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Interview with Ms. Pan, Beijing United Family Hospital and Clinics
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Bio: Ms. Zhongying Pan is the Vice President of United Family Hospital and
Clinics Group, and the President of Beijing United Family Hospital and
Clinics. She joined Beijing United Family Hospital and Clinics in 1996. In her
+ fourteen years of career, she served as a project manager, administrative
| manager, interim general manager of Shanghai United Family Hospital, Acting
President, and Vice President of strategic development system. As a
practitioner, she is an expert in foreign-invested hospital management in China.
Ms. Pan has in-depth experience in government relations, hospital operations,
- strategic business planning, local market expansion, and multicultural human
o resources management. In her career at Beijing United Family Hospital and
Clinics, she was in charge of the approval of foreign-invested hospital opening,
budgeting, supervision, project budget preparation, quality control, drug and
medical equipment import, non-medical personnel management, and all aspects
of recruitment and training. Ms. Pan has comprehensive understanding of
China's health care system, policies and regulations. She has great knowledge of foreign hospital
investment in China and deep insight into the current situation and development of China's healthcare
market. Ms. Pan continues to pursue her PhD degree in Hospital Management from University of Alabama
at Birmingham. She received her MBA in Healthcare Management at University of Colorado, MBA at
Peking University, and BA in English Literature at the Xiangtan University.
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1. Experience in Beijing United Family Hospital and Clinics

Nan: Greetings, President Pan! I’m honored to have the opportunity to interview you on
behalf of the China Health Policy and Management Society (CHPAMS). | understand
that about two decades ago you started your career in Beijing United Family Hospital and
Clinics. Could you tell us a bit about your work experience there?
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My undergraduate major is English. After | graduated from college, | joined the Military
and worked as a translator. In 1996, | left the Military and it was the preparation phase of
the Beijing United Family Hospital and Clinics. My previous work experience seemed to
have no relation with medical service. | joked about that the only common feature
between hospital and army is mortality and morbidity, albeit from two opposing
extremes. The goal in the army is to reach 100% mortality rate (of the enemy). However,
in hospital, we hope to minimize the mortality and morbidity rate as much as we can.
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It seemed to be a temporary decision when | joined the Beijing United Family Hospital
and Clinics after serving in the Military for six years. In the mid-1990s, the economy
grew really fast, and it was trendy to study abroad. | also dreamt a chance to study
abroad, but as | had already been financially independent, | could not ask my parents for
help any more. Fortunately, | joined Beijing United Family Hospital and Clinics, and my
colleagues were really supportive. Four of us made up the team: one is a manager from
the US, one is a manager from China, one is responsible for logistics, and myself. My
responsibilities covered a wide range of areas, including project summary, ordering of
medical equipment and drugs, etc. Besides, | was in charge of custom clearance,
commodity inspection, approval procedure, and the preparation of the hospital grand
opening.

| felt it was a huge challenge in my life: Beijing United Family Hospital and Clinics is
one of the earliest joint-venture hospitals in China. | remember when | went to the
Custom, the staff was very confused: why you are a joint-venture hospital? What
category of import tariff does it belong to? Because they knew hospital is belong to
government funded institutions, but our hospital is joint-venture and should have tariff
exemption. It was also their first time to deal with joint-venture hospital custom
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clearance, and their response to us often was: “Your case is very special, could you wait
and let us figure it out?” Luckily, the government officers were open-minded and
cooperative during the mid-1990s. Even through they did not know the answer at the first
time, they would research and help you out. It was a key lesson | learned during that time
to have smooth communication with the government.

Finally, the hospital opened successfully. | stayed in the operation team and worked as a
government relation manager. | continued to be response for custom clearance,
commodity inspection and so on. Moreover, | was responsible for taxes, public security,
medical services purchase, etc., totaling more than ten areas. | consider it a rewarding
experience.
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After three years, | felt my knowledge and education cannot sustain my work any more. |
need to study to further improve my career. In 1999, | enrolled into the MBA Program of
Peking University. In 2001, | was promoted to Vice President of the hospital after I
received my MBA degree. But I continued looking for training opportunities in medical
field. 1 went to University of Colorado for my second MBA degree, focusing on hospital
management. In this MBA program, one third of the students were doctors, one third was
nurses, and the others were from other industries. | have a feeling that | did not choose
Beijing United Family Hospital and Clinics at the first place, but chose to develop myself
and acquire the wisdom to operate this hospital.
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In 2003, I was sent to establish Shanghai United Family Hospital and Clinics as work as
the interim general manager. This new hospital faced many challenges. In particular, the
entire project was delayed because of SARS. The team worked really hard to negotiate
finishing the project. In 2004, the Shanghai United Family Hospital and Clinics opened
successfully. | was appointed as the general manager of Beijing United Family Hospital
and Clinics when | was in my 30s. | feel my promotion reflects the core value of this
hospital: we try to find the best fit not the best individual.

