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Opening Remarks/Agenda

Introduction Al Faber, President & CEO, Baldrige Foundation

Facilitator Roger Spoelman, DBA, MBA
Senior Advisor - Strategy, Leadership, and Innovation
Co-Host, Baldrige Foundation Leader Dialogue Program

Panelists Ben Sawyer, MBA, PT, OCS, LBB — VP, Transformation Engineering, ABOUT Healthcare
Dan Mullen, MBA, MBB, CSM - VP, Innovation, ABOUT Healthcare
Darin Vercillo, MD - Co-Founder and Chief Medical Officer, ABOUT Healthcare

Audience Moderator — Roger Spoelman
Questions
Closing Al Faber, Remarks
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Persistent Financial Headwinds

Key Takeaways

1. Oct 2022 represents another month of negative Kaufman Hall Operating Margin Index™ YTD by Month
i i 5.0%
operating margins . . N
 Compounding months of poor performance signal 4.0%

continued difficulties unless something changes

3.0%

2. Cost pressures are driving poor performance

2.0%

* Weight of high expenses is outpacing revenues,

particularly when it comes to the cost of labor 1.0%

e High cost of materials due to inflation has not G ,l
abated . —_—

3. Hospitals continue to struggle to admit and o i
discharge patients 208 e

* Impacted by labor shortages both in the hospital 3.0%
as well as in post-acute settings. Increases in LOS o 5% 3.4%

* Increased LOS did not translate to additional Nov-21 Dec-21 Jan-22 Feb-22 Mar-22 Apr-22 May-22 Jun-22 ul-22 Aug-22 Sep-22 Oct-22

revenue as OE ratios were > 1.0 increasing
avoidable day costs
4. ED visits and operating room minutes increased
slightly in October
 However, ED visits increases put further strain on

hospitals as many hospitals were unable to admit
patients needing in-patient care * Cost cutting focus could stifle the innovation necessary to fulfill demand

5. Highly Competitive Environment with New Non-traditional Entrants

* Challenges health system market share

6. Consumer Demand has Increased as have Care Options

* Increased boarding of patients in the ED has led to
increased pressure on ED staff

www.baldrigefoundation.or In Collaboration with: ABOUT Healthcare
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Frontline Insights
Roundtable Feedback

1. “Covid really pulled out the ugly”

2. “We’re doing things in the near term just to stop the bleeding”

* Nice to incentivize retention by increasing time off benefits for example,
but we need achieve a high-performance culture

3. “These problems are not unique, but they are more pronounced”
 We cannot solve problems with the same workarounds

4. “What really matters is not the technology we use but how are we
are changing. We tend to react in healthcare”

* For example, when *BPCI-A APM models were introduced, we’ve
worked to figure out how to make it happen

 That’s what we need to do now more than ever. There’s no going back
to pre-COVID days.

5. “lItis like using a pipe with cracks”

*  When you only run a small volume of water through the pipe it doesn’t

really show

* BPCI-A is an Advanced Alternate Payment Model (APM) in which healthcare providers
. agree to receive a single payment for physician, hospital and other healthcare services
shoot out all sides for specific diagnoses within an episode of care. An episode of care is defined as an
anchor stay and 90 days following the anchor stay.

* However, if you attempt to push a lot of water through the pipe it will

* We must maximize our systems to meet the new demands, in order to
accomplish our goals

www.baldrigefoundation.or In Collaboration with: ABOUT Healthcare
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Technology — Maximizing Your Systems to Accomplish Your Goals

What Will it Take to Succeed?

INNOVATION:

Baldrige Guidance

* Innovation means making meaningful change to improve your
organization’s health care services, programs, processes, operations, health
care delivery model, use of technology, and business model, with the
purpose of creating new value for stakeholders.

* Innovation should lead your organization to new dimensions of
performance.

* Innovation requires a supportive environment, a process for identifying
strategic opportunities, and the pursuit of intelligent risks.

