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Annual Report Presentation to the San Francisco Health Commission 
October 2, 2012

Mivic Hirose, Executive Administrator:
Good afternoon President Melara, Vice President Sako, Health Commissioners and 
Director Garcia.  We are delighted that the Health Commission is meeting today at 
Laguna Honda for our annual report presentation.



Mivic Hirose:
In a couple of months, on December 7, we will mark two years in California’s first 
LEED-certified hospital, the most modern skilled nursing facility in the country.  
We focused our first year on managing this enormous infrastructure change.  As we 
reach our second anniversary, our focus is on the future.
We are committed to:
• Meeting the opportunities and challenges of Health Reform, 
• Implementing the Department’s Integrated Delivery System, and 
• Responding to the needs of San Franciscans for Laguna Honda’s services.



Mivic Hirose:
Last month, a group of administrators from the federal Centers for Medicare and 
Medicaid Services were at Laguna Honda for an informational visit. Their focus was 
to learn about the success of our community integration efforts. 
At the end of the visit, one Washington D.C.-based official paid us the highest 
compliment.  She said, “I have read about nursing home reform but I have never 
really seen it in action until today at Laguna Honda.” 
Our annual report centers on outcomes, integration, choices, resident centered 
care, patient experience and community.  Our presenters today will be members of 
our executive team who inspire high quality on a daily basis; a family member 
whose husband of 60 years lived at Laguna Honda; and a high school volunteer 
whose compassion and leadership extended beyond his family and school.  
Together, we will describe Laguna Honda’s best practices in delivering services and 
establishing community partners to meet the needs of the people we serve.  
Our Chief Medical Officer, Dr. Colleen Riley will be the first speaker.
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Medical Director Colleen Riley:
We have a commitment to evidence-based care at Laguna Honda, and to using 
outcome measures to help us improve. Here are some of the numbers.
Laguna Honda served 1,257 residents in fiscal year 2011-2012.  
The average daily census was 757. 
A total of 188 residents were discharged to the community, 72% of them to 
independent housing.   
1,320 employees worked together to provide quality and compassionate care. 
The performance appraisal rate for those employees was 99.7%. 
96% of employees completed six hours of safety training, called SMART.
Radiology and Pharmacy services expanded to 7 days per week, which allowed us 
to admit 71 patients from San Francisco General Hospital on the weekends 
between November of 2011 and July of 2012. 
Our rates for unintended weight loss, pressure ulcers and urinary tract infections are 
lower than state and national averages for skilled nursing facilities. 
And, in August of this year the federal Centers for Medicare and Medicaid Services 
awarded Laguna Honda a fourth star for quality, bringing us closer to achieving our 
goal of five stars overall by 2014. 
Our next speaker is Mike Llewellyn, Laguna Honda’s Chief Operating Officer.



Chief Operating Officer Mike Llewellyn:
One word, “integration,” describes our operational successes this past fiscal year.  
In the fall of 2011, our Operations Division began the oversight and provision of 
housekeeping and physical plant services for most other branches of the 
Department of Public Health, including the community health clinics.  
We also planned and executed the relocation of the Department’s Nurse Advice 
Line and Chronic Care Management Program to Laguna Honda.  
It is now a common workplace standard that Community Programs and Laguna 
Honda Facility and Operations staff work together on projects and initiatives.
I also want to share with you results of the hospital’s Go Green initiative this past 
year. Our Environmental Services and Materials Management leaders initiated a 
campaign to increase recycling and composting, to implement appropriate par levels 
of linen use for each resident neighborhood, and to track the use of rental 
equipment.  Together, these efforts produced $500,000 in cost savings.
There are many other departments whose initiatives improved service delivery, 
reduced costs and enhanced patient outcomes.  They are listed in the annual report 
starting on page 23.  



Mike Llewellyn:
Our 2012 resident satisfaction survey told us that we needed to improve our meals. 
Using the galleys and coffee and juice stations on each neighborhood, our 
departments of Nutrition Services and Clinical Nutrition worked with nursing staff to 
introduce alternative dining choices.  
Pictured on this slide are dietitians, diet technicians and nurses at a neighborhood 
luau.  
In the past year, staff from the hospital departments of Nutrition Services, Clinical 
Nutrition, Activity Therapy, Nursing, Volunteer Services, Facility Services and 
Environmental Services collaboratively planned yogurt socials, Hawaii-style luaus, 
candlelight dining, afternoon high teas, and picnics and barbeques at the Sutro
Meadow.  
Families of residents as well as guardians and conservators participated at the 
special meal program. 
We are proud of the people who had the ideas for these innovations and did the 
work to make them a reality.  They are an example of the kinds of dedicated and 
creative staff members that make Laguna Honda remarkable.
Next, I would like to introduce next Donna Valencia, Chief Nursing Officer at Laguna 
Honda.



Chief Nursing Officer Donna Valencia:
In the past year, we created community partnerships to ensure that each person 
reaching the end of their life has the companionship they need.  
In June, Laguna Honda and the Chinese American Coalition for Compassionate 
Care created a partnership to recruit and train bilingual, bicultural volunteers to 
assist people to experience the end of life in dignity and comfort.  
The joint endeavor trained 37 palliative care volunteers.  
The hospital also joined a national initiative called No One Dies Alone, which 
provides a trained volunteer to sit vigil with each dying person. Laguna Honda’s 
volunteer chaplains and 13 other specially trained volunteers implement the 
program.  
These two initiatives are an addition to our current Zen Hospice Project volunteer 
partners who provide comfort for residents on the hospice neighborhood.
We are grateful to Anne Hughes, Palliative Care Clinical Nurse Specialist, and to 
Bob Deel, Spiritual Care Coordinator, for their leadership in strengthening our 
relationships with the hospice and palliative care community of San Francisco and 
for keeping us at the forefront of the movement for dignity and comfort.