This year (2016) is my 20th year with Beijing United Family Hospital and Clinics, and it
is my 8th year as the President of this hospital. | felt the responsibility and pressure to
become the first Chinese President. | determined to make this hospital better and not let
everyone down when the hospital is under helm of a Chinese woman. Until now, | am
satisfied with my work: our hospital’s profit has grown from RMB Yuan 300 million per
year to 1 billion during the 8 years. My team has devoted a lot in the development
process. We followed the growing trend that increasing number of people care about their
health in recent two decades, and we shifted our clientele focus from foreign families in
China to middle- and high-income Chinese families. These Chinese families became
familiar with the modern life style through their education and career, and this pursue fits
the client target of our hospital.
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In 2005, after passing accreditation from the Joint Commission International (JCI) and
every triennial re-accreditation, our hospital has integrated the international standard into
everyday work. This reflects our goal to improve the quality and safety of patient care by
working to reduce risk, and we have nothing special from other international hospitals.
However, a limited number of hospitals in China have achieved impartial, international
accreditation. Therefore, our hospital became one of a kind. I still remember that when
the accreditation officer came to our hospital, they specifically asked the storage
requirements for drugs. For example, some manufacturers require the room temperature
for storage should not exceed 25 degree Celsius, and JCI requires proving your room
temperature is under 25°C. Our standard is not for government auditing, but for
understanding our work and guaranteeing the quality and safety of patient care. The work
spirit of our hospital is that quality is not an act forced by regulation and supervision, it is
a habit in a uniquely warm, caring, patient service-oriented environment.
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2. Current Focus and Activities

Nan: Can you talk about what you are working on right now?
BREIREHUE R EE TAF N A2

In the past 8 years, the clients we have served changed a lot. Moreover, our services have
expanded from pediatrics, obstetrics, and gynecology, to a health system providing
comprehensive, integrated healthcare. Nowadays, we further developed internal medicine
and surgery. We established neurosurgery, cardiovascular center, and cancer center. In
2015, we imported the first da Vinci Si Surgical system as the first private-own hospital.
Until now, we have performed nearly one 100 surgeries in urology, gastrointestinal
digestive system, gynecology, pediatrics, and thyroid. Our cancer center has started to
work since last five years. We applied the international outpatient model to deliver
radiation and chemotherapy. In China, we are used to providing services in inpatient
settings. Globally, cancer treatment has been re-categorized as chronic disease
management, and quality of life has drawn more attention. We try to bring this new
paradigm into China. Beijing United Family Healthcare Habitation Hospital was
established three years ago. Habitation treatment is available for neurology, cardiology,
orthopedics, and cancer.
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3. Medical Social Work

Nan: Could you share with us about the medical social worker system in Beijing United
Family Hospital and Clinics?
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We start to provide medical social work services since our establishment. We also expand
our clientele from international schools to individuals, adults, children, couples, or
families. Social work is still a small area that will have development in the future. Its
growth also depends on whether service payment will be included in to medical insurance
system. Besides, social work regulation needs to be improved.
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4. Opportunities for New Talents

Nan: Can you talk about job training programs in your hospital? How should these young
talents take on these opportunities?
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When new employees firstly join us, | always tell my story to inspire them. The most
important essential is not where you start, it is to improve yourself through learning. We
have proved that our hiring standard is not “who you are, are you the best”, but “are you
the best fit”. We are dedicated to build up our holistic learning system, providing the
young employees opportunity to learn and grow. Currently, we have an online university
system for staff training, including young leadership and middle-level administrator
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program to support young staff. Moreover, we begin to have residential fellowship,
including general practitioner and emergency programs.
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