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Message from Tony Tersigni,
President and CEO of Ascension
Our nation’s healthcare
system is evolving at an
unprecedented rate – and
so is Ascension. It is my
privilege to recognize the
important contribution that
the Ascension Ministry
Service Center makes in
support of the largest nonprofit health system in the
United States.
Our work to create One
Ascension is supporting a
collaborative, consistent,
exceptional culture across our national Health Ministry
that involves our women and men religious, local boards,
executive leadership, aligned care providers, associates,
volunteers, and more.
We have begun to implement changes in how we are
organized across our system to increase our agility and
ability to more quickly share leading practices in quality,
safety, and efficiency.
We are well on our way to building a common culture,
focusing on our quadruple aim of higher clinical quality and
safety, better experiences for those we serve as well as for
our own associates and care providers, at a lower overall
cost of care.

The Ministry Service Center plays a key role in
Ascension’s effort to transform healthcare.
The Ministry Service Center plays a key role in Ascension’s
effort to transform healthcare, serving as a central hub
for information and answers by collaborating with Health
Ministries across Ascension. By standardizing services
in finance, payroll, and supply chain, the Ministry Service
Center positions Ascension to move with speed and
leverage our scale unlike any other healthcare organization.
Thanks to the commitment and dedication of all those
who work at the Ministry Service Center, we are living our
Mission of service as a vibrant Catholic Health Ministry,
continuing a more than 200-year legacy of compassionate,
personalized care.
As Ascension’s Mission continues, we are privileged at this
moment in time to be leaders and catalysts for positive
transformation. We are grateful to the Ministry Service
Center for helping us strengthen our national Health
Ministry so it will be poised to serve those in need for
generations to come.

Anthony R. Tersigni, EdD, FACHE
President and Chief Executive Officer
Ascension
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We gathered feedback from thousands of you to help guide our efforts,
and while there is always more to do, we concluded the year hitting 100
percent of our service level targets two months out of six.

Committed to Creating a Smarter Environment
This last year was a whirlwind, concluding four years
of aggressive deployment and providing a “pause”
period for stabilization and enhancement before
proceeding with the next round of Releases. From
the beginning, the plan was always to deploy as
quickly as possible making only essential changes
to the platform and services. The greatest risk
to an enterprise transformation like this is ‘stall’,
where a loss in momentum to customize the system
for the early adopters can kill the program. It has
been challenging for all involved and I am proud
of Ascension for making the commitment and
sustaining the execution. For the Ministry Service
Center, we met all of our deployment objectives 3.4
percent under budget and exceeded our service level
targets by 1.2 percent.
As the pause period began, we shifted our focus
to optimization. In this case, optimization means
something very specific: balancing efficiency and
effectiveness to deliver the right outcome, with a
desired experience, at a targeted cost. During the
rapid deployment phase, the focus by default was on
core service delivery and scaling up operations.
Our optimization efforts created some “Get Well”
plans for services such as Contact Center and Leave
Management where some processes were not
delivering at the increased scale. In services such

as Talent Acquisition and General Accounting, we
realized that the issues were broadly spread across
all stakeholders. The issues were only understood
when looking at the process End to End. We
collaborated with Health Ministry users and leaders
across Ascension using a method called Experience
Mapping to uncover the problems and fix them. We
gathered feedback from thousands of you to help
guide our efforts, and while there is always more to
do, we concluded the year hitting 100 percent of our
service level targets two months out of six.
Important aspects of optimization include the
outcome and your experience. While we have begun
this work, it is a lifelong pursuit. As we scaled up to
meet the new demand with every Release, we were
focused on simply getting the work done. Now, we
are looking very closely at the experience you all
have as we serve you and how effectively we are
solving your real need or issue.
We thank you all for your unwavering partnership,
support, and collaboration to help us achieve higher
levels of excellence and experience.