* Innovation and continuous incremental improvement are different, but
complementary concepts. Successful organizations use both approaches to
improve performance.

www.baldrigefoundation.org
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Technology — Maximizing Your Systems to Accomplish Your Goals
What Will it Take to Succeed?

ACCORDING TO GARTNER®*

CREATE A REAL-TIME HEALTH SYSTEM 1. Stay Up-to-date

‘Gartner sees the RTHS as the next evolutionary
phase of technology-based change that arises
from the electronic health record (EHR)-centric
+1*§ era and bridges to the longer-term era of
precision medicine and digital care delivery:

2. Benefits of RTHS

"The RTHS focuses on delivering value to health
consumers while fully exploiting the
organizational benefits of more streamlined and
efficient orchestration for care teams and
managers.’

The RTHS Vision — Sources of Operational Intelligence (Gartner Guidance)

Diverse Data Sources Real-Time Health System

Patient

Clinical Hospital as

Smart Machine 3. How It's Done

"The architecture fully supports the notion of
composability, which is required if HDOs are to
nimbly adapt their business and operating model
In response to external disruption and change in
business strategy.”

Clinical Ops

Facility/Other

Composability> Composability is a system design
principle that deals with the inter-relationships of
components. A highly composable system

1. Gartner. "The Real-Time Health System Architecture’, By Gregg Pessin. 4 August 2021. provides components that can be selected and

2. Wikipedia contributors, "Composability,” Wikipedia, The Free Encyclopedia, bl. d ; : b t t t f
https://enwikipedia.org/w/index.php?title-Composability&oldid=1030547806 (accessed September 30, 2021). assembled In various combinations to salisty
specific user requirements.

GARTNER is a registered trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and Ga rtne r
internationally and is used herein with permission.
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Technology — Maximizing Your Systems to Accomplish Your Goals
What Will it Take to Succeed?

PURSUE OPERATIONAL MATURATION:

Summary Diagram

NETWORK INTEGRITY

Network relationships are well established with
accountability mechanisms ensuring streamlined
interactions, mutually beneficial transitions, and
optimal patient outcomes

TEAM CAPACITY &
CAPABILITY

Team members clearly
understand their roles and
responsibilities, collaborate
across functions, and are

empowered to drive positive
results and improvement { OPERATIONAL :
. MATURATION

Processes are aligned, transparent,
efficient, and standardized across
core functions and post-acute care
transitions

TECHNICAL INTEGRATION

Technology enables automated processes and
secure communications for efficient patient
placement with accessible data insights for
continuous improvement

www.baldrigefoundation.or In Collaboration with: ABOUT Healthcare
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Technology — Maximizing Your Systems to Accomplish Your Goals

Practical Example: The Journey Across the Hospital

ADMIT \

Bed Availability, Nursing/Clinical
Assignment, and Admission
Placement Process

System
Entry Point

Biggest Challenges

1. Capacity

2. Staffing

3. Costs

4. Coordination
5. Focus

www.baldrigefoundation.org

DISCHARGE ‘

A S Q8

Discharge
Ordered and
Processed

Room
Turnaround

Home with
Services

Post-Acute Care
Setting

In Collaboration with: ABOUT Healthcare 9 | A
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Technology — Maximizing Your Systems to Accomplish Your Goals

Practical Example: Improve Performance with the Maturation of a Real-time Access Center

Case
Management

REQUIRED INPUTS: House Discharge KEY PERFORMANCE METRICS:

Supervisor Coordinator
Provider Network O (Q\ @) 4} 5 Vel
Community Partners i ; * hequest volume
Comprehexr/]sive Access Center Staff G J va‘ él i% * Admissions Volume & Source
Multidisciplinary Collaboration PEOPLE » Time from Request to Acute Bed Available
ISRV . Time from Request to Acute Placement
Bed
Management Transport
Standard Workflows f\of 9 (Dispatch)
Clear Roles & Responsibilities d ] B " Utilizati
Target LOS Process Integration * /% bedLapacity vs. Utitization
° o o PROCESS : : : » Staffing Costs, Turnover, Productivity
Collaborative Service Level Agreements Functional Requwements CAPACITY
(does not require co-location)
ll__J Transfer Folloar-Up
Center Follow-Up
TECHNOLOGY (Scheduling) THROUGHPUT
N\
/
COLLABORATORS:
Emergency Physician Inpatient Unit N Community
Department Partners Nurses Partners
EXPECTED OUTCOMES.:
ACCESS PROGRESSION
> EinfSlEnt; PRECIens Bemisions eme! piecement Wik Cleer * Smooth transitions between levels of care without + Market-wide visibility of curated provider networks for
prioritization processes , , unnecessary patient movements timely, safe, and clinically appropriate PAC placements
» Comprehensive relationships with provider networks « Coordinated care & services with timely prioritization « Patient-centered coordination between Inpatient and
elLIOEs SENVICE lines . . - criteria and transportation between & within facilities Outpatient settings of care to prevent readmissions and
* Anticipated plan of care and discharge disposition upon « Multidisciplinary collaboration to common discharge maximize health system loyalty
review for admission and medical necessity plan and clinical goals based on DRG-related t-LOS « Automated PAC referral, acceptance, and transfer process
> AUESITEIEE) WORONS 1o Sfteemiine PIECSTENS & * Management of patient throughput milestones for timely transitions & optimal team productivity
expedite access to best clinical care setting * Real-time operational intelligence « Enhanced relationships with community partners
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Technology — Maximizing Your Systems to Accomplish Your Goals

Practical Example: Improve Performance with the Maturation of a Real-time Access Center

Connect critical priorities and key performance indicators to
organizational levers using technology and process enhancements

PRIORITIES KPls
« Beableto say "yes" and open the front door * Request Volume
DEMAN D « Better manage volume of requests » * Admission Volume
* Achieve the right patient mix * Time from request to placement

Provide systemwide visibility % Bed Capacity vs. Utilization

CAPAC'TY  Load balance demand to resources » Staffing Costs

Optimize resource utilization Resource availability

Start discharge planning upon admission « CMl-adjusted ALOS
Anticipate patient care transitions » «  Time to Complete Discharge
Rapidly transition patients to the next . O/E Ratio (# of Excess Days)

best care setting

=

=

OUTCOMES

Increase equitable access to care
Enhance market share
Increase patient safety and revenues

Optimize staffing
Reduce contracted labor costs
Load balance between facilities and units

Improve safety and quality performance
Reduce administrative burdens
Drive healthy patient network retention

www.baldrigefoundation.org In Collaboration with; ABOUT Healthcare i/
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Technology — Maximizing Your Systems to Accomplish Your Goals

Practical Example: Improve Performance with the Maturation of a Real-time Access Center

@ ANALYTICS

Professionally designed
electronic dashboards
and printed reports

(2) ExTRACTS

Organized, quick data exports to

spreadsheets and PDFs

@ DATA ACCESS

Direct EDW connections
to live, unfiltered data

i

E a =
i

www.baldrigefoundation.org

FILTERS

Contacting Division

Contacting Location

Referring Division

Referring Location

Level of Care

Service Lines

Interfacility/Intrafacility

Priority Cases

ArsourT

DAILY OPERATIONS |

Daily Volume

Total Cases Closed Cases

29 21 g2

== Last 24-hours

Cases by Case Status Category

Transferred 55.2% 16
In Progre 27.6% 8

Cancelled 13.8% 4

Lost 3.4% 1

Denial Rate by!| ™ |Level of Care

Telemetry hverage
Pediatrics 0.0%
clIcu 0.0%
Obstetrics 0.0%
Nul 0.0%
NICU 0.0%
Medical 0.0%