Donna Valencia:
Laguna Honda is committed to assisting people to achieve their highest level of 
independence and to support the integration of adults with disabilities into the civic 
life of the city
In June, we started a 15-person discharge household on the North 3 neighborhood.  
The household brings together long-term residents on the discharge track with the 
goal of preparing them for community living. Every clinical department is involved. 
The initiative works because of its emphasis on collaboration to plan, implement and 
monitor progress. The departmental roles are listed on page 8 of the Annual Report. 
Pictured on this slide is Adam Cooperstein, the activity therapist for North 3 with a 
former resident who now lives at the Plaza Apartments, managed by the 
Department’s Housing Urban Health program.
To support our efforts in community integration, Social Services Director Janet 
Gillen coordinated three discharge fairs that brought service organizations onto 
campus to provide one-stop shopping for residents preparing to move.  As Dr. Riley 
said, we assisted 188 residents to move to community living.  And for this coming 
year, we have set as a goal to increase our discharge from skilled nursing 
neighborhoods by 15 more residents.  
Next, I would like to introduce to you Kevin Tsai.  Kevin is a Laguna Honda volunteer 
and you will hear how he has made an impact on our community.



Kevin Tsai:
My name is Kevin Tsai and I am currently a senior at San Francisco University High 
School. I would like to take this time to tell you how big of an impact Laguna Honda 
Hospital has had on my life.
Both of my grandparents passed away during my sophomore year. It was definitely 
a hard time, but I managed to get through it. I felt that I could honor their legacies by 
helping others. Laguna Honda was the perfect place. 
Laguna Honda has Chinese speaking patients, people I could actually help out. I 
started small, coming four hours a week to play mahjong with the residents. It 
brought back memories of times when I used to hang out with my grandparents. 
As junior year approached, I started to volunteer with the Art with Elders program in 
the Chinese language neighborhood. It was extremely fulfilling for me. Helping the 
residents with their activities was fun both for me and them. I learned to connect 
with them through art.  
This is a picture of Tony whom I assisted at the Art with Elders program, and whom I 
visited 2-3 times a month on the Chinese language neighborhood.
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Kevin Tsai:
I knew that I was making a difference in the lives of the people at Laguna Honda. 
But I had the desire to do more for the community. 
Though word of mouth, I heard about Friends of Laguna Honda and their services. I 
thought fundraising would be an excellent idea. Since I am musically inclined, I 
thought, "Why not host a concert?" 
I contacted Bruce Nelson, president of the organization, and I was extremely happy 
when he decided to support it. With their support, I was able to find a venue, 
musicians, and silent auction items. 
On September 23, everything came together and the event was a success. It was 
held at the Green Room in the War Memorial Building at Civic Center. This is a 
picture of the audience, the band MonTango and a couple dancing the tango.
Now, in retrospect, the impact of Laguna Honda has been big. Not only did it 
provide me with a place to help out, it also taught me how the options are endless 
when it comes to community service. And for that, I thank Laguna Honda.
Following me is Mrs. Marilyn Mann.  
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Marilyn Mann:
My husband, Burt Mann, was a resident at Laguna Honda. He passed away here 
this year. 
Burt was at Laguna Honda once before. He had been in rehab in San Mateo county, 
and they were discharging him. I looked all over the Bay Area for a nursing home 
that would take him, but none of them would. Well, can you imagine, a 500 pound 
man!
Then I found out that Laguna Honda would take him. The people no one else will 
take, they come to Laguna Honda. I was so relieved. But Burt wouldn’t have it.  He 
said, “I’m not going to live in any county facility.  No, no. no.”
So I asked my son and son-in-law to visit Laguna Honda. It was before the new 
buildings and they saw that it was old, but it was well kept. The admissions director 
(Alexander Hines) was so nice and welcoming. I told Burt about it and eventually he 
agreed.
He moved into one of the old wards, E-4. It was so pleasant. The people were 
friendly. He liked them all. They got him to the point where he could walk, and then 
he came home with me. For five years I looked after him. Then I just couldn’t do it 
any more. 
He came happily back to Laguna Honda because he had been here before.
He loved it here. We are both grateful for his wonderful care. Thank you.



Mivic Hirose:
The highlights presented by Colleen, Mike, Donna, Kevin and Marilyn celebrate the 
work of a team of dedicated professionals, staff, volunteers, residents, families, and 
conservators working together to provide a place to promote resident success, 
sustain a healing environment, create community partnerships and foster innovative 
excellence.
As we forge into the next fiscal year and beyond, the hospital’s priorities will focus 
on:
• Becoming a CMS 5 star facility by 2014
• Ensuring access to Laguna Honda’s services by focusing on patient flow and 

appropriate level of care in concert with other branches of the Department
• Continuing to concentrate on service delivery improvements
• Participating in and leading efforts to become an integrated delivery system
• Promoting fiscal responsibility, and
• Initiating a wellness program for staff and community on the Laguna Honda 

campus.



Mivic Hirose:

I want to leave you with this image.
Fifty fruit trees were planted on our campus in August thanks to two Laguna Honda 
gardeners, Noah Santiago and John Alexander, who entered the hospital in a 
national contest sponsored by Dryer’s Fruit Bars and the Fruit Tree Planting 
Foundation.  
Laguna Honda won a fruit orchard with over 34,000 online votes.  This is just one 
example of how the hospital has become integrated with the larger civic community.  
It is our hope that our work in the past year has positioned us well to meet the 
challenges and opportunities of the Department’ of Public Health’s priorities and 
national health reform.  
Thank you.


