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SISTERS OF MERCY HEALTH SYSTEM
Tracking Key Performance
Indicators Across the Enterprise
Quick facts

“The scale of our deployment and
the speed with which we were able
to deploy is a credit to the SAP
BusinessObjects technology. I think
it’s an excellent solution, and SAP has
proven to be a wonderful partner –
I’m extremely happy with our decision.”
Fred Ford, Senior Vice President,
Sisters of Mercy Health System

Company
•	Name: Sisters of Mercy Health System
• Location: St. Louis, Missouri
•	Industry: Healthcare
• Products and services: Hospitals, managed
care, physician practices, outpatient care
facilities, home health programs, skilled
nursing services, and long-term care
facilities
•	Revenue: About US$3.8 billion (2008)
•	Employees: 31,000, plus 4,600 physicians
• Web site: www.mercy.net

Implementation Highlights
•	Established a standardized, enterprise-wide
view of data for timely, accurate reporting
via a consistent and secure Web-based
portal
•	Consolidated legacy data for authorized
access from anywhere across the
enterprise
•	Accelerated month-end financial reporting
•	Enabled performance tracking at each level
of the organization via key performance
indicators (KPIs)

Challenges and Opportunities
•	Efficiently manage data and performance
across a vast enterprise composed of
healthcare operations, facilities, and
services
•	Establish enterprise-wide information
management standards to enhance
competitive advantage

Why SAP
• Previous positive experience with SAP
BusinessObjects solutions
•	Compelling user feedback on the BI
software’s intuitive, Web-based interface

Benefits
•	KPIs that enrich management control
and inform decisions
Objectives
• Web-based reporting and intuitive access
•	Establish an enterprise-wide business
to existing applications that enhances
intelligence (BI) solution with a consistent
ease of use
reporting structure
•	Ad hoc analysis that enriches end-user
•	Improve business efficiency with better
experience and accelerates decision making
management of data across the enterprise •	Enhanced data accuracy and consistency
•	Enable self-sufficiency by allowing users
that fosters confident decisions
to retrieve information via a Web-based
•	Scalable enterprise solution that
portal
accommodates future BI and reporting
requirements
SAP® Solutions and Services
•	SAP® BusinessObjects™ XI solutions
•	SAP BusinessObjects Web Intelligence®,
SAP BusinessObjects Dashboard Builder,
Crystal Reports®, and Xcelsius® software

Based in St. Louis, Missouri, Sisters of Mercy Health System (Mercy)
is the ninth largest Catholic healthcare system in the United States.
Committed to making a significant impact on the health and well-being
of the communities it serves, the healthcare provider covers a sevenstate area that includes Arkansas, Kansas, Louisiana, Mississippi,
Missouri, Oklahoma, and Texas. Mercy operations include 18 acute
care hospitals, providing more than 4,000 licensed beds; two heart
hospitals; a managed care subsidiary (Mercy Health Plans); physician
practices; outpatient care facilities; home health programs; skilled
nursing services; and long-term care facilities.
The Need for Performance
Management and Reporting
Standards
With such breadth and diversity of
operations, Mercy places significant
emphasis on managing information
across the enterprise in a structured
and standardized manner. Fred Ford,
senior vice president at Sisters of Mercy
Health System, elaborates on some of
the challenges his organization faces.
He says, “While Mercy has been making major IT improvements for a number
of years, the lack of enterprise standards
for information management was putting us at a competitive disadvantage.
We had major delays with report delivery, and the investment required to write
and embed custom reports in each of our
primary applications was a challenge.”
To address this situation, Mercy made
the decision to implement an enterprisewide business intelligence (BI) solution
with a single overarching reporting

structure. Additionally, the organization
developed a carefully crafted set of key
performance indicators (KPIs). Using
KPIs, management can track performance at each successive level of the
organization, and staff can focus on core
activities.
For business efficiency, Mercy also
required a full performance management
tool set. Instead of making each individual learn how to use every legacy application’s proprietary report generation
tools, the organization required a single
Web portal so users could retrieve information via the Internet or intranet. For
the many users that need to perform
“deep-dive” analyses, the ability to perform robust ad hoc analysis was also
important. Additionally, the solution had
to allow intuitive access to data from
Mercy’s many existing applications –
including its clinical management, healthcare information, pharmaceutical management, and financial management
applications.