In Progress Cases Suspended Cases

6 (20.7%)

N\

2 (6.9%)

g Support
Priority Cases

30-day average per hour

Acceptance Rate by!” Contacted Location

Nul 0.0% Average
TommmmmmAnemn T. " 25.0%
Contacted Location b o
Service Line v 50.0%
|7 60.0%

Level of Care

Contacted Provider |

—rerT

Cancellation Rate by ~ Service Line

Pediatric Neurology |A\/9|’399

Nul |
Neurosurgery | 33.3%
Cardiothoracic Surgery | 33.3%

Transplant Nephrology 0.0%
Pulmonary Disease 0.0%

Pediatric Surgery 0.0%

100.0%

100.0%

100.0%

100.0%

AArBouT”

FILTERS

Last
30 days

Contacting Division

(All)

Contacting Location

(Ally

Referring Division

(Al

Referring Location

(Ally

Level Of Care

(Al

Service Lines

(All)

Interfacility/Intrafacility

(Al

Use a 3-fold approach to gain relevant data and insights

Daily Volume

WEEKLY EFFICIENCY

Where have we spent the most time and energy?

100

80

60

40

Count of Scenario Id

20

&)

@

Neurosurgery
Trauma Surgery O

Internial !\/Iedicmeoo O O

Interventional Cardiology

General Slirgery O @ Gastroenterology

@ QOrthopaedic Surgery

Cardiclogy O
©

Cardiothoracic Surgery

OK

1K 2K 3K 4K 5K 6K

Total Work Time Minutes

Case Details

7K

Level of Care

100

80

60

40

20

Distinct count of Scenario Id

9 Support

Legend

[ | High scenarios and High work time

[ ] High scenarios and Low work time
Low scenarios and High work time
Low scenarios and Low work time

How to use:
Each dot represents a Service Line.

Click on a category in the legend to filter the
scatterplot.

Click on a dot and review the cases in the table
below.

Use the lasso tool in the upper left to select points
and review the details in the table below.

Lasso Selection (D)

Distinct countof  Total Work Time

Record Id Start Date Service Line Requested Requested Scenariold Vinutes
9875 3/23/2022 12:28:57 AM Otolaryngology Emergency 1.0 150.6
9876 3/23/2022 2:20:39 AM Neurosurgery Emergency 1.0 59.1
9877 3/23/2022 2:20:51 AM Obstetrics and Gynecology Obstetrics 1.0 333
9878 3/23/2022 5:20:54 AM Otolaryngology Medical 1.0 141.5
9879 3/23/2022 6:02:36 AM General Surgery Medical 1.0 376
9880 3/23/2022 6:34:14 AM Pediatrics General Pediatrics 1.0 39.8
9881 3/23/2022 8:17:12 AM Hepatology Intensive Care 1.0 72.0
Q 022 Q:15:20 AN Cardintharacic Sirnon Tolomotn 1.0 484

In Collaboration with; ABOUT Healthcare



http://www.baldrigefoundation.org/

Institute for Performance Excellence Virtual Executive Roundtable - December 9, 2022

Technology — Maximizing Your Systems to Accomplish Your Goals

Practical Example: Improve Performance with the Maturation of a Real-time Access Center

Drive improved performance across 3 key
variables as the access center matures

' Expanded Breadth " Improved Visibility ' Enhanced Care
. of Care Setting | . and Decision | . Team Interactions |
Services

— Represents the Maturation of the Access Center

www.baldrigefoundation.or In Collaboration with: ABOUT Healthcare
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Summary: Technology - Maximizing Your Systems to Accomplish Your Goals

Develop a High Performing Operating System

High Performing Operating System
Healthy Tree Example

INNOVATE FRUIT

Follow the Baldrige Guidance - i oy

What we accomplish

DISTAL BRANCHES
Initiatives and Action Items

CREATE A REAL-TIME HEALTH SYSTEM

The RTHS Vision — Leverage Sources of Operational Intelligence (Gartner Guidance)

