 •  Challenging ourselves – and each other – when hierarchy, bureaucracy and “this is the way we have always done it” gets in the  

way of making things better for our patients.
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Acknowledging success and taking our shortcomings seriously: Accountability programme

We will implement new approaches to monitoring and improving performance drawing on international best practice. We need a new 
approach to accountability: one where teams are clinically led, patient-focused and empowered to change, yet also held accountable for 
performance and recognised when they succeed. To do this, we will: 

 • Optimise our management structure so that we can effectively operate on a multidisciplinary basis.
 •  Develop an annual plan that articulates how our strategy will be operationalised for that year. This will include the expected demand 

for our services, how we will meet this demand (from a workforce, estates and financial perspective), and what change projects and 
programmes we will implement in year.

 •  Implement a monthly performance cycle to ensure we are on-track for delivering our care, people, performance and  
collaboration goals.

 •  Develop personalised goals for our staff to help them grow professionally and understand how they will be contributing to the 
achievement of our strategy.

 •  Improve the quality of our business intelligence, so that all our leaders – from Board to the front-line – have access to information to 
help them make decisions and improvements more effectively. 

Our accountability will be strengthened by monthly reporting of the performance of each goal to the Board. Please refer to Appendix 1 to see 
how our goals will be measured and reported.

 
4.3. gOVERNANCE AND BOARD OVERSight OF OuR StRAtEgiC PlAN

Our strategy will set the direction for the organisation between now and 2026. We will report our progress to the Board on a monthly basis. As 
part of this communication, our Senior Leadership Team will be reporting on the key performance indictors detailed in Section 4.1. Table 1 sets 
out our strategy reporting framework.

table 1: Our strategy reporting framework

Frequency Activity 

Annual BHB Annual report published noting progress against each goal

Monthly Performance report presented to BHB Board, with exception report for goals that are 
not meeting expected targets.

Weekly / Fortnightly Monitoring improvement activities at ward/department/team level.
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The strategy, including our vision, will be revisited annually by our Senior Leadership Team to ensure that it continues to serve the needs of 
Bermuda. Our strategy is vision driven, allowing us to maintain a level of flexibility which is imperative to be able to adapt to any unforeseen 
circumstances, such as the pandemic.

Our governance committee and reporting structure

 
The Executive Team is responsible for the delivery of the strategic plan, through developing and implementing underlying annual plans. 
Performance will be monitored through a rigorous performance management system, which seeks to hold everyone in the organisation 
accountable for the delivery of their plans. Our governance structure, as set out above, will also provide assurance to the Board on the delivery 
of strategy.

identifying and managing risk

We have an enterprise risk management approach which ensures that risks at all levels of operation are captured, analysed, evaluated and 
managed. These risks are captured in departmental risk registers, assessed based on impact level and the most significant risks are presented 
to the Board.

The Board has a dedicated time in each monthly meeting to consider key strategic questions and debate approaches to significant risks. The 
views of the Board from these discussions will then inform actions taken through the governance structure as necessary.

tHank you
We would like to thank everyone who participated in the development of our strategy. This includes representatives from our staff, our 
patients, our Board members and our community.
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communicating our Progress 
Our strategy will have a formal launch on 1 April 2021. 
For staff, we will be sharing updates through video updates, daily email newsletters, intranet posts, articles in our hardcopy monthly newsletter 
and other internal platforms. Strategy updates and our key performance indicators that go to the Board, will be presented in the leadership 
meeting each month. This information should be shared by managers with their teams. It will also available on our intranet, BHBConnect, and 
circulated via emails.

Our community can look to our website and social media updates for what progress we are making. We already share a quarterly quality and 
patient safety report on our website, along with an annual summary of our patient satisfaction survey results. Look out for project information 
and strategy related documents. 

We also want to keep listening and using feedback to help us improve. We will use workshops, focus groups, surveys and other methods to 
seek feedback on how we are doing and how progress is perceived by our staff, patients and the community. 
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aPPendix 1 – our kPi dasHBoard for tHe Board
As noted in Section 4.3, each year, we will develop and execute plans that have measurable impact and demonstrate how we are progressing 
towards the goals. The table below provides additional detail on the measures that will be monitored at Board level.

PillAR gOAl KPi

care Deliver an exceptional patient 
experience every time

Patient satisfaction (net promoter score)

Number of complaints

Patient complaint response rate (% responded with 20 days)

Elective cases cancelled for non-clinical reasons

Eliminate avoidable patient harm Standardised hospital mortality ratio

Rate of inpatient readmission (within 30 day)

Number of sentinel events

Number of incidents causing harm per 1,000 bed days

Incidences: venous thromboembolism, sepsis, falls, MRSA and 
pressure ulcers

PeoPle Build a workplace environment 
that brings out the best in all of us

Number of incidents where staff come to harm

Absenteeism Rate (days per Full Time Employee (FTE))

Vacancy Rate

Staff survey on engagement (“I would recommend my organisation 
as a place to work”, “I am able to make improvements happen in 
my area of work”, “I look forward to going to work”)

Number of referrals to occupational health service

Create opportunities to learn and 
develop in order to reach our 
potential 

% of staff completing annual mandatory training 

% of staff completing annual appraisal 

Performance Achieve and maintain financial 
sustainability

Net Operating Income / Loss

Days Cash on Hand

Labour cost per FTE

Overtime pay (as % of Labour Cost less Total Benefits)

Optimise operational and 
care delivery by drawing on 
best practice, innovation and 
technology

ER Wait times (overall time in ER)

MWI % of patients who received follow up within 7 days 

Diagnostic Imaging Test wait time for CT and MRI

Inpatient Length of Stay (days)

Inpatient Occupancy (%)

collaBoration innovate with patient and 
community partners to improve 
healthcare access and integration 
throughout Bermuda 

% of cancer patient reviewed at weekly Multi-disciplinary Team

% of inpatients with a discharge letter sent to their GP within 72 
hours of discharge 

Create a multidisciplinary 
approach to service planning and 
delivery across BhB

Staff survey result (“We work as one team at BHB”, “My team 
works well with other departments”)

Patient survey - experience of care (“My care was seamless”,  
“The BHB team worked together as a team”)
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