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collection of social responsibility, customer and employee input through 
an annual conference, a Values Team, cross-location sub-teams and a 
values e-mailbox. The Diversity Council is tasked to define our strategic 
diversity objectives and deploy initiatives that infuse our diversity 
commitment while engaging the broader Premier workforce in our 
diversity journey. 

5.1 a(3) Premier’s office layouts and physical environments promote 
openness and collaboration through grouped workstations, team rooms 
and common meeting spaces on each floor. Web-based tools and 
communications are easily accessed and shared by office and field staff 
ensuring all employees stay connected and up to date. 

Formal communication, skill sharing and knowledge sharing approaches 
have been embedded throughout our work systems to support 
individuals and communication between business and support units. 
Monthly E-Team/OR meetings, monthly unit meetings, quarterly 
Connections and Conversations – All Employee Calls, and other 
regularly scheduled meetings create systematic knowledge sharing and 
communication systems. Information from monthly E-Team/OR 
meetings is cascaded to all employees through unit meetings. 

Skill development and knowledge sharing begins during the recruitment 
process, where employees are introduced to our company, Core Values 
and expected behaviors. When employees join Premier, they begin an 
on-boarding process to understand ethics, values and corporate 
processes and attend the formal orientation program where they are 
introduced to communication processes and other critical organizational 
practices and processes. Orientation continues within the business 
and/or support unit for the first year of employment for all office-based 

and field-based employees (Figure 7.4-5). Given our widespread 
geographic presence, technology solutions are leveraged to promote 
communication. InsidePremier, our Intranet, is the central information 
repository, which all employees access, to stay current with Premier 
activities. Weekly, Monday Minutes e-mails are also sent to all 
employees to provide corporate updates. Web-based meetings, e-mail, 
phone conferencing and video teleconferencing capabilities, as well as 
face-to-face meetings and newsletters, and shared electronic folders 
further facilitate daily communication and skill sharing (Figure 5.1-
1).Specific knowledge repositories (Salesforce.com and Rapid 
Improvement Portal) are used by our field and office based employees 
to provide rapid customer information and knowledge documents. To 
ensure effective skill sharing and knowledge sharing across locations 
and geographically spread field-based employees, All Hands employee 
meetings are held throughout the year to bring all employees together 
for sharing information and skills. All employees may submit 
suggestions or ask questions using the Premier Ideas employee 
feedback system. The Premier Learning Institute (PLI) provides training 
opportunities at all sites and for field-based employees, often through 
electronic means, to provide flexibility to remote employees (Figures 
7.4-4 through 7.4-8). 

Each year improvements are made to enhance our communications as 
\shown in the Figure P.2-1. 

5.1 b Employee Performance Management System 
5.1 b Our four-step Performance Management System provides the 
foundation and specific processes for the management and 
development of all employees. It begins with a clear picture of employee 
expectations in Step 1(Figure 5.1-2). As part of the SPP, all goals and 
actions are cascaded to units and employees through Deployment Grids 
that outline employee performance goals to ensure line of sight to 
Corporate and BU Goal achievement. Managers meet individually with 
each employee to review and agree upon expectations and to identify 
support needed to accomplish goals. Plans are developed by managers 
and employees to support Unit Goal achievement. In Step 2, managers 
provide on-going feedback, coaching, and redirection, as appropriate, to 
individuals and teams to encourage goal achievement and Core Values-
based behaviors. Both informal and formal interaction and review takes 
place throughout the year, with a minimum of two formal review 
meetings with each employee. Step 3 takes place at the end of each 
fiscal year, with managers meeting each employee to provide required 
formal evaluation. The first part of the evaluation measures Corporate 
Goal achievement and individual contribution against fiscal year goals 
documented on the Deployment Grid. The second part is based on 

Figure - 5.1-1 Key Employee Communication Methods 

Types Media Frequency Flow Participants 
Inside Premier  Intranet Ongoing One-way All Staff 
Values Conf  Live Annually Two-Way All Staff 
Monday Minutes Email Weekly One-Way All Staff 
Cross-Functional Project Teams Live & Teleconference As planned Two-Way Team Participants 
Business Line Review Live Annually Two-Way Unit Management 
Business Unit/Staff  Mtgs (All Hands Mtgs) All media As planned Two-Way Unit Staff 
Unit Newsletters Email Monthly One-Way Unit Staff 
In Your Best Interest Live & Teleconference Monthly Two-Way All Staff 
Unit Databases Computer Network Ongoing Two-Way Unit Staff 
CEO  and Connections and Conversations Mtgs Live & Teleconference Bi-Monthly Two-Way All Staff 
Training All media ongoing Two-Way All Staff 
Premier Ideas (suggestions, ideas, questions) Intranet ongoing Two-Way All Staff 

