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Mayo Clinic Mission 
To inspire hope and contribute to health and  

well-being by providing the best care to every patient  
through integrated clinical practice, education, and research. 
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About Mayo Clinic 
• Charitable, not-for-profit; academic medical center 

• Provide essential care to over 1.6 million patients 
• $9.4 billion in net revenue 
• 57,000 employees of which 3,700 physicians & scientists 
• Supplies & Purchased Services - $2.4 Billion 

• Supplies - $1.6B  
• Purchased Services - $800M  
• Capital - $ 628M  

• 2014 SCM Operating Expense  
• 602 FTE’s ≈ $52M ≈ Fully loaded  

• UMCSC 40 IDN / 170 Hospitals 
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Connecting with People 

• Social Media 
• More than 1 billion website visitors 
• 300,000 Twitter followers / 80,000 Facebook friends 
• 4000 eConsults 
 

• Mayo International Health Program 
• Direct patient care and education 
• 64,000 poor and underserved  
• 137 countries 
 

• Here, There and Everywhere 
 



Staying Connected 
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Mayo Clinic Model of Care 
• Teamwork 

• Multiple disciplines solving complex problems 

• Coordinated Care 

• Taking time to listen 

• Collegial, Cooperative, Comprehensive, & Timely 
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…Dr. Charles Mayo 
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Affordable 

Trusted 

Patients 

…Dr.  John Noseworthy 
                   Mayo Clinic CEO 
…James R. Francis 
                   Mayo Clinic  SCM 

Caregivers 
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Teamwork Outcomes Respect Culture Innovation Systematize 

Model of Care Elements 
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Transformational  Imperative 

• 12% increased workload anticipated 
• 6% target for cost reduction 
• 5% processing error rate 
• Enterprise Resource System (ERP) was not 

configured to accommodate a dynamic 
processing environment 

• Employee demographics were not sustainable 

 



The Manual Flow 
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PO 
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The Automated Flow! 
 

Documents are 
scanned or faxed 

into system

Verifier reviews & 
enters vendor & 
invoice values. 

Invoice passes to 
ERP system or to 

Workflow for 
further processing.

Document 
Type

Add GL coding 
and policy 

compliance 
review.

Purchase Order 
related invoices

Review for policy 
compliance.

Type of issue?

Exception team 
works and 

updates PO.

Special 
handling.

Non-Matching

InvoiceRequisition

PO
Issue

None

Yes

No

Research team 
works and 
releases

Statement
Exception 

to statement 
policy?

Research team 
works and ends 
process when 

done

No

Extraction 
error?

Yes

No

Yes Invoice
Issue

Mail is opened and 
sorted into single, 

or multi page 
documents.

Check returned 
intra-clinic, call for 
pickup or out w/

backup.

Payment via EFT/
Check/Wire

Resolved and sent for 
payment in Lawson  

and archive.
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Merging Culture and Communication 
• Build as we learn – Build as we go 

• Cannot spell-out “end state” 
• Establish culture of constant change 

• Identify enabling technologies and catalysts 

• Create metrics for success 
• Efficiency 
• Effectiveness 

• Make is easy for customers  
  “to do the right thing”  
• Focus on the whole as well as the parts 
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Procure to Pay Roadmap 
• Holistic approach to standardization and best 

practice that align with Mayo’s strategic plan  
• Process integration 
• Make is easy for the customer to “do the right thing” 
• Customer education 
• Improve service through automation and options 
• Reduce manual intervention 
• Improved efficiencies and effectiveness 
• Identify data that enables evidence based decisions 
• Scalable and flexible to changing needs 
• Transition from reactive to proactive management 
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Darwin did not say  
“Survival of the fittest……” 

“..…those most adaptable  
to change survive” 



 
Prior to Share 

Services 

12 Months 
Post 

December 
2010 

December 
2012 

December 
2014 

Average POs per Month 30,381 29,317 28,462 37,260 41,035 

POs per FTE per Month 
661 PO’s/FTE 

47 FTE 

1222 PO’s/FTE 

24 FTE 

1200 PO’s/FTE 

23.8 FTE 

1285 PO’s/FTE 

29 FTE 

1549 PO’s/FTE 

26.5 FTE  

% POs Auto-released 40% 62% 65% 68% 70% 

% POs Transmitted EDI 40.9% 37%** 44% 50% 52% 

Invoiced not Received 
(>30 days) 650 lines 288 lines 202 lines 227 lines 457 lines 

Received not Invoiced  
(60-270 days from receipt) 4285 lines 3295 lines 3500 lines 3400 lines 5294 lines 
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Procurement Metrics 

**decreased when would not move to GHX platform 



Prior to 
Implementation 

9 Months Post 
Implementation 

December 
2010 

December 
2012 

December 
2014 

Invoices / year 836,339 
937,000  

(12% incr.) 