Lee Coulter
Senior Vice President and Chief Executive
Officer of Ascension Ministry Service Center
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MISSION IN ACTION

PROCURE TO PAY

RECORD TO REPORT

HIRE TO RETIRE

OPERATIONS SUPPORT

Snapshots
of 2015:
Challenges and
Successes
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Operations
Support
From left to right – Joe Peri, Vice President;
AJ Hanna, Executive Director, Professional Services

Process Efficiencies, Innovation Are Focus of
Operations Support Team

Ensuring efficient processes, driving innovation, and
informing strategy are some of the achievements of the
Operations Support Team.
Operations Support played a critical role in enabling the
Ministry Service Center to finish FY15 under budget
while exceeding all of its Service Level Targets. Our
Service Level Attainment was 96.2 percent against
a target of 95 percent. This included 100 percent
attainment of all Service Level Targets in April and May.
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There are a variety of interrelated disciplines and
management practices that encompass the operations
support needed to keep the Ministry Service Center
running effectively. Those disciplines include Data
Analytics, Continuous Improvement, Quality Assurance,
Training, Facilities, Workflow Administration, Knowledge
Management, and Business Optimization. The Operations
Support Team also directly supports Health Ministry
associates with live person to person support in our
Contact Center.

The Operations Support Team documents service delivery
commitments, implements improvement plans, and
reports on performance through a variety of dashboards.
It also takes responsibility for making sure that operating
areas have the knowledge and tools available to perform
their processes as efficiently as possible. We completed
70 Kaizen changes and five significant Continuous
Improvement projects in FY15.

The Operations Team is the creative force leading all of
the Ministry Service Center’s Robotic Process Automation
projects. Automation eliminates human error, improves
quality, reduces costs, and enables staff to take on more
volume and shift their focus to higher value work.
All of the stories in this year’s Year in Review have been
impacted at some level by these teams.

2015 Ascension Ministry Service Center
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CONTACT CENTER

Our Focus Is On
Resolving Your Issue
The initial strategy behind the creation of the Ministry Service
Center was to support the delivery of standardized business
processes on a single ERP software platform enabling Ascension
to leverage its scale and meet the challenges we were then facing.
We have met those initial strategic objectives. Ascension now has
a dynamic service delivery capability with a proven infrastructure
that is uniquely capable of solving new needs in an increasingly
complex and connected world.

Today, Ascension’s shared service center is the central hub for
providing innovative solutions for organizations and associates
across Ascension. It positions Ascension to leverage its scale and
adapt to change like no other health care organization in
the country.

From left to right – Contact Center Supervisors: Autumn Stuart, Brandon Howes, Kathy Showalter
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We are excited about the technological advancements being made in the
Contact Center. We are exploring web chat capability, as well as precognitive
and cognitive automation, which all result in improved quality, accuracy, and
ease of use for our Ascension associates.
– Millie Marsh, Director, Contact Center

Ascension associates have two options for directly engaging
the shared services center – they can make requests online at
myAscension or call the Ascension Contact Center, where an agent
will address their need immediately or open a case for a service
delivery specialist if necessary.
The Contact Center has seen extensive change in the past 12 months,
said Director Millie Marsh.

Over the last 12 months, our teams have upgraded the network,
addressed Kronos time and attendance issues, improved ServiceNow,
and overhauled the call tree for a better experience and faster
response. Additionally, our agents now have access to better
information and more capability with new desktop tools. We also
created dedicated teams to address complex areas such as leave
of absence.

“We’re focused on optimizing service through continuous improvement,”
said Marsh. “We have increased training for agents, adjusted staffing
to meet call volumes, and implemented technology enhancements and
new telephony capability.”

2015 Ascension Ministry Service Center
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Compassionate Care for
Our Associates
The Contact Center associates are challenged with meeting the individual needs of Ascension
associates across the country as quickly and accurately as possible. The four highlighted associates
have repeatedly received accolades for consistently going above and beyond to care for our
associates. Further, we are making changes in the Contact Center to ensure we understand what
a caller’s real need is and building new processes with outbound follow up, warm transfer, and
improved specialist skills to address those real issues in the first contact whenever possible.

Christafer McDuffie

Christafer helped me with my questions. He was so
patient, kind, and friendly. I was extremely pleased with
the service he gave me. He made my day brighter by
being so upbeat and positive.
– Marcia, St. Vincent, Indianapolis, Indiana

Donte Moore

Donte was very professional, respectful, and
helpful about my concern. I will definitely
suggest people call the Ministry Service Center.
– Cheryl, Borgess, Kalamazoo, Michigan
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TESTIMONIALS
Tara R. Smith

Tara was very helpful in getting me to understand
the steps I need to take in order to initiate
my request. She truly was compassionate and
understanding.
– Janice, Columbia St. Mary’s, Milwaukee, Wisconsin