Figure -  5.1-2 Premier Performance Management System Process 

Step Process 

1 Establish Expectations  (Define expected outcomes & 
behaviors) 

2 Manage Performance (Provide performance feedback and 
support) 

3 Measure and Reward Performance  (Assess performance 
(Performance Appraisals), Reward appropriate 
outcomes/behaviors) 

4 Improve Performance (Provide development and growth (IDP) 
for continued improvement and growth) 
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three dimensions: individual performance, Premier Core Values-based 
competencies, and leadership and team support skills.  

For most, this incentive pay is based on both company and individual 
goal achievement in which employees can earn up to 150 percent of 
their target variable incentive compensation.  

Premier has developed a compensation structure that is driven by a 
“pay for performance” philosophy and a goal of providing total 
compensation comparable to market. The Premier Job Evaluation 
Team, a cross-functional team led by internal and external 
compensation experts, analyzes role descriptions and market trends to 
establish appropriate job grading and market-based pay ranges. Annual 
lump sum or base pay increases reward high performers. In addition, 
every employee in the company is eligible for variable incentive pay.  

This highly-competitive pay practice helps attract, retain and motivate 
the most qualified and capable candidates available. Additional 
mechanisms have also been designed for spontaneous and formal high 
performance recognition (Figure 5.1-3).  

In Step 4, employees work with managers to identify performance 
strengths and opportunities for improvement and to document 
appropriate development objectives and action plans through Individual 
Development Plans (IDPs). Employees are encouraged to take 
advantage of available learning and development tools and courses to 
foster skill and competency building and support future career 
aspirations. Learning and development programs for all employees are 
designed to grow employees and strengthen our business goals and 
customer commitments. The Performance Management System is 
evaluated each year by employees and Senior Leaders to determine 
opportunities for improvement. Each year improvements have been 
made through implementation of employee ideas and suggestions as 
shown in Figure P.2-1 

5.1 c Hiring and Career Progression 
 5.1 c(1) Premier Core Values and 11 associated values-based core 
competencies permeate the selection and hiring process. In addition to 
the Core Values-based competencies, higher level, band-specific and 
job-specific competencies also are determined using a job evaluation 
process involving the hiring manager, recruiter, HR Consultant and 
compensation staff. During the position planning and posting phases of 
the recruitment process, the recruiter and hiring manager openly 
discuss and identify job success factors. The outcome is a position 
description identifying job success factors and the Core Values-based 
competencies used by the recruiter to search for qualified candidates. A 
competency-based evaluation form is used to monitor and measure 
candidates during the recruitment and selection process. 

5.1 c(2) To promote internal growth and development opportunities, all 
open positions are posted first on InsidePremier. All internal candidates 
are given an opportunity to apply. If internal sources are exhausted, 
Premier’s employee referral program, which provides a $500 bonus if a 
referral is hired, is an effective method for identifying external job 
applicants. During the past two years, Premier has received more than 
336 employee referrals, resulting in 52 hirings. In addition, the electronic 
recruitment system, Open Hire allow for collection and on-going 
maintenance of applicant profiles. The recruitment and selection 
process is shown in Figure 5.1-4 (Figure 7.4-4).  

Each open position may have a varying degree of "difficulty to find" or 
niche scenario according to the specialization of the desired skills. We 
begin by posting jobs to the Internet job boards to reach a vast majority 
of job seekers with various backgrounds at one time. Additional 
networking strategies are deployed when specialized jobs and skill-sets 
are required. We also post jobs on industry specific and association 
Web sites. By advertising and networking within these organizations we 
are able to identify and attract people with the specific skills necessary 
to perform the job. We also have a formal college recruiting program to 
assist with specific recruiting needs in some areas of business (Figure 
7.5-17). 

