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Opening Remarks/Agenda
Introduction Al Faber, President & CEO, Baldrige Foundation

Guest Panel

Russ Branzell: CEO, Dr. Roger Spoelman: Community Leader, 
College of Healthcare Information Muskegon County Covid-19 Response Team
Management Executives (CHIME)

Scott McIntyre: CEO, Guidehouse  Dr. Rulon Stacey: Director, Graduate Programs in 
Healthcare, University of Colorado & Partner, Guidehouse

Jennifer Strahan: COO, SOAR Vision Group Charles A. Peck, MD, FACP: Partner, Guidehouse

Questions Audience 

Ben Sawyer & Al Faber Moderate
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Dr. Roger Spoelman: Community Leader, Muskegon County Covid-19 Response Team
and Former Hospital & Hospital System Executive

Muskegon County is a county in the U.S. state of Michigan. As
of 2018, the population was 173,588. The county seat is
Muskegon. Muskegon County comprises the Muskegon, MI
Metropolitan Statistical Area, which is part of the larger Grand
Rapids-Wyoming-Muskegon, MI Combined Statistical Area.

Strategy Execution System®
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On a scale of 1 – 10, how would you rate your 
organization’s response to COVID-19?
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In summary:

Managing Chaos Is HARD



Baldrige Foundation Institute for Performance Excellence Webinar 

www.baldrigefoundation.org

Strategy Execution System®

Partner

Baldrige Foundation Institute for Performance Excellence Webinar 

A Typical Response for Hospitals 

PREPARE
• Assign a COVID-19 Executive Leader and create a task force

IDENTIFY
• Develop remote symptom support 

• Stand up testing tents and/or temperature checks

MANAGE & REPORT
• Host a Huddle multiple times per day (e.g., 10 am and 5 pm)

• Create an Incident Command Center for central reporting

• Coordinating with Suppliers to anticipate or address shortages

• Limit or eliminate patient visitors

Mary Jane (MJ) Watson

ICU Director

PuLSE Leader

Carol Danvers

Chief Operating Officer

PuLSE Leader

Scenario
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©SOAR Vision Group, LLC    Proprietary & Confidential                          

Update important measures, action 

items, and overall status in one location.
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Create custom Scorecards to

quickly access targeted information 

across the organization.
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Build custom dashboards to track 
efforts over time, such as…

▪ Targeted efforts (e.g., COVID-19)

▪ Different organizational sites

▪ Other strategic priorities

©SOAR Vision Group, LLC    Proprietary & Confidential                          
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Connecting Communities

Superintendent

Annex Leaders

Public 
Health

County 
Directors

Internal 
Operations

Continued 
Operations 
(e.g., WIC)

HR & Staffing

Communicable 
Disease Control

First 
Responders 

County-wide 
Emergency 
Response

Law 
Enforcement

Hospitals

Schools

Elected 
Officials
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Solving Problems, Managing the Chaos

Orchestrate Action -
the RIGHT Action

Minimize TIME away 
from Patients

VIRTUAL Incident 
Command Center

Maintain a SYSTEMS 
Perspective

We seem to huddle 5 times a day to
hear updates. It’s a waste of time;
no action comes from them.

- E.D. Physician

We’re assigning tasks to dispersed
people and facilities; managing the
tasks is time-consuming.

- County Representative

E.D. volumes are down 30%. We cancelled
elective procedures. We’re spending a lot
of money adding negative pressure
rooms. - Hospital Executive

Communication is our biggest challenge.
We have a daily video clip and new
policies we have to send out to large,
diverse groups. - County Representative
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Russ Branzell
CEO, College of Healthcare  Information 

Management Executives (CHIME)

Dr. Roger Spoelman
Community Leader
Muskegon County Covid-19 Response Team

Scott McIntyre
CEO, Guidehouse 

Dr. Rulon Stacey
Director, Graduate Programs in Healthcare, 
University of Colorado & Partner, Guidehouse 

Jennifer Strahan
COO, SOAR Vision Group 

Charles A. Peck, MD, FACP
Partner, Guidehouse

Roundtable Discussion

Ben Sawyer
CEO, SOAR Vision Group

(Moderator)

Al Faber
CEO, Baldrige Foundation

(Moderator)
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