Jessica Spear

I was pleasantly surprised to receive the first call so
quickly in response to my Ministry Service Center case
I submitted online. Jessica was the most cordial Ministry
Service Center staff I think I have ever spoken with.
– Cathy, Seton, Austin, Texas

2015 Ascension Ministry Service Center
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Hire to
Retire
From left to right – Tony Nebesny, Senior Director, Hire to Retire;
Kimberly Strashovskiy, Senior Manager, HR Operations;
Andrea Gordon, Talent Acquisition Manager

Hire to Retire Services Touch Every Associate

Our Hire to Retire teams touch the personal and
professional lives of every Ascension associate. By
supporting the implementation of the ministry-wide
human resource function, the Hire to Retire tower
has been at the forefront of the transformation to
One Ascension.
As a part of One Ascension, we are collaborating very
closely with the new Ministry Wide Function of HR
to evolve and transform our services to support HR’s
strategic objectives. Whether it is making immediate
short term changes to delivery processes or providing
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data and insights needed to inform long term standardization
efforts, we are a key resource to enabling HR’s journey to
become best in class.
In FY15, we continued our process improvement efforts
such as automation of manual work to increase efficiency
across Hire to Retire services, which include: Benefits
Administration, Talent Acquisition, Leave of Absence
Management, Contingent Staffing Administration, Position
Management, Employee Data Administration, and License,
Certification, and Education Administration.

In the past year, the Ministry Service Center has
partnered with Health Ministries to make notable gains
in two areas that have been particularly challenging –
leave of absence management and talent acquisition
management.
Major process improvements, policy changes and a
dedicated Leave Management Contact Center Team
have resulted in dramatic improvements in associate
satisfaction and service execution. Our duration and
return to work improvement efforts have resulted in
enabling our associates experiencing a leave to return
to work an average of 14 days sooner than the industry
benchmark for healthcare delivery.

The Talent Acquisition Team has been engaged in a year
long collaboration across our national Ministry to improve
the overall performance of Time to Hire. Working together,
we have simplified processes, uncovered knowledge
gaps, improved process hand offs, and provided rich data
insights for local Ministries to address local process
challenges. This sustained end to end focus has produced
significant Time to Fill improvements in some of our
largest Ministries.
The following two stories highlight two of the key
improvement projects within the Ministry Service Center
Hire to Retire function this past year.

Hire to Retire Services of the Ascension Ministry Service Center

Benefits Administration

Licensure, Certification and Education

Leave Management

Position Management
Talent Acquisition
Employee Data Administration
Contingent Staffing Administration

2015 Ascension Ministry Service Center
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TALENT ACQUISITION MANAGEMENT

New Talent Acquisition
Solutions Enable
Better Outcomes
The time it takes to fill an open position, also called Time to Fill, is a
key quality indicator for talent acquisition management. In early 2015,
one of our largest Ministry’s Time to Fill indicator was at 72 days.
After implementing a process improvement plan, their Time to Fill
went down to 38 days in June and is expected to continue to improve.

Andrea Gordon, Talent Acquisition Manager
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One of the best outcomes of this work is the TAM Manager Detail Dashboard.
It allows Health Ministries to drill down to the Hiring Manager level, to look
at all metrics by business unit, department, and hiring manager. They can
pinpoint delays to the process.
– Andrea Gordon, Manager, Talent Acquisition Management

To address the talent acquisition problems, our Talent Acquisition
Team, Continuous Improvement Team, Analytics Team, and
Process Excellence Team worked in partnership with this Health
Ministry’s HR and the Process Improvement Team to map the
end-to-end process which identified opportunities to reduce many
of the steps in their local recruitment process. This improvement
initiative resulted in new processes and focus areas. Problems that
were identified included manager response time, the handling of
aging job openings, and training needs for hiring managers.

“One of the best outcomes of this work is the TAM Manager Detail
Dashboard,” said Andrea Gordon, Manager, Talent Acquisition
Management. “It allows Health Ministries to drill down to the Hiring
Manager level, to look at all metrics by business unit, department,
and hiring manager. They can pinpoint delays to the process.”
The TAM Manager Detail Dashboard is now available to all
Symphony deployed Health Ministries. Additional work in the
area of improving search optimization for career website pages
continues into 2016.