Our recruitment and selection practices capitalize on the diverse skills 
and experiences needed to accomplish our goals. The recruitment and 
sourcing programs target a diverse workforce, and as a result, Premier’s 
employee population mirrors much of our hospital community 
demographics and communities in which we work. We access 
publications and Web sites to ensure a selection of candidates that 
represent the diverse ideas, culture and thinking of our hiring 
community. We also access a number of colleges and universities for 
the recruitment of diverse candidates for entry level hires and top MBA 
candidates for experienced hires. Recruitment efforts focus on Premier’s 
commitment to values, teamwork and improving healthcare to peak the 
interest of potential candidates.  

To ensure a smooth transition into the Premier community, our on-
boarding program orients new employees to the Premier culture, 
starting on the first day of employment, and further ensures that they 
have the tools and resources to meet significant and measurable 
milestones through their first year (Figure 7.4-5). Additional success 
factors in retaining employees include a competitive pay and benefits 
program, recognition and reward programs, a values-based culture and 
numerous employee development opportunities.  Our recruiting staff 
and BU leaders work together to identify additional opportunities for 
increasing our community span of influence. 

Hiring and retaining a workforce capable of producing value for our 
customers is a challenge and is important to the sustainability of our 
organization, therefore we have taken steps to improve our hiring and 
career progression processes as shown in P.2-2. 

Figure - 5.1-3 Recognition and Reward Mechanisms 
Award Recognition 

The Premier Award  Values-based high performance 
The Premier Team Award  Team-based high performance 
Cash Spot Bonus  Project/Goal achievement 
Premier “Turtle” Award Innovation “sticking your neck out” 
Employee Choice Award  Spontaneous values behavior 
Service Recognition  
(5, 10, 15, 20, 25, 30 yr) 

Service years with Premier 

Commission Programs  Sales objectives 
Unit Recognition programs  Behaviors and achievement Figure - 5.1-4 Employee Recruitment Process 

Step Process 
1 ID Need 
2 ID Sourcing Strategy 
3 Review Applicants 
4 Conduct Three Phase Interviews 
5 Conduct Reference/Background Checks 
6 Communicate Offer (or Decline) 
7 Prepare Onboarding & Orientation 
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5.1 c(3) To accomplish effective succession planning for leadership and 
management positions, Premier uses the Talent Pipeline process to 
identify, develop, and position future leaders. Using a Talent 
Identification Matrix, individual leaders, with assistance from their HR 
Consultant, refer to a set of performance standards to assess 
candidate’s current performance and future potential for the talent 
pipeline. Each BU Leader is required to identify successors and create a 
targeted succession plan in the event of leadership position shifts. E-
team leaders meet annually to evaluate succession decisions and 
position placement for future leaders across the organization. Leaders 
work with potential successors and future leaders to identify plans for 
leadership development and career progression. Premier’s High-
Performance Development (PHD) program (leadership development 
program aimed at growing the capabilities of Premier’s future leaders) 
along with external leadership development programs, mentoring and 
coaching, and executive loan programs enhance career development 
for selected future leaders (Figure 7.4-9).  

To encourage career growth and progression for all employees, 
Individual Development Plans (IDPs), are created by all employees in 
partnership with their manager. IDPs define education and growth 
opportunities and career aspirations. HR Consultants work with unit 
leaders to identify high performing individuals at all levels of the 
company. This is accomplished by using a consistent set of 
performance standards, by measuring potential based on past 
achievements, by demonstrated ability to learn new skills and by the 
willingness of an individual to tackle bigger, more complex or higher risk 
assignments.  Career progression and individual development are also 
supported through Premier learning opportunities, tuition reimbursement 
and company paid professional organization memberships, and 
conferences. 

5.2 - Employee Learning and Motivation 
5.2 a Employee Education, Training, and Development 
5.2 a(1) Premier learning and development is designed to enable and 
support the skill needs, environmental and technology changes, 
strategic plans, safety and regulatory requirements, critical 
competencies and business skills that enhance customer requirements. 
All learning is planned to address office and field-based employees and 
appropriate learning vehicles are applied to serve both communities of 
learners. 

