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Opening Remarks/Agenda
Introduction Jerry Rees, Chief Operating Officer, Baldrige Foundation

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

Panelists
• Angie Franks – CEO, ABOUT Healthcare
• Charles (Chuck) Peck MD, FACS – Co-Host, Baldrige Foundation Leader Dialogue Program
• Darin Vercillo, MD - Co-Founder and Chief Medical Officer ABOUT Healthcare 
• Ben Sawyer, MBA, PT, OCS, LBB – Industry Expert, ABOUT Healthcare

Audience Moderator – Ben Sawyer
Questions

Closing Jerry Rees, Remarks
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• Hospitals are experiencing the 
worst margins of the pandemic
1. Margins have plummeted

2. Labor expenses increased

3. Outpatient activity dropped

• Organizations lack the federal 
funds to offset the damage

Organizations must continue to 
think strategically, despite the 
urgency of day-to-day pressures

1. Reassess leading and lagging 
indicators – what’s changed?

2. Reimagine operations, 
prioritizing innovation

3. Optimize demand, capacity, 
and throughput to achieve 
improved performance

4. Evaluate long-term capital 
planning options

http://www.baldrigefoundation.org/


Impact of Consumerism
During the August Webinar We Discussed What Consumers are Prioritizing
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1. Taking proactive control of their health
• Reconsidering their health and wellness needs post-pandemic

2. Convenience, accessibility, and quality
• There is no going back to pre-COVID status or expectations.  That’s over.

• Questions are:  1) What is next, and 2) How do we get out in front of it?

3. Holistic wellness and mental health are rising in importance
• 35% of consumers report a negative impact from COVID-19 on their mental health, 

and want to improve their overall well-being and coping skills

4. Digital access and technology are essential differentiators 
• Digital front door capabilities, telemedicine, specialized services, wearables, etc.

5. Expanded choices and service options are expected
• Consumers expect a broad array of services and products available when and where 

they want them

Sources: Press Ganey & Clarkston Consulting

http://www.baldrigefoundation.org/
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Prioritized Responses from Leading Health Systems
What Areas are Health Systems Planning to Increase or Decrease Spending? 

Overview of Priorities Breakdown

From Aug 16th Webinar Discussion: 
• Let’s Unpack the Details…

http://www.baldrigefoundation.org/
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Prioritized LHS Responses: Four Themes 
Theme 1: Workforce Transformation

*

http://www.baldrigefoundation.org/
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Prioritized LHS Response Themes 
Theme 2: Omnichannel Consumer Engagement

http://www.baldrigefoundation.org/
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Prioritized LHS Response Themes 
Theme 3: Hybrid Care Revolution

! In a predominately fee-for-service market, shifting care from higher-paying settings to lower 
ones means that an LHS must make up lost revenue and potential margin hit through volume 
growth and cost savings.

http://www.baldrigefoundation.org/
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Prioritized LHS Response Themes 
*Theme 4: Achieving the Right Scale

http://www.baldrigefoundation.org/


“I don’t care what it was designed to do, I care 
what it can do”  - Gene Kranz, Apollo 13 Mission Director
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Reimagine Operations:  Prioritize Innovation
Healthcare’s Apollo 13 Moment:  Failure is Not an Option

Apollo 13. Dir. Ron Howard. Perf. Tom Hanks, Kevin Bacon, Bill Paxton, and Ed Harris. Universal, 1995.

http://www.baldrigefoundation.org/


For health systems to succeed in the future requires 
transformation across three levers:

DEMAND

Advance adoption of tools 

and best practices to DRIVE

referral DEMAND and 

enhance provider loyalty

CAPACITY

OPTIMIZE resource CAPACITY

by driving pervasive 

situational awareness across 

the health system

THROUGHPUT

Collaborate across the 

enterprise to ACCELERATE 

patient THROUGHPUT with 

better performance results
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Reimagine Operations:  Prioritize Innovations
Optimize Demand, Capacity, and Throughput to Achieve Improved Performance

http://www.baldrigefoundation.org/


Practical Considerations
INNOVATION: The New Transformation
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Clinician of the Future Report 2022_ Elsevier Health

Organizations must 
continue to think 
strategically, despite 
the urgency of day-to-
day pressures

1. Reassess leading and 
lagging indicators –
what’s changed?

2. Reimagine 
operations, 
prioritizing 
innovations

3. Optimize demand, 
capacity, and 
throughput to 
achieve improved 
performance

4. Evaluate long-term 
capital planning 
options

http://www.baldrigefoundation.org/
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Ben Sawyer, MBA, PT, OCS, LBB
Industry Expert
ABOUT Healthcare 
(Moderator)

Panelist Questions and Discussion

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

Charles (Chuck) Peck MD, FACS
Co-Host, Baldrige Foundation
Leader Dialogue Program

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

Angie Franks
Chief Executive Officer
ABOUT Healthcare

http://www.baldrigefoundation.org/
http://www.baldrigefoundation.org/
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Training & Professional Development

https://www.baldrigeinstitute.org/education

http://www.baldrigefoundation.org/
http://www.baldrigefoundation.org/
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