This initiative, as well as feedback from Health Ministries across
the system, has resulted in solutions such as new training videos
for hiring managers, a detailed TAM dashboard, partnering with
Health Ministries at job fairs, and working closely with Symphony
on Position Management system enhancements.

2015 Ascension Ministry Service Center
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LEAVE OF ABSENCE

Improvements to Leave
of Absence Management
Deliver Results
In the summer of 2014, satisfaction with Ascension’s leave
management program was suffering. Claim determinations were
taking too long, return to work processing was cumbersome, and
communications and education were lacking.
“Leave of absence management is a high knowledge, high touch point
area,” said Kim Strashovskiy, Senior Manager, HR Operations. “We
needed immediate policy and process changes to meet the needs of
Ascension and its associates.”

Kimberly Strashovskiy, Senior Manager, HR Operations
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Thank you for taking care of our associates during a vulnerable time.
– Cheryl Williams, Director, Human Resources, Seton Family, Austin, Texas

To address the problems, client experience mapping, feedback, and
industry best practices were studied. Ascension Health Ministries
wanted faster processing times, accurate and timely payments
to associates, more education, and improved communications
surrounding leave management. Collaboration combined with
attention to service delivery resulted in significant improvement to
leave of absence management for Ascension and its associates.

“Case managers are now spending less time focusing on
transactional work and more time on case management,” said
Strashovskiy. “We focus on the individual, so each associate feels as
though their needs are being met during their time of need.”
From beginning to end, the processing of leaves of absences is
faster and more accurate. The result is better associate care and
improved operational and financial performance for Ascension.

Key changes to the program included a new process to accelerate
claim determinations, improvements to the return-to-work process,
and additional leave communications and education to both the
manager and the associate.

2015 Ascension Ministry Service Center
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Record to
Report
From left to right – Jason Scheidler, Senior Director, Record to Report;
Brian Yahne, Senior Accounting Manager; Brandy Hooton, Senior Manager, Payroll

Improvements Made in FY15; More in the Works

In long term collaboration with Health Ministry process
partners, System Office finance leaders, Ascension
Investment Management, and engaging with the new
Ascension Accounting COE, the Record to Report Team
led the implementation of numerous improvement
projects across the system, focusing on improving the
timeliness and accuracy of the financial close process.
One major enhancement was creating an automated
process to improve the cash and treasury reconciliation
process for Ascension. Other process improvements
included month-end accruals, an increased visibility
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of project costing detail, intercompany reconciliation
and reporting, and the creation of one integrated close
process.
During the year, end-to-end process mapping sessions were
conducted and client feedback was leveraged to make
changes around the way services are delivered to Health
Ministries. This extended and broad collaboration created a
system wide community focused on creative solutions in a
complex area and laid the ground work to launch additional
automation and system enhancements that will improve
the client experience in the next two years.

Another major program this past year involved payroll. The
payroll service was moved into our Record to Report Team
as a part of the Finance Ministry Wide Function work.
Working closely with the Symphony IT Team, a year-long,
four phase series of fundamental improvements to the
payroll service was designed and implemented. Most of
these improvements are not generally visible to most
people, but delivered outstanding increases in consistency,
accuracy and reliability while also reducing manual steps
by almost 50 percent. Payroll is one of those things
that just needs to work right all the time. Additional
improvements are scheduled that will further simplify and
industrialize the payroll service.

As we continue in FY16, the team will address challenges
around reducing intercompany journal entries, enhance
the system to properly account for state sales tax, and
optimize the reconciliation process using BlackLine as the
enterprise wide tool.
The work on improving the financial close and optimizing
payroll are both highlighted in greater detail in the next
few pages.

2015 Ascension Ministry Service Center
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FINANCIAL CLOSE PROCESS

Collaboration Results in
Improved Performance
Making the financial close process “quicker and cleaner” was a priority
for the Record to Report Team in 2015. Historically, a large volume
of work for the Ascension financial close process had taken place
over the course of two days with the Ministry Service Center serving
as traffic officers for the process. That process was not meeting the
needs of all partners and was in need of standardization due to the
condensed timeframe.

Brian Yahne, Senior Accounting Manager
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We are now tracking our client satisfaction and can respond more quickly when
issues arise or they need individual attention.
– Brian Yahne, Senior Accounting Manager, Record to Report

To address these issues, process partners and policymakers from
across Ascension conducted end-to-end process mapping sessions
and provided input into a financial close redesign.