The Corporate Learning Council (CLC), led by HR and Premier Learning 
Institute (PLI) staff, ensures employee education, training, and 
development address our organizational needs. The PLI is an in-house 
institution that facilitates the identification and delivery of appropriate 
training programs and manages all training administration. The CLC is 
composed of unit and FS representatives and is responsible for 
developing the annual learning and development plan using the 
Education and Learning Planning Process (Figure 5.2-1) to address 

employee learning and development needs. This process begins with 
gathering information from the SPP, BU Goal Grids, and employee 
Individual Development Plans to identify critical learning and 
development gaps and needs. Additional inputs into this plan include 
employee information; completed IDPs; deployment grids; training 
evaluations, Workforce Engage results; safety and regulatory 
requirements; and annual performance reviews (Figures 7.4-5 through 
7.4-8).   
This process is used to balance short- and longer-term development 
needs and ensure training and knowledge sharing opportunities are 
developed within the context of Strategic Priorities and identified 
performance improvement needs while encouraging the personal and 
professional growth of all employees.  

Additional functions of the CLC include providing feedback regarding 
emerging technological advances affecting their unit or core processes; 
identifying and aggregating corporate and unit learning needs; sharing 
best practices; and working with the PLI to implement system-wide 
learning approaches and methods that address business goals, 
technology needs and individual career development needs. Premier’s 
current education and training strategy is aligned to Strategic Priorities, 
Corporate and Unit Goals, and Premier’s overall purpose. 

5.2 a(2) The learning and educational needs revealed by unit strategies 
developed during the SPP are addressed at the HR (corporate), BU, 
and team levels through the following channels: 

New hire on-boarding and orientation: This comprehensive program 
begins with a corporate orientation, manager on-boarding resources and 
a facilities/safety orientation to address the development needs of all 
new employees. FS employees also participate in orientation with office-
based employees. Field employees residing in our Member hospitals 
are provided on-boarding and orientation to their specific worksites 
through hospital programs. Participants are surveyed on all components 
of the on-boarding process to measure results against objectives and 
identify improvement opportunities (Figure 7.4-5). The orientation is 
enhanced annually to address business needs and critical requirements. 
Improvements are made based on learning from other companies and 
employee feedback to ensure employees are successfully acclimated to 
Premier and provided the knowledge to be effective in their roles. 

Diversity: To ensure our commitment to creating a values-based 
inclusive community, educational opportunities are created to share 
diverse knowledge and thinking. Managers receive training related to 
employee law. A Diversity Council, made up of cross-organizational 
employees, has been launched to identify additional educational needs 
to address diversity issues. 

Ethical business practices: Annual CoC training, developed to address 
our ethical requirements, is required for all Premier employees and 
provided on-site, through video teleconference and Web-based 
technology by our Corporate Ethics Officer (1.2b-2). Ethics training is 
also integrated into our orientation programs. Annual surveys are 
conducted and results are reviewed by Senior Leaders and BoD to 
ensure ethical leadership within the industry (Figure 7.6-9). Additional 
CoC training is provided within BUs to ensure all responsible employees 
understand our ethics responsibilities and practices.  

Management and leadership development: Management training is 
developed to address the responsibilities of and critical skills for Premier 
management. Required leadership development processes and training 
offered at various levels within the organization include: Managing at 

Figure 5.2-1 Education and Learning Planning Process 
Step Process 
1 Understand organization’s strategy, goals, and initiatives 
2 Understand business goals and resource needs 
3 Identify and assess skills and resources 
4 Identify gaps and develop improvement/education plans 
5 Align resources and programs 
6 Measure 
7 Improve 
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Premier, Situational Leadership, Manager Forums, and executive 
coaching. Managers are provided with a Premier Manager’s Toolkit to 
support critical learning needs and management processes. Training is 
evaluated annually and improved to address managers’ improvement 
suggestions and to incorporate additional practices, as needed.  

Process Management and Improvement process: All employees are 
provided foundational process management tools through Process 
Management and Improvement System (PMIS) training and are 
provided individual process management toolkits to support on the job 
just-in-time training. Lean Six Sigma training is provided for selected 
Champions, Greenbelts and Blackbelts from across Premier. Process 
Matter Experts (PMEs) are selected from each BU and 25 percent of 
their work responsibilities are dedicated to supporting process 
management and knowledge sharing within their units. 

Specific Business Unit skills:  Training is developed based on business 
needs and customer requirements.  