Driving the Enterprise with
Business Intelligence Solutions
Prior to the project, SAP®
BusinessObjects™ solutions were
already performing successfully in one
of Mercy’s operating units. In November
2006, Mercy investigated potential BI
candidates. Because of the organization’s positive experiences with SAP
BusinessObjects solutions, Mercy kept
SAP on the short list as a possible BI
reporting engine provider. SAP and
another key vendor were given the
opportunity to set up sample reporting
environments using identical data sets.
Ford recalls, “We then solicited participation from a broad subset of users
to try out both models over a two-day
period, and we prepared a detailed survey for each person to complete to get
feedback. The results were that SAP
BusinessObjects was the favorite – with
users especially liking the interface’s
intuitiveness and ease of use – so we
formally selected SAP BusinessObjects
Enterprise software as the engine to
accomplish Mercy’s goals of becoming
a true KPI-driven enterprise.”
In addition to SAP BusinessObjects
Enterprise software, Mercy’s BI solutions include SAP BusinessObjects
Dashboard Builder software, which
enables the development of management
dashboards, allowing Mercy decision
makers at-a-glance views of key performance information. Crystal Reports®
software is used for developing an
array of reports that business users
can access over the Web. Xcelsius®
software provides rich visualization
functionality, and SAP BusinessObjects

“We no longer have debates about
the validity of data – everyone
trusts that the information
is accurate. We’ve managed to
eliminate data as a variable.”

Fred Ford, Senior Vice President, Sisters
of Mercy Health System

Web Intelligence® software enables
Web-based query and analysis.

Enabling Fast Access to
Consistent Data

Accessing Data from Anywhere

It is now possible for Mercy staff to roll
up financial statements and rapidly publish them following month-end close,
with all information available online via
a consistent and secure Web-based
portal. Data accuracy and consistency
has reached unprecedentedly high levels.
Ford says, “We no longer have debates
about the validity of data – everyone
trusts that the information is accurate.
We’ve managed to eliminate data as a
variable.”

Upon implementing the SAP
BusinessObjects portfolio of solutions,
Mercy was able to consolidate legacy
data and make it fully accessible to
authorized users from anywhere across
the enterprise. The KPI-driven process
is a new way of thinking for a healthcare
system, and Mercy is now able to utilize
metrics that allow comparisons between
internal entities. For example, Mercy
can compare utilization figures such as
number of admissions, acute and nonacute discharges, length of stay, emergency room visits, outpatient visits,
inpatient and outpatient surgeries, and

Ford summarizes, “We really believe
that a centralized reporting operation is
not sustainable in today’s environment.
Without the SAP BusinessObjects

“The data visualizations provided by SAP BusinessObjects solutions are second
to none. . . . The flexibility of the solutions is extremely high, and this in turn
inspires users to be very creative and imaginative – all to the benefit of Mercy
and our patients.”
Fred Ford, Senior Vice President, Sisters of Mercy Health System

so on. Such figures help the organization assess its overall performance.
Ford comments, “The data visualizations
provided by SAP BusinessObjects solutions are second to none. Placing our
KPIs right on the dashboard will enable
our executives to get exactly the data
they need to make rapid decisions. The
flexibility of the solutions is extremely
high, and this in turn inspires users to
be very creative and imaginative – all to
the benefit of Mercy and our patients.”

solutions, we could not provide the
levels of staffing needed for everyone
to get their reports in a timely manner.
The scale of our deployment and
the speed with which we were able
to deploy is a credit to the SAP
BusinessObjects technology. I think
it’s an excellent solution, and SAP has
proven to be a wonderful partner – I’m
extremely happy with our decision.”
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