
According to government statistics,
there are nearly 5,800 hospitals in the
United States. The goal at Columbus
Regional Hospital is straightforward –

“to be the best at everything we do.”
The five pillars of focus for Columbus Regional are people, service, quality and safety, growth and

innovation, and finance. Each pillar features individual metrics and as many external benchmarks
as possible.

James Bickel, vice president of professional and support services, outlines the strong emphasis
on service and the extraordinary improvement in patient satisfaction. When annual external evaluations
were put into place in the mid-1990s, Columbus Regional ranked near the 16th percentile – in
other words, 84% of hospitals were evaluated higher in patient satisfaction.

“We climbed to around the 70th or 75th percentile, then plateaued,” Bickel explains. That
was before CEO Douglas Leonard put out the challenge to be the best, which the hospital defines
as the top 10% in the country. “In the last couple of years, we’ve had
some outpatient scores as high as 99th. Inpatient, we’ve had many
above 90, and the aggregate is from 85th to 90th.”

In addition, the people pillar, particularly in regard to employees,
has risen to a high level. Results of an annual employee survey place
their satisfaction in the 95th percentile compared to other hospitals.

In a 24/7, 365-day a year operation, communication is essential.
Bickel says a number of different communication vehicles are utilized to
reach out to all shifts, including some who are weekend-only workers.
At the heart of the effort is highly visible leadership.

“Management is accessible to employees. Many feel comfortable
e-mailing or calling the CEO, if necessary,” he notes. “Our CEO has
breakfast meetings with employees where he tells them what is going on
and hears back from them. There are quarterly meetings, newsletters,
employee involvement sessions.”

A comprehensive benefits package includes a few special twists:
• Subsidized child care through partnerships with several organizations 
• A comprehensive employee assistance program that helps promote a

work/life balance. The convenience of being located in a separate
building on the hospital campus is combined with strict confidentiality

• A paid time off donation program in which employees can give accrued
time to co-workers in need

• A bear hug tree in which employees can receive anonymous financial
assistance during the holidays

• A corporate wellness program. “As a major health care provider in the
community, we obviously feel the need to lead by example, and it’s a strategy
to help us control the costs in our health insurance plan,” Bickel states 

Although confident in the current communications efforts, Bickel
says there is always room for improvement. It’s a challenge to meet the
various needs of the diverse employee population that now includes
different generations.

“Obviously, we’re very proud of our employees. I would put them
up against anybody,” Bickel concludes. “Coupled with that is our culture
and strong emphasis on teamwork. People come together across
departments to solve problems and improve processes.”

By Tom Schuman

Columbus Regional Hospital:
Striving to Be the Best 0404

MMaayy//JJuunnee  22000066  ––  BizVoice/Indiana Chamber 35

B e s t  P l a c e s  t o  W o r k  i n  I n d i a n a

Large Companies

Columbus Regional Hospital
DDeessccrriippttiioonn::  Columbus Regional Hospital (CRH) is a
225-bed regional hospital serving 10 counties in
southeastern Indiana. The not-for-profit, county-owned
hospital, founded in 1917, offers acute care patient care
through 35 medical specialties, with 220 physicians on
medical staff and 1,700 employees. The core purpose
of the hospital is to provide excellent clinical quality,
and that is what brings hospital employees and
physicians together to identify and implement best
practices in medicine. 
PPrriimmaarryy  IInnddiiaannaa  llooccaattiioonn::  Columbus
WWeebb  ssiittee::  www.crh.org
FFuullll--ttiimmee  eemmppllooyyeeeess  iinn  IInnddiiaannaa::  1,152
PPaarrtt--ttiimmee  eemmppllooyyeeeess  iinn  IInnddiiaannaa::  637
AAvveerraaggee  ssaallaarryy  ((nnoonn--eexxeemmpptt)):: $34,383
AAvveerraaggee  ssaallaarryy  ((eexxeemmpptt))::  $72,475
JJoobb  aapppplliiccaannttss  llaasstt  ffiissccaall  yyeeaarr::  9,844
JJoobb  hhiirreess  llaasstt  ffiissccaall  yyeeaarr::  359