Employee, workplace and environmental safety: Premier’s focus on 
employee, workplace and environmental safety includes a new hire 
facilities/safety orientation, work station ergonomic review, evacuation 
and disaster recovery drills and monthly “In Your Best Interest” 
sessions. Employees working in hospital settings are provided additional 
specific workspace and environmental safety training specific to their 
worksites (Figure 7.4-2). 

5.2 a(3) As part of the seven step education and learning planning 
model, employees and supervisors provide input via the PLI training 
evaluation form, CLC, multi-source feedback, employee performance 
appraisals, succession planning, IDPs, exit interviews, skill assessment 
results, HR survey, Workforce Engage (WE) survey and other feedback 
mechanisms. The CLC and PLI review these inputs to identify 
organization-wide and unit specific learning priorities. Programs and 
topics are recommended incorporating internal and/or external 
employee training subject matter experts. A train-the-trainer approach is 
often used to leverage content expertise and training skills within the 
organization. Best practice sharing is provided by content experts to 
leverage learning and knowledge sharing across the company during All 
Hands Meetings, annual Values Conferences, Breakthroughs 
Conference (participants include both internal and external experts), and 
office-based and Web-based knowledge sharing sessions. 

5.2 a(4) Education and training, and their methods of delivery are 
tailored to meet varied learning styles, locations, and subject matter. 
During annual planning, feedback from employees and supervisors is 
collected to design programs that best fit the needs of individuals and 
business requirements. Throughout the year, employees provide 
suggestions for programs and delivery through the Cornerstone 
Learning Management System, our enterprise-wide human capital and 
learning management system. This information is used to improve 
programs and delivery. Corporate-wide training is typically designed and 
delivered through the PLI. Training is conducted through various 
mediums including classroom, conference calls, Webinars, manager 
forums, Values Conferences, “In Your Best Interest” sessions, Monday 
Minutes, the computer lab, e-learning and as a regular portion of BU 
staff meetings. Formal mentoring programs have been effective in some 
units for transferring job-related knowledge and skills to new employees. 
E-learning delivery is increasing to meet the needs of a diverse FS and 
provide just-in-time training. Unit specific skill training is designed and  
delivered by unit training representatives or subject matter experts with 
support and consulting from the PLI and, at times, external consultants. 

Additional feedback from employees and managers about training 
delivery is gathered through evaluations provided after each session. 
Unit trainers, the CLC and PLI staff aggregate and systematically review 
the data to improve approach and delivery (Figure 7.4-6). 

5.2 a(5) Job skills and knowledge enhancement are reinforced through 
training in job specific tools and techniques. Supervisors monitor 
employee progress and provide feedback as anticipated changes are 
noted. Learning is also reinforced through the Performance Appraisal 
process, supervisor and employee review of IDPs, new employee buddy 
and mentoring programs, and updating and re-grading of job 
descriptions as new responsibilities, skills or competencies are required. 
Team-based projects and learning are used to reinforce knowledge and 
skill sharing. Some examples include our sourcing project teams, CMS 
project and various process improvement projects. Instructors reinforce 
training and job skills development by soliciting informal feedback from 
course participants and their supervisors to determine whether training 
programs have met unit and employee performance objectives. Such 
feedback is used by the PLI to improve training content and delivery. To 
ensure systematic transfer of knowledge from departing employees, job 
guides are provided for specific jobs and updated by units as processes 
change and improve. Transition plans for employees exiting the 
organization ensure effective knowledge transfer. Exiting employees 
provide information for improvement to support knowledge transfer to 
new or future employees. Our PMIS (Figure P.2-1) contributes to our 
knowledge transfer efforts by ensuring documentation of key processes. 

5.2 a(6) Training effectiveness is assessed through several evaluation 
levels (based on the type of class/learning being offered), using the 
Kirkpatrick Model. Kirkpatrick Level 1 includes a post-training evaluation 
focusing primarily on the student’s opinion of the training and the 
instructor. All Premier training uses a standard evaluation form. 
Additional courses are evaluated at Kirkpatrick Level 2, using pre- and 
post-tests or checklists to determine if staff learned the concepts/skills 
outlined in the course objectives. Sales training is measured using Level 
4 – return on value measurements. Some PLI classes ask participants 
to complete post training surveys used to ensure follow up and 
improved job performance after training (Figures 7.4-4 and 7.4-6).  