1,168,000 
(17% incr.) 1,175,000 1,156,000 

 Days backlog 10 – 14 2 2 2 4 

Data entry resources  14 FTE 7 FTE 7 FTE 2.5 FTE  1.5 FTE 

Cost per transaction $4.35 $3.83 $4.30 $3.67 $3.70 

Processed on paper 52% 3% 1.8% 1.4% 1.3% 

Processing error rate 5% 2% 1.5% .44% .2% 
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Disbursements Metrics 
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Possibilities Roadmap Compelling 
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Clinical Support Services (operational) 

• SCM staff imbedded within Practice 
• Provide Logistics 
• Customer Support 
• Analytics and Expense Management 
• 20 staff providing services 
• Anticipate 40 by 2017 
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Causes of Surgical Waste 

Lack of 
Awareness 

Apathy 
Unaware of  
effects 

Formal  
Policy? 

Current process 
needs to be  
refined 

Reports – end 
Of case receipt 

SIMS 

Needs to be 
more user 
friendly 

Need pop-up 
Reminder for  
Wasted items 

Inaccurate 
Waste 

Documentation 

Training  
Schedule 

PeriOp 101 

New hires 

Lack of time 
At end of case 

Categories  
for waste 

Ishikawa Diagram (Cause and Effect) 

Why Not? Training 

Quarterly 
Chair 

meetings 



5S Removed Items 
 

Grand Total:  $1,174,239 
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Category Management  (strategic) 

• Value Analysis focus on clinical outcomes 
• Monitor research and development 
• Innovation and disruptive technology 
• Manage category of products 
• Disciplined tools and processes 
• Initiatives restart immediately after agreement 
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Value  

 $36.3M  

 $23.8M  

 $81.7M  

 $9.4M  

 $11.9M  

 $163.0M  
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When you are going  
   through hell …       
             …keep going!    
                ~ 



SCM Road Map 
 

Infrastructure

Business 
Analytics

Value Creation

Operational 
Efficiencies

Governance &
Business Process

People

Performance 
Management

2000 - 2007 2014 - 20182008 - 2013

Locally Based 
Measures

Uniform SCM-SS 
Scorecard

Enterprise CQVA
Value Analysis

Standardized 
Value Report 
Methodology 

Gartner – 
Best Among HCO’s; 
#2 in Life Sciences

Recognized by Gartner as 
Top Supply Chain in 
Healthcare for 5 years

P2P Hackett Benchmarks 
as Leading Practice

Local Metrics 
Established

Exceeded $1B in 
Cost Avoidance

Support > $100M per 
year Value Creation

Uniform Logistics 
Performance Metrics

NWWI A/P 
Integration

Comparative 
Effictiveness
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Analytics

Division 
Financial Drill 
Down

Enterprise Data 
Warehouse 
Phase I

Support High 
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Phase II
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UMCSC VHA 
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for MGPs

A/P Now 
Part of SCM

Consolidated 
Customer 
Support
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Management

Rx Distribution 
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to VHA
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Freight 
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Infor
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Install
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Product 
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Hiring 
Freeze

Add VHA to 
Staffing Mix
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MCH 
Job Disc.

Equity 
Adjustment
MGP

Standard 
Procurement 
Job Disc.

Standardized 
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Job Disc.

Standard 
Job 
Grades

Category Mgt
Competency

Education 
Assessment
130 Masters

MCHS Staff 
Redeployed

MCHS Staff 
Redeployed

Knowledge 
Based 
Workforce

UMCSC Standard 
Logistics 
Job Disc.

FMMO Begins 
Staffing

Sites agree 
to Centralize 
Procurement

UMCSC 
Formed

Global
Edge

Expanded 
UMCSC

FreightAudit 
Recovery

ePayablesUMCSC 
Incentive

UMCSC 
Incentive

UMCSC 
Incentive

UMCSC 
Incentive

SCM
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Basic 
Analytics

Standard 
Financial 
Controls

Initiate 
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Standardized Where 
Technology Permits

MCHS Reports to 
Shared Services

Centralized 
P2P

Centralized 
Contrating

Optimized 
Transactional 
Automation

Clinical/SCM Data 
Integration 
Decision Support

High Practice 
Contract 
Compliance

Basic for 
Contracting 
Activities

Contracted 
Savings

Supply Chain Management Roadmap

Clinical 
Support 
Service
MCHS

Data Sharing & 
Collaboration

SIMS 
Upgrad

Standardize 
across 
Categories

ParBar
Implemented

Supplier
Partnerships

Profit 
Analytics

Supplier
Diversity

Gartner – 
Best Among HCO’s; 
#2 in Life Sciences
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1200 P-Card 
EDI 
Optical 

Character 
Recognition Multiple Invoice 

Submission 
Options 

Call Center 

GS1 

Vendor 
Authentication 

100% Card 
Audit Tool 

Supplier Portal 

16,000  
Travel Cards 

Freight Mgmt 

Clean Data 

Improved Analytics 

Reduced 
Expense 



So 
what 
were 
the big 
wins? 

Clean Transactions 
Data to Drive Value 

Reduce Rework 
Focus on Front End  

Improved  Service  
Built Trust 

Clinical Support 
Positioned for Future 
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