The financial close redesign process has provided a foundation to
launch additional finance automation and system enhancements in
the near future with full client impact expected in FY16 and FY17.

“Walking through the entire process together provided insight into
the user experience and areas that needed improvement,” said
Jason Scheidler, Senior Director, Record to Report. “The biggest
change was realigning the work around the Health Ministry’s
business model and not by an individual part of the entire process.”

“Through collaboration, we made huge improvements in business
performance this past year,” said Scheidler. “We recognize that we
still have process improvements in front of us, but we have a clear
vision for the next 24 months.”

Through the initiative, the group realized that the Ministry
Service Center staff needed to be realigned. Accounting staff and
managers were re-organized by region.
“Our new alignment provides dedicated accounting representatives,
who can dive deeper into Health Ministry issues. We are now
tracking our client satisfaction and can respond more quickly when
issues arise or they need individual attention,” said Brian Yahne,
Senior Accounting Manager, Record to Report.

According to Scheidler, additional finance automation projects
and system enhancements in the near future include reducing
intercompany volumes, improving the process for cash clearing at
month-end, enhancing the system to properly treat state sales tax,
optimizing the reconciliation process, and optimizing BlackLine as
the enterprise wide solution for reconciliations.

2015 Ascension Ministry Service Center
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PAYROLL OPTIMIZATION

Optimized Processes Mean
More Time for Mission
The Ascension Ministry Service Center touches the lives of every
associate in a meaningful way – their bi-weekly paycheck. While
accurate and timely payroll to 120,000 associates is the ultimate
objective, streamlining the process to be user friendly for our process
partners and clients, such as our Health Ministry Managers and Kronos
SuperUsers, is also top-of-mind for the Payroll Services Team.

Brandy Hooton, Senior Manager, Payroll
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Accurate and timely payroll processing is an example of how our
integrated ministry approach, when fully optimized, will enable our front
line caregivers to dedicate their full attention to the heart of our Mission,
which is to care for those in need.
– Brandy Hooton, Senior Manager, Payroll

During this past year, we have partnered with Symphony on a
payroll redesign and optimization effort to eliminate manual
intervention and proactively identify potential issues that could
negatively impact our associates ministry wide.
“We examined our entire process looking for inefficiencies,
resourcing problems, and process bottlenecks,” said Brandy
Hooton, Senior Manager, Payroll. “We spent this year focused
and determined to identify every touch point and reduce manual
processes; therefore, creating a more efficient, effective, and
accurate payroll.”
While many of the optimization projects are in place, more
improvements are forthcoming, and we will continue to strive
for process excellence and will never settle for the status quo. In

particular, Ascension clients should expect improvements in the
areas of ad hoc payment processing and more decision-making
metrics for managers and leaders.
“Accurate and timely payroll processing is an example of how our
integrated ministry approach, when fully optimized, will enable our
front line caregivers to dedicate their full attention to the heart of
our Mission, which is to care for those in need,” said Hooton.
This extended collaboration across so many areas of Ascension
has created a broad community committed to open discussion,
feedback, and the willingness to change together. It has led to
improved relationships and more direct engagement from Payroll
Services to participate in Health Ministry training and feedback
gathering.

2015 Ascension Ministry Service Center
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Procure to
Pay
From left to right – Linda Shady, Travel and Expense Manager;
Scott Etheredge, Senior Director, Procure to Pay

The Future of Work Has Changed

The Procure to Pay Team processes all purchase orders,
vendor payments, and expense reports for all of the many
parts of Ascension. Recent advances in technology have
created expansive opportunities for the Procure to Pay
Team. Working with technology providers, The Resource
Group, and many others, a multi-year digitization overhaul
has begun. Whether it is the way we send a Purchase
Order to a vendor, how we receive an invoice, how we
make payment, or how we respond to vendor inquiries,
every part of the Procure to Pay process and enabling
technology is being upgraded.
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Our rapidly evolving digital world has provided an
important foundation for these new automation tools.
We all live by calendars, communicate in text, and have a
transactional history or fingerprint that is discoverable
and usable. The arrival of a new breed of automation tools
in conjunction with the increasingly digital nature of the
work we do has created a unique opportunity for Procure
to Pay. These new tools can be trained to interact with not
only physical things such as images of invoices, but also
operate other software programs. We have new capability
to eliminate repetitive tasks and dramatically improve
accuracy and timeliness through these processes.