Internal training is also evaluated at the organizational level via 
employee performance/competency appraisals, WE surveys, on-
boarding surveys, and the annual HR department survey. These inputs 
are aggregated and reviewed quarterly by PLI staff, HR consultants, and 
the CLC to determine areas of improvement regarding organizational 
learning and alignment with strategic goals. Training metrics and 
effectiveness ratings are also included in monthly Ors.  Improvements to 
education, training and development processes over the years are 
shown in Figure P.2-1. 

5.2 b Motivation and Career Development 
5.2 b Premier motivates employees through three avenues: manager 
recognition of employee accomplishments, “stretch opportunities” and 
work/life balance. The Recognition and Rewards Values Sub-Team 
works with the HR department to establish and communicate guidelines 
and suggested methods for spontaneous recognition. Managers are 
encouraged to recognize employees via weekly meetings, monthly 
newsletters, Employee Choice Awards, thank you notes and award 
ceremonies. Secondly, employees are motivated through “stretch 
opportunities” in which a manager provides specific added 
responsibilities to enhance employee development and increase 
visibility. These include participation on BU specific work initiatives, 
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Lean Six Sigma Initiatives, Premier’s Values Teams, Performance 
Excellence Assessment and Knowledge Team (PEAK), steering 
committees and numerous unit level cross-functional teams. Employees 
are often recommended by their supervisor for these teams based on 
their identified development needs/aspirations in their IDP. Lastly, 
Premier supports work/life balance through various programs. For 
example, flexible work scheduling and in-home work arrangements offer 
employees the opportunity to manage home life situations, seek 
advanced education opportunities during normal work hours, and so on. 
In addition, Premier employees enjoy numerous organized social 
activities that promote a sense of community. 

 Premier employs two primary approaches to support employee job and 
career development. First is the IDP, which emphasizes coaching and 
individual development through the setting of annual “personal 
commitments” that include learning goals. The second approach is 
Premier’s tuition policy which pays 100 percent of employee out-of-
pocket costs up to $3,500 per year. The executive loan development 
program provides full financial support through no-interest loans to 
further an exemplary employee's executive level education. In addition 
to IDPs and education assistance programs, managers assist 
employees in job and career development and learning objectives 
through our performance management tool, IDP follow-up, talent 
pipeline process, and skills inventory and assessment. The performance 
management tool was revised last year to ensure greater dialogue 
between managers and employees and to increase focus on strengths 
and development/career opportunities. All avenues for motivation and 
career development are designed to impact both office- and field-based 
employees (Figures 7.4-8 and 7.4-9). 

5.3 - Employee Well-Being and Satisfaction 
5.3 a Work Environment 
5.3 a(1) Premier’s “Focus on People” Core Value embodies our 

commitment to providing a safe and positive work environment. During 
the first week on the job, new hires, as part of the on-boarding process, 
meet with Workplace Resources (WpR) or an HR staff member for 
facilities orientation. Annual ergonomics education tools are provided 
through the Intranet to reinforce workplace safety. In addition, regular 
“security spot checks” are conducted by Premier’s IT department. 
Departments that work with HIPAA-defined protected health information 
are checked three times per year, while others are checked twice per 
year. IT audits include seven specific areas such as PC lock down, 
password protected screen savers and security of sensitive papers and 
files. Results are tracked and reported to senior management. Field-
based employees can access specific workplace health, safety and 
security, and ergonomics information through InsidePremier. Employees 
residing in our Member hospitals are provided safety and workplace 
training that pertains to their specific worksites through hospital 
orientation programs (Figure 5.3-1). 

Employee security is important and our buildings are secured and can 
only be accessed through the receptionist or with an employee security 
card key. In addition, there is a security guard available 24x7 to patrol 
our parking lots, inspect our buildings, assist with heightened security 
needs and escort employees to their cars after hours (Figure 7.4-2). 

Employees are involved in work environment improvement through 
committee involvement (e.g., Safety Committee and Evacuation Team), 
attending training, or participating in drills to assess the “Find your Flag” 
employee evacuation plan effectiveness. Employees are encouraged to 
provide feedback at any of these times or via established Workplace 
Resources’ e-mailboxes. 

