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This presentation was made 
possible by…

Becoming a 
Community-

Centered Board

Becoming a 
Community-

Centered Board

• Need for community connections
• Community centeredness
• Building community confidence 

and public trust
• Building community 

centeredness into governance

Knowledge Points I hear we have 
problems in the 
ER.  We need to 
talk about that.

Our average 
length of stay is 

up again.  
What’s causing 
it, and what can 
we do about it?

What was our 
revenue last 

month?  Are we 
on target 

against our 
budget?

What are we 
doing to reduce 

hospital 
readmissions?

Serving diverse 
and evolving needs

What Being a 
Community 

Centered 
Board is All 

About
Knowing your 

community

Connecting with 
people

Putting that 
community 

intelligence to 
work

What Being a 
Community 

Centered 
Board is All 

About
Requires board 
leadership and 

resolve
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Understanding Challenges, 
Building Connections

Financially-strapped 
communities, states 

and federal 
government

Highly-publicized 
investigations

What’s 
Driving the 

Issue?
Tax exemptions are 

questioned

Media scrutiny

Mistrust of institutions

What’s 
Driving the 

Issue?

Executive salaries

Ongoing uninsured 
challenges

The Trust-Building ContinuumThe Trust-Building Continuum

CommunicateCommunicate CollaborateCollaborate

ConnectConnect

Most hospital leaders don’t know 
their communities as well as they 
think they do

Understanding based on own 
interactions, market and patient 
satisfaction surveys

Understand community needs based 
on interpretations of market data

The Connection RealityThe Connection Reality
Most people don’t understand what 
the hospital does beyond providing 
clinical care

Lack of understanding undercuts 
public support when hospitals need it 
the most

The Connection RealityThe Connection Reality

Most have no understanding of the 
hospital’s community benefit
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Strength can be built through 
understanding and partnerships

Need will escalate, not diminish: 
More challenges, not fewer

The Connection RealityThe Connection Reality
Counter the vulnerabilities

– Questions about community benefit
– Tax exempt status
– Billing and collections
– Corporate campaigns

Reaffirm hospitals’ rightful place as 
mission-driven, community centered 
health care leader

Communicate stories with 
lawmakers, influencers and the 
media

Major Objectives

Source: American Hospital Association. 

“Hardwire” into hospitals’ 
culture

Move public attitudes and 
gain support for hospitals 
during this time of change

Major Objectives

Source: American Hospital Association. 

Clearly defined community

Testing Community 
Centeredness…

Community-based mission

Promote and support community 
health improvements

Stakeholders’ needs and 
interests affect goals/strategies

Regular discussion of challenges 
and barriers

Work with community partners

Testing Community 
Centeredness…

Formal working relationships 
with organizations to maximize 
benefit

Assess value/impact of joint 
community efforts

Community benefit report

CEO focus on improving 
community health

Using Community Connections
To Build Community Confidence and Strengthen 

Public Trust
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Understanding community wants, 
needs, thoughts, beliefs

Responding to communities’ needs

Measuring and evaluating performance

Informing and engaging

Communicating

What the Words Mean…What the Words Mean…

Building advocates
Source: American Hospital Association.  Community Connections.  Strengthening 
Community Trust: Strategies for CEOs.

LendersLenders General 
Public

General 
Public

Patients 
and 

Families

Patients 
and 

Families

Community Connections: 

Influencers and 
Stakeholders

Community Connections: 

Influencers and 
Stakeholders

The MediaThe Media

Hospital 
Employees

Hospital 
Employees

PhysiciansPhysicians Health 
Policy 

Makers

Health 
Policy 

Makers

ChurchesChurches

Advocacy 
Groups

Advocacy 
Groups

InsurersInsurers

SchoolsSchools

Getting 
Started

Ensure the capacity to 
maintain momentum 
around the initiative

Keep it simple

Build buy-in at the 
board level

Tips for Success

Source: American Hospital Association.  Community Connections.  
Strengthening Community Trust: Strategies for CEOs.

Getting 
Started

Actively involve 
senior leaders

Seek input from 
voices you rarely or 

never hear

Clearly define your 
goals and measure 

results

Tips for Success

Source: American Hospital Association.  Community Connections.  
Strengthening Community Trust: Strategies for CEOs.