Automation mitigates human error, improves quality,
enhances controls, reduces costs, and enables staff
to free up time to focus on higher value work. The
automation tools currently deployed have improved
seven processes to date with more processes in the
planning or design stages.

The next few pages highlight a few of our stories related
to collaboration, creative intelligence, and continuous
improvement.

2015 Ascension Ministry Service Center

25

REDUCTION OF UNPAID INVOICES

Continuous Improvement
Reduces Risk
Five years into Ascension’s rapid, standardization initiative, an excess
of 31,000 unpaid invoices worth $80 million was threatening its
Health Ministries in the form of angry vendors and credit holds.
We brought together a broad team of experts from our Accounts
Payable Team, Continuous Improvement Team, Health Ministry
Operations, The Resource Group, and finance professionals. This
multi-disciplinary team mapped the whole process from receipt
through payment to identify the source of unpaid invoices.

Paulette Slabaugh Ingle, Continuous Improvement Specialist
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We have seen vast improvements in the number of unpaid invoices. The Ministry
Service Center was genuinely interested in understanding what can be done to
make the process less painful for everyone. This enabled us to foster a sense of
unity that bettered relationships.
– Kathy McConnell, Customer Care Specialist, St. Vincent’s, Birmingham, Alabama

Equipped with process flow research, industry standards, and lean
tools, the group was able to implement changes to both process
and policy.

Within six months, the effort had resulted in a 40 percent
reduction in unpaid invoices and a 55 percent reduction in the
dollar amount.

Some of the changes include an open format bi-weekly meeting,
a new role called Customer Care Representative, a prioritization
policy, and additional training. They even introduced an automation
tool to the process that identifies and eliminates duplicate
invoices, which were a major cog in the system.

“This project is a great example of how continuous improvement
at scale delivers huge returns for our Health Ministries
enabling the Mission,” said Paulette Slabaugh Ingle, Continuous
Improvement Specialist.

Excess Unpaid Invoice Project

2015 Ascension Ministry Service Center
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ROBOTIC PROCESS AUTOMATION

Software Bots Boost
Productivity and Quality
Recent advances in automation software combined with an
increasingly digital world are providing new opportunities for
innovation at the Ascension.
Automation software, also called Robotic Process Automation
software, is a category of software that mimics human tasks. RPA
can manipulate data, trigger responses, communicate with other
software systems, and automatically process transactions. Basically,
it creates the ability to program new software to operate existing
software that is currently used by humans.

Jeff Springer, Procure to Pay Manager
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The future of work is changing quickly. Automation is creating new
opportunities to improve performance, reduce cost, and enhance
associate satisfaction with higher level work.
– Jeff Springer, Procure to Pay Manager

These new digital processes are planned, programmed, and
traceable, so the digital work is more reliable, scalable, and
trackable. Additionally, it provides more access to data, which
means better analytics that inform the business strategy and
improve compliance.
“Automation is not a new concept, but advances are enabling us
to train software to complete complex tasks,” said AJ Hanna,
Executive Director, Professional Services. “RPA reduces human
error, improves quality, and enables our associates to take on
additional work and focus on higher value work.”

Seven automation projects have been implemented, including the
areas of invoice processing and tax form processing for vendors.
Forty-five more automation projects are planned for the near
future. With the preliminary success of automation adoption, the
Ministry Service Center is exploring higher capability automation
in the form of pre-cognitive (rules-based decision making) and full
cognitive (decision making) automation projects.
“The future of work is changing quickly,” said Jeff Springer, Procure
to Pay Manager. “Automation is creating new opportunities
to improve performance, reduce cost, and enhance associate
satisfaction with higher level work.”

Automation Impacts on Business Performance

2015 Ascension Ministry Service Center
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PROCURE TO PAY DAYS

Ascension Subsidiaries Partner to
Improve Supply Chain Process
Supply chain professionals from The Resource Group, along
with our Procure to Pay Team members, gathered in Indianapolis
last spring for the inaugural Procure to Pay Day. The day was
dedicated to sharing information and best practices in order to
promote a more effective understanding and utilization of the
end-to-end delivery of Procure to Pay services.