5.3 a(2) Premier’s BoD requires development and maintenance of a 
Business Continuity (BC) Plan, protecting employees and 
Owner/member interests. A Disaster Recovery (DR) Steering 
Committee, composed of senior managers and a full-time, certified 
BC/DR manager, oversees the process which addresses not only critical 
systems and services recovery, but work area recovery, 
communications, security, and safety issues. Following accepted BC 
standards, the process takes into consideration varying customer needs 
in a dynamic cycle of process evaluation, risk mitigation, response, 
recovery, restoration planning, exercises, and plan maintenance. A "BC 
champion" within each area provides legitimacy and authority for the 
process, while a "BC coordinator" is responsible for building and 
maintaining the plan developed and owned by that area.  

Figure - 5.3-1 Health and Safety Initiatives 
Initiative Performance Measures/Targets 

New hire facilities orientation 
(H, S, Se, E) 

Signed new hire safety 
acknowledgement form.   
Target: All new hires 

Security spot checks (Se) Target:  Improvement trend over 
time  

Evacuation drills (S) Evacuation time.  
Target: Less than five minutes 

Injury and illness prevention 
Plan (H, S, E) 

Worker’s compensation 
experience modification (7.4-3).  
Target: less than one 
Accident reporting 

“In Your Best Interest” 
program (H, S, Se, E) 

Voluntary attendance counts, 
repeat program requests and 
additional info, manager and 
employee feedback   
Target: Min 50 employees/session 

Business continuity plan (S, 
Se) 

E-sourcing system recovery time 
objective. Target: 72 hours 

Annual flu shots (H) Target: Availability to all 
employees 

Key workplace factors: (H) Health, (S) Safety, (Se) Security, (E) 
Ergonomics 

In the event of a disaster, an alternative e-mail/messaging system 
through MessageOne, is used to ensure continued communication with 
employees, Members, and suppliers. A remote worksite location, 
contracted through a third party, provides a secure, safe alternate work 
area for displaced employees, while an on-site generator ensures 
Premier’s data center is protected from unexpected power interruption.  

The ability to recover and restore essential customer-facing systems in 
the event of a disaster is critical to meeting customer needs. Recovery 
time targets are based on an internal business impact analysis and risk 
assessment which outlines the amount of time a system can be 
unavailable without significant risk to the customer, including factors 
such as customer satisfaction, perception, and revenue impact. Drills 
are conducted to ensure successful recovery of our five key operating 
systems. KPMG has audited our disaster recovery processes with no 
negative findings. “In Your Best Interest” is a program which 
incorporates awareness and training to educate employees on business 
continuity, asset protection, safety and security issues that affect them 
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both at home and at work. This program provides regularly scheduled 
presentations, e-mails, Web-based information, posters and notices to 
keep employees informed. Requests and feedback from employees 
determine the direction and content of future programs. 

Improvements to our work environment over the years are shown in 
Figure P.2-2. 
5.3 b Employee Support and Satisfaction 
5.3 b(1) Key factors affecting employee well-being, satisfaction and 
motivation are determined by analyzing feedback gathered through the 
employee feedback and communication methods (Figure 5.1-1) as well 
as our biennial Workforce Engage (WE) survey and quarterly pulse 
surveys and exit interviews. Using data from the survey, extensive 
statistical analysis is conducted, resulting in numeric and graphical 
summaries for each of the questions. Premier conducts additional 
inferential statistical analysis using segmentation of location, business 
and support units, and specific groupings to identify critical success 
factors for all Premier employees and specific segmented groupings. 
Key drivers of employee satisfaction are reviewed and validated through 
information analysis from the communication methods and during our 
annual all-employee Values Conference. This information is used by 
leadership to guide critical employee related decisions. Key factors 
identified for specific groups are used to enhance the workforce 
planning within HR to ensure all segmented groups are understood and 
improvement opportunities are identified with employees. BUs review 
segmented unit survey results annually with employees in focus group 
settings to identify WE improvement opportunities and action plans. 
Currently, our key drivers of employee satisfaction are: employee 
opportunities for advancement and growth, management listening and 
caring, organization practices what it preaches, employee recognition 
and value, keeping employees up to date on critical issues, employee 
usefulness, employee pride in Premier, team member respect, and 
stress level management (Figures 7.4-10 through 7.4-12). 

