
65,000 Voices

Key Elements of Southcentral 
Foundation’s Nuka System of Care

2018 Baldrige Fall Conference

Karen Caindec, Secretary/Treasurer, Board of Directors

April Kyle, Vice President of Behavioral Health 



Our Stories



▪Operations

▪Customer Focus / Customer-Ownership

▪Workforce

▪Strategic Planning

▪Data Analysis & Knowledge

Learning Objectives



Operations



Hitting The Target: Rock vs. Bird



Acuity

“Control”

0

Low High

100%

Who really makes the decisions?



Providers and Customer-Owners 
in Shared Responsibility



Integrated Care Teams

Dietician

Behavioral Health Consultant
Coverage 

NP/PA

RN Case 

Manager

Primary Care 

Provider

Case Management 

Support 

Certified Medical 

Assistant



Integrated Levels of Care



▪ Family Wellness 

Warriors Initiative

▪ Native Men’s Wellness

▪ Elders Program

▪ Behavioral Health Aides

▪ Complementary Medicine

▪ Wellness Center

▪ Learning Circles

▪ Health Education

▪ Soldier’s Heart Training

▪ Traditional Healing

More Than Medicine



▪ Behavioral Health in 

Primary Care

▪ Adult outpatient 

behavioral health

▪ Youth outpatient 

behavioral health

▪ Youth afterschool 

TRAILS program

▪ Youth residential 

treatment

▪ Clubhouse for adults 

with mental illness

▪ Detox – inpatient and 

outpatient

▪ Intensive outpatient 

addiction program

▪ Residential addiction 

program for women with 

children

▪ Suicide prevention

▪ Rural behavioral health 

aides

Huge Investment in Behavioral Health



Customer-Ownership



Personal Interactions

Comment Cards

Customer Satisfaction Surveys

24-hour Hotlines

Web-generated email to Pres/CEO

Nuka Conference

Governing Board

Advisory Committees

Community Leadership

Social Media

Focus Groups

Service Agreements

myHealth Patient Portal

Annual Gatherings

Population Surveys

Employees

Listening, Listening, Listening…
Formal and Informal



Always Listening
Changed the relationship from hierarchical to partnership 



Workforce



Communications

and

Teamwork

Improvement 

and 

Innovation

Skills, Abilities 

and 

Professional 

Development

Customer Care 

and 

Relationships

Workforce Competencies



▪ 3 Day training class

▪ Mandatory for all employees

▪ Led by our President/CEO

Core Concepts



Strategic Planning



Strategic Planning Linkages

Mission

Vision 

(10-20 years)

Corporate

Goals

(5-10 years)

Corporate

Objectives

(3-5 years)

Corporate

Initiatives

(1-3 years)

Annual Plan

& Personal 

Development Plan

(< 1 years)

• Wellness
• Physical

• Emotional

• Spiritual

• Commitment 

to quality

• Reduce 

cancer

• Improve 

colorectal 

cancer 

screening

• MSD targets

• Improvement 

projects to 

meet goal



Strategic Planning Cycle



Nuka Strategic Planning Tool



Strategy Performance



Data Matters



Approaches to Data



Team Based Data



SCF Data Mall Learning 

from Our Approach



Why listen to our story?

6%
INCREASE

IN OPERATING
MARGIN FROM

2012-2017



▪Operations

▪Customer Focus / Customer-Ownership

▪Workforce

▪Strategic Planning

▪Data Analysis & Knowledge

Learning Objectives



Questions?



Háw'aa
Haida

Mahsi'
Gwich’in Athabascan

Igamsiqanaghalek
Siberian Yupik

T’oyaxsm
Tsimshian

Gunalchéesh
Tlingit

Quyana
Yup’ik

Tsin'aen
Ahtna Athabascan

Chin’an
Dena’ina Athabascan

Qaĝaasakung
Aleut

Quyanaq
Inupiaq

Awa'ahdah
Eyak

Quyanaa
Alutiiq

Thank You!