“Ensuring these products arrive on time and the payments are
made have a direct impact on the patients we serve,” said Scott
Etheredge, Senior Director of Procure to Pay. “Relationship
building, collaboration, and open communication are key to our
continuous improvement.”

Tom Deuschle, Director, Client Account Management, leads a discussion with supply chain professionals during Procure to Pay Day at the MSC.
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Relationship building, collaboration, and open communication are key
to our continuous improvement.
– Scott Etheredge, Senior Director, Procure to Pay

The group reviewed our P2P team structure and the services we
deliver, journey maps, relevant dashboards, and reporting tools.
Additionally, they discussed the Issue Resolution Process and
upcoming process improvements.
“It was a productive day. I learned there are so many quick
answers available to me through the Ministry Service Center User
Communities and Procure to Pay Dashboards,” said Khairy Wasfy,
Director of Operations, St. Vincent Indianapolis Hospital, The
Resource Group. “More importantly, being at the Ministry Service
Center and walking through the processes helped me see the
bigger picture. We are on one team. We are One Ascension.”

The Ministry Service Center works in partnership with The
Resource Group, also an Ascension subsidiary. The Resource Group
provides contracting solutions and logistics services, managing
more than 4,000 agreements in areas including medical/surgical
supplies, capital equipment, construction and facilities, physician
preference items, information technology, laboratory, food, and
pharmacy.
The P2P Days have been a huge success. Demand from our users
and clients is such that three Procure to Pay Days were held in
2015, with more planned for 2016.

2015 Ascension Ministry Service Center
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Dedication

Rev. Monsignor William Stumpf (left) and Lee Coulter, CEO, Ministry Service Center, during a blessing and ribbon cutting event for new office
space at the Ministry Service Center June 22.

As Ascension has grown and asked more of us, we have grown as well. Last year, our space was blessed by the Indianapolis
Archdiocese to the Mission of Catholic Healthcare.
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Collaboration

Brian O’Dell, Senior Purchasing Manager, interacts with supply chain professionals onsite at the Ministry Service Center for collaboration
and information sharing.

We host hundreds of groups annually from across the Ministry to work together to advance our Mission.

Ensuring our
people have a voice
In addition to associate surveys, quarterly all hands meetings,
and regular feedback paths, our associates participate in
Ascension level forums such as the Town Hall Meetings with
top leadership.
Ministry Service Center associates discuss the One Ascension journey
with Ascension leaders.
2015 Ascension Ministry Service Center
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Mission in Action
Fulfilling the Ascension Mission With Our Neighbors
and Associates
In our ongoing effort to create and sustain a Mission-motivated
culture of volunteer service, we significantly enhanced our
engagement with individuals and families in need during the
previous 12 months.
For the first time, we launched a financial campaign aimed at
strengthening one of our Mission partners: our $20,000 gift to
Achieve International helped us Rebuild the City one abandoned
house at a time.
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Additionally, six of our associates spent three days with
associates at Seton Family Health in Austin, Texas, supporting
their Mission to an at-risk neighborhood and building bridges
between our two Health Ministries. Our efforts throughout
the year brought us closer to our goal of being the Indianapolis
metro area organization that genuinely lives its commitment to
serve those who are struggling.
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Mission in Action
St. Joseph Institute for the Deaf
Love of God, Neighbor Inspires Relationship
Love of God and the love of neighbor without distinction. These two
notions inspired the Mission for the Sisters of St. Joseph Carondelet
upon their foundation in 1650. Today, that inspiration lives in a
special relationship between two neighbors – the St. Joseph Institute
for the Deaf and the Ascension Ministry Service Center.
Founded in 1837, St. Joseph Institute for the Deaf is dedicated
to serving preschoolers who are hard of hearing through a
program rooted in the values and traditions of the Sisters of
St. Joseph Carondelet.
St. Joseph’s is focused on an oral program that teaches deaf
children how to speak versus utilizing traditional sign language.
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Pre-K and primary age students from all over Indiana attend
the school to begin their speech development program. Early
intervention is provided at home with the entire family. Parents
receive training to develop better listening skills and spoken
language skills. St. Joseph’s provides transitioning services so the
students have a smooth transition into their community schools.
The incidental proximity has reaped rewards for both organizations.
We support St. Joseph’s in many ways throughout the year,
from landscaping, to painting, to hosting holiday parties for the
students. St. Joseph’s fundraisers at our offices, including bake
sales and mum sales, are regular events benefitting both our
associates and the school.