5.3 b(2) Premier is able to attract a diverse workforce and meet 
employee and business needs by offering a variety of highly-competitive 
benefits, policies and services. When developing offerings, Premier 
gathers feedback through employee communication methods that 
include annual open enrollment benefit sessions conducted at each site 
and Web conferences for field staff. Premier’s services, benefits and 
policies take into consideration our extensive geographic presence as 
well as the composition of our workforce. For example, many of 
Premier’s benefits are deliberately established to be accessible from 
any location − the medical, dental and vision insurance networks are 
nation-wide and the employee assistance program can be reached by 
any member of an employee’s household through a toll-free number. 
The composition of Premier’s workforce includes individuals at all 
phases of the life cycle and Premier’s offerings support these various 
phases. For employees just starting their retirement planning up to and 
including those approaching retirement, Premier offers a rich 401k 
match and pension plan along with Web-based interactive quarterly 
financial planning sessions from Fidelity Investments. To enhance 
Premier’s work/life balance initiatives, we offer salary continuation for 
new mothers while on medical leave and we welcome their return to 
work by providing a lactation/nursing room in each office. Employee and 
career development is strongly encouraged through Premier’s tuition 
reimbursement plan, executive loan programs, talent pipeline process 
and the PLI. Lastly, Premier’s life insurance benefit includes free 
financial counseling and support services up to six months after the 
death of an immediate family member. 

Through formal and informal means of employee feedback, we 
recognize employees have diverse interests, which Premier proudly 
supports. Our Social Responsibility Program endorses individual 
volunteering with an associated corporate match as well as paid team-
based volunteering during work hours. Regular “In Your Best Interest” 
sessions cover assorted topics such as identify theft protection, summer 
safety, computer back-up/home computer guidelines, etc. Premier’s 
“Live Well, Be Premier” wellness program offers free flu shots, stress 
management sessions and on-site exercise. Lastly, annual formal 
holiday luncheons for employees and social summer gatherings help to 
promote a cohesive Premier community. 

5.3 b(3) An all-employee WE survey is administered on a biennial basis. 
Premier aggregates and analyzes results organization wide, by location 
(including on-site and off-site), BU and other employee groupings, as 
appropriate. Results are also shared at all levels of the organization 
(Figures 7.4-10 through 7.4-12).  

Units, along with their HR Consultants, conduct feedback sessions with 
employees to better understand their survey results. Employees are 
encouraged to ask questions about the results and to provide feedback 
as to what the results may mean to the unit and the organization. Unit 
leaders with their HRCs, review the results along with key metrics (i.e., 
turnover, exit interview data, employee relations issues, etc.) to develop 
an employee engagement improvement action plan. All business unit 
plans are aggregated and organizational action plans are developed, as 
needed and incorporated into the HR strategic plan when HR support is 
needed. 

The top factors affecting employee satisfaction are determined following 
each full WE survey and are used as the Premier WE Index, based on 
11 core questions (Figure 7.4-11). Quarterly WE pulse surveys are also 
conducted of a random selection across the organization using the 11 
WE index survey questions to allow managers and leaders to monitor 
and take action to improve workforce satisfaction. The pulse survey 
provides an opportunity to add custom, BU specific questions for 
immediate effectiveness measurement of employee engagement 
improvement plans. Pulse surveys also enable Premier to monitor 
changes in the key drivers of overall satisfaction and unit specific 
issues. The annual Values Conference provides opportunity to engage 
employees in reviewing satisfaction factors and determining 
opportunities for improvement. Additional information and satisfaction 
indicators from employee exit interviews, retention, safety and 
performance reviews are reviewed by HR leadership and within 
business and support unit leadership teams to understand and address 
employee satisfaction. Employee improvement teams are developed 
and deployed as needed to identify actions and implement 
improvements. Figure P.2-2 outlines some of the key improvements 
implemented. 

5.3 b(4) All workforce engagement assessment and focus group 
findings, exit interviews, performance evaluations, communications 
practices and employee programs, are used as input into our SPP. This 
analysis allows Senior Leaders to identify areas of potential WE staff 
shortcomings and evaluate by analyzing key measures of organizational 
performance relative to employee data such as competency and 
performance appraisal results and educational needs. Premier 
prioritizes which employee satisfaction and engagement improvements 
will best enable our employees to achieve individual and Corporate 
Goals and align with educational needs, recruitment strategies, wellness 
programs and other employee engagement priorities. Measurement 
methods to track improvement are determined and goals are deployed 