Tell a clear story

Prepare talking points 
and examples

Keep it simple

Tips for Success: Interviews 
and Focus Groups

Source: American Hospital Association.  Community Connections.  
Strengthening Community Trust: Strategies for CEOs.

Identify key themes and 
dig deeper

Go with the flow

Avoid feeling defensive

Tips for Success: Interviews 
and Focus Groups

Source: American Hospital Association.  Community Connections .  
Strengthening Community Trust: Strategies for CEOs.
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Tips for Success: Follow-Up
• Send a personal 

thank you note
• Reinforce the 

importance of 
the insights 
gained

• Provide leave-
behind 
information that 
reinforces the 
hospital’s role 
and value

Source: American Hospital Association.  Community Connections.  
Strengthening Community Trust: Strategies for CEOs.

Communicate the results 
throughout the 
organization

Use the results 
internally to motivate 
people and improve 
responsiveness and 
effectiveness

Focus on what’s most 
important

Tips for Success: Taking Action

Source: American Hospital Association.  Community Connections.  
Strengthening Community Trust: Strategies for CEOs.

Building 
Ongoing 

Connections

Build the infrastructure to 
support a continuous 

effort

Actively seek community 
relationships

Look for and adopt best 
practices

Tips for Success

Source: American Hospital Association.  Community Connections .  
Strengthening Community Trust: Strategies for CEOs.

Building 
Ongoing 

Connections

Strive for ongoing 
community engagement

Ask community members 
what they think

Tips for Success

Source: American Hospital Association.  Community Connections.  
Strengthening Community Trust: Strategies for CEOs.

Show ideas transformed 
into action

Five Rules for Building Sustainable 
Community Centeredness
Five Rules for Building Sustainable 
Community Centeredness

Rule 1: Not an event, or a one-time 
fix – a commitment to 
community

Rule 2: Can’t be done overnight –
sustained over time

Rule 4:
Cultivate broad-based 
buy-in and commitment 
from all

Rule 3:
Don’t reinvent the wheel –
learn from and use 
successes of others

Rule 5:
Communicate, 
communicate, and then 
communicate some more

Five Rules for Building Sustainable 
Community Centeredness
Five Rules for Building Sustainable 
Community Centeredness
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Bottom Line of Community “Centeredness”Bottom Line of Community “Centeredness”

Community understanding of your 
challenges, efforts and the barriers to 
success

Connections with stakeholders and key 
constituents that can be leveraged to 
press your agenda

Value that is understood, and that creates 
strong loyalty and commitment to the 
hospital

Bottom Line of Community “Centeredness”Bottom Line of Community “Centeredness”

Benefits that are defined, reported and 
discussed to build a sense of health care 
and economic value

Understanding of needs, and development 
of alignment with physicians and others

Bottom Line of Community “Centeredness”Bottom Line of Community “Centeredness”

Information on service, pricing, quality, 
compensation and governance practices 
that enriches awareness, confidence and 
trust

Trust that the hospital is committed to the 
mission and vision, not simply economic 
gain

1 Engage others in conversations 
about perceptions of health 
care needs and the hospital

2 Promote community programs 
and community benefit 
contributions

3 Establish community 
partnerships

9 Steps to Community Centeredness9 Steps to Community Centeredness

4 Assess various stakeholder 
needs and interests, and form 
community relationships

5 Meet with community partners 
to discuss and assess progress

6 Communicate your efforts and 
results through a community 
benefit report

9 Steps to Community Centeredness9 Steps to Community Centeredness

7 Collaborate with others for 
legislation and regulation

8 Regularly assess clarity and 
“stickiness” of community 
benefit stories

9 Focus on building community 
confidence and trust as part of 
the CEO’s role

9 Steps to Community Centeredness9 Steps to Community Centeredness
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Discussion 
Points

Hospital seen as 
being community 
centered?

Value of community 
partnerships?

Organization-wide 
community 
accountability?

Partnerships to 
achieve community 
mission?

Community health 
part of strategic 
agenda?  Costs?  
Returns?

Individual 
community advocacy 
role?

Discussion 
Points

Becoming a 
Community-

Centered Board

Becoming a 
Community-

Centered Board


