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Vincentian Collaborative System
Pittsburgh, PA

✓ 650 Employees
✓ 3 Skilled Nursing Facilities

358 Beds
✓ 2 Personal Care Homes

110 Beds 
✓ 2 Independent Living

155 Apartments/Homes
✓ 2 Childcare Centers



Vincentian Collaborative System

SCN’s 
A little history?



Our Mission, Our Work

Mission: Compelled by the love of 
Christ, Vincentian Collaborative 
System nurtures and sustains a 

ministry of compassionate care that 
preserves the human dignity of 

persons within a diverse and 
changing society.



Changing Times

SILVER TSUNAMI



Nick Vizzoca
CEO and President, Vincentian Collaborative System



It’s All About Living!

Spirituality Compassion Dignity Quality Stewardship Advocacy Collaboration

A New Value: Innovation

Vincentian must foster a culture of innovation to ensure continued growth and 
sustainability. In an ever-changing healthcare environment, organizations who are 
nimble, forward-looking and accepting of change will thrive. This progressive approach 
must permeate all facets of our ministries.

Values
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Defining Value

Value for Residents and Families 

Results in Value for Care Givers and Organizations 

Residents and Families 
are the only way for us to 
understand and deliver 
value



Resident and Family
Stories

Resident Councils 

Care Flow Mapping

Traditional Tools:

Satisfaction Surveys

Comments

Letters

What’s in our Toolbox?



• Understand our current state
• View care through our residents eyes
• Build high performing teams
• Create urgency
• Engage our staff at all levels
• Have the infrastructure to make rapid change
• Be able to communicate to our staff
• Evaluate processes and efficiencies

What more do we need? 



PFCC.org

• Care Experience Working 

Groups

• Leadership Rounding

• Employee InSight

Vincentian CARES
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• Resident 
Experience

• Employee 
Experience

Vincentian CARES
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Resident Experience Employee Experience

• Experience Working 
Groups

• Leadership Rounding

• Engagement Surveys*

• Voice of Resident 
(Letters, Feedback, etc.)

• Resident Council 
Meetings

• Vincentian RISE

• InSight (Empathy)

• Sensitivity

• Shadowing

• Engagement Surveys*

• Inclusion Groups*

• Communication Skills

• THRIVE

• Onboarding 

• Mentor

• Enrichment and 
Development

Vincentian CARES



VCS Transformation: A Culture of Excellence

Star Rating Comparison October 2015 May 2018

Vincentian Home

Vincentian Marian Manor

Vincentian de Marillac

Five Star Rating= Top 10% facility as rated by CMS
Marks first time that we have recorded with all 
Vincentian Senior Communities are rated five stars



All Three Facilities are 5 Stars

Five Star Rating= Top 10% facility as rated by CMS
Marks first time that we have recorded with all 
Vincentian Senior Communities are rated five stars



1. Care Experience Work Groups

Systematic Approach



Care Giver
Any person within a care setting 
whose work directly or indirectly 
touches a resident’s or family’s 

experience. 

Touchpoints
Key moments and places within 
the care setting where resident 

and family travel during their care 
experiences. 

Define and Build Unique Teams





• Sets Rehabilitation Goals

• Personalized care

• Encourages creativity 

• Relieves anxiety

• Improved communication

• Prevents loss of resident’s 
identity

Communication Boards

Improve Residents Experiences



Pain Management
• Alternate therapies to reduce opiate 

dependence 
• Aromatherapy, meditation, Tens units, ice
• Distraction techniques
• Collaboration between residents and staff

Improve Clinical Experiences



Reduce Costs

• Employee Wellness 
Program
• Healthier workforce
• Reduced healthcare 

costs
• Potential for

• Decreased absenteeism
• Reduced stress
• Improved morale



2. Leadership Rounding

For the resident…
• Improve Satisfaction
• Opportunity for Service Recovery
• Open Lines of Communication

For the staff…
• Develop Relationships
• Accountability
• Assist with Problem Solving
• Reward and Recognize
• Builds Engagement



• Leadership Visibility
• Employee Recognition
• Improvement Opportunities
• Collect and Report Findings 
• Establish Infrastructure
• Spread Best Practices

Program Goals/Objectives



Program Logistics

• A Leader conducts 2 rounding sessions a month

• Rotation schedule
o Assigned to one community for one month
o Rotate shifts

• Leadership Rounding Tools

Our Leaders: 
CEO, VP’s, Administrators, and Quality Director



PFCC.org

Leadership Rounding Tools – 3 Components

Resident 
Interviews

Employee 
Interviews

DOH 
Internal 

Tool

2.1. 3.
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What is it?Leadership Development and 
Mentorship Program

• Program will provide…
• Experiences

• Opportunities

• Exposure

• 18 Months 

• Project-driven Initiative

3. Leadership Development



• A. Sensitivity 
Training

• B. Shadowing

4. Employee InSight



• Experiential exercises

• Sensory impairment 

simulation

Sensitivity Training



Shadowing:

Shadowing is the repeated, real-time observation of residents and families

– Walk the walk of residents
and families 

– Record observations and 
insights 

– Identify care experience flow

Shadowing



Why Shadow?

• Creates empathy and urgency 
to drive change 

• Engages residents and families as full partners in             
co-design of care

• Establishes the true vs. assumed 
current state

Engage Residents, Families and Care Givers



• Guiding Council members
• Any care givers
• New hires
• Light duty staff
• Students, volunteers, interns, resident advocates

• open-minded • unbiased • good listener  • attentive to detail •

Who Can Shadow?
Anyone can Shadow
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Are You Ready to Shadow?

• Have your worksheet 
ready

• Record care givers, 
touchpoint and 
observations

• Note what is going well 
and any opportunities 
for improvement



Shadowing Results

What did you notice?
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Resident

Remember…



Questions?