The Ministry Service Center is involved across a breadth of areas within
St. Joseph’s; the impact of the Ministry Service Center relationship extends
far beyond the volunteer work at the school.
– Karyl Davis, Director of Development, St. Joseph’s Institute for the Deaf
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Mission in Action
Achieve International
Ministry Service Center Shares Christ Centered Life
Changing the lives and securing the futures of Indianapolis’ urban
youth by sharing the love story of Jesus Christ is the main goal of
our Mission partner Achieve International. While our Mission work
is vast and impactful for a lot of individuals in Indianapolis, our
partnership with Achieve International has been particularly fruitful
this past year.
Changing lives through faith and education are the main goals
of Achieve International. They do this through a number of
strategies including – biblical anger management, replacing a
gang centered life with a Christ centered life, academic tutoring,
and accountability. Another high profile strategy of Achieve
International is to reach youth by combining the sport of boxing
with spiritual instruction.
Young men and women will go to Achieve International after
school to complete their homework, attend tutoring lessons, and
practice boxing. They are provided skills and reasons to abandon
a life of crime and violence and pursue education.
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“The Ministry Service Center is one of the primary supporters of this
organization,” said Dewon Cooper, Achieve International, Indianapolis.
“Ministry Service Center associates are actively involved and
contributing factors to the success of these kids’.”
Whether it’s providing meals, cleaning, or cheering on the boys
during competitions, our associates are serving as role models and
mentors. Additionally, our associates donated $20,000 to help
rehab the Ministry House for Achieve International, which provides
a sense of belonging and comfort for the students said Cooper.

Ministry Service Center
associates are actively
involved and contributing
factors to the success of
these kids.
– Dewon Cooper,
Achieve International,
Indianpolis, Indiana
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Vision for
Our Future
Creating Solutions to Enhance Quality, Experience
Now that our fundamental service delivery is
stabilized and scalable as we look forward to
Releases 7 through 10 and beyond, we are
collaborating with industry leaders to bring creative
solutions that enhance quality and experience and
deliver a continuous reduction in costs.
We are looking at every part of our operation to
identify cost and quality opportunities. We are using
leading edge tools in a growing field called Robotic
Process Automation as well as collaborating with
our technology partners to significantly increase the
level of digitization in some of our core service areas
such as Procure to Pay. We have deployed numerous
automation projects that are already having a positive impact and have more than 60
additional projects already identified and prioritized. These projects eliminate human
error and automate repetitive work creating additional capacity to take on more work
with higher quality.

40

2015 Ascension Ministry Service Center

We are creating space for compassion in our processes.

While everyone is at some level interested in cost and quality, our largest focus for the
coming year is focusing on the individual. Two thousand times a day, associates call our
service teams. We know that almost every one of those calls is truly about something
larger than what it first appears. When one of you calls us from a hospital where your
child has been admitted and you are being told that she is not showing up as a covered
dependent, what you really need is help ensuring that your child gets cared for rather
than simply getting the phone number for the insurance administrator.
Analyzing the feedback we have received from all of you and from our own associates,
it is clear that a change is needed. So we are turning things upsidedown internally. We
are changing the flow of the way we attend to these larger needs. We have traditionally
considered our work done when we complete the task that is indicated to fulfill the
transactional request. Processes are being redesigned and new capability is being built
to identify what the person is truly calling about and owning that through to the end,
even when that means engaging others completely outside of our direct scope and
control. In a sense, we are creating space for compassion in our processes. This is a top
priority in the coming year. Delivering high quality, cost effective care must be combined
with a deep compassion for those we serve and the real challenges they face. I am
excited for the impact these changes will make and look forward to hearing from you in
the year ahead about how we are doing.
Thank you,

Lee Coulter
2015 Ascension Ministry Service Center
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Thank you
Thank you for taking time to learn more about the Ascension Ministry Service Center
and our role in helping you deliver compassionate, personalized care to all with special
attention to persons in poverty and struggling.
As your provider of human resources, finance, and supply chain services, we are
dedicated to putting you and your ministry in the best possible position to improve
and sustain lives.
One Mission. One Integrated Ministry. One Ascension.