TRUNK

Fundamental Business
Strategies (Pillars)

CORE BRANCHES
Priorities & Objectives

€ PURSUE OPERATIONAL MATURATION

é \\\:\J - SAP
Refer to Summary Diagram & Example of Maturing an Access Center for Reference i ‘)\ Statement of Purpose
, DEVELOPMENT Wt R
(ABOUT Guidance) Disciplined process of

How things get done

ROOTS

Mission, Vision, Values

www.baldrigefoundation.org In Collaboration with; ABOUT Healthcare 14 | A
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Panelist Questions and Discussion

Ben Sawyer, MBA, PT, OCS, LBB
VP, Transformation Engineering
ABOUT Healthcare

Roger Spoelman, DBA, MBA
Co-Host, Baldrige Foundation
Leader Dialogue Program

Darin Vercillo, MD
Co-Founder & Chief Medical Officer
ABOUT Healthcare

Dan Mullen, MBA, MBB, CSM
VP, Innovation
ABOUT Healthcare
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Tr aining & Pr Of essional De V€lOpmen t https://www.baldrigeinstitute.org./education

Excellence in Education

OUR SELF-PACED COURSES PFOJeCt
The Baldrige Foundation Institute for Performance Excellence supports individuals and organizations around the world by providing quality educational t::: z:: g:é:: Xf\;mszBeelltt gigS gzgi”e’f’d | Management
ation
programs. Lean Six Sigma Green Belt $257 m~ [ r r
Provider ‘
Lean Six Sigma Black Belt $399 - Il InStltute — e J
Lean Six Sigma Master Black Belt $699 M EM B E R
Is Your Organization an Institute for Performance Excellence Partner? Diversity & Inclusion Yellow Belt $99 SHRM The CPD Certification
\ . | s . e A Process Improvement Specialist $299 P&w"ce

Partners of the Baldrige Institute for Performance Excellence receive additional discounts on all of our training opportunities. Project Management $157
Supply Chain Management $299 RECERTIFICATION
Agile Professional $299

Leamn More About the Institute Agile Leader $225 PROVI DE R
Data Analytics $199
Scrum Master $299
Lean Practitioner $157
Lean Health Care Professional $299
Health Care White Belt $50
Health Care Yellow Belt $149
Dur Programs Health Care Green Belt $275
BALDRIGED
FOUNDATION \

All General Courses Lean Six Sigma Strategic Planning & Degree Programs

Courses Management Training
Lean Healthcare Professional Certification
7 p HI l Presented to
o P
i 34 't — [ reczlm’enf.name ]
L i \-;______..T For successfully completing and passing the SSGI/Baldrige Foundation

Certifed Lean Healthcare Professional (CLHP) Program

Catering to a broad
community of learners, we
offer over 370 generalized

courses that are specifically
designed to support the
unigue demands of the 21st
century learner. Let Ealdrige
turn your leaming experiences
into meaningful educational
opportunities.

www.baldrigeinstitute.org

Looking for training and
certifications in Lean and Six
Sigma? We offer a variety of

indusiry-specific trainings,
such as Lean Health Care

Professional, as well as

industry-agnostic frainings,
such as Project Management,
Agile, and Diversity, Equity, &
Inclusion.

Qur training allows your to
impart the full strategy
management process into
your everyday decisions.
Make better decisions and
grow by instilling the ability to
think and act strategically in
an ever-changing business
landscape.

Eam your degree by enrolling
in a degree program,
including associates,

bachelors, masters, or
doctorate programs, through
one of our Baldrige
Foundation Institute for
Performance Excellence
Degres Pariners.

Supply Chain Management

Lean Healthcare Professional

e gk

Lo

=
Al Faber [credential.issued_on] B"g Shore PhD

President and CEO Co-Founder and Instructor

Baldrige Foundation ID: [credential.id] Six Sigma Global Institute
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