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Opening Remarks/Agenda

Introduction Al Faber, President & CEO, Baldrige Foundation

Guest Presenters Roger Spoelman, DBA, MBA
Senior Advisor, Strategy, Leadership, and Innovation
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

Questions Moderator — Al Faber

Closing Remarks Al Faber
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Headwinds

& Challenges

@ Workforce disruptions

Staff shortages, contract staffing costs, and related fe
are exacting a significant operational & cultural iImp

Margin pressures

Associated with sicker patients, higher expenses, and
adjustments in consumer demand across care settings

A

@ Operating as one system of care

t P Ae am
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Headwinds: Workforce Disruptions

1. Workforce disruptions remain a top priority: The issue is partially that health systems have been over capacity due to
COVID, but there's also urgency around staffing vacancies, addressing burnout, and assessing solutions to respond to rising
salaries (and the impact that has on budgets). Specific operational impacts to operations are outlined below.

2. Staffing pressures will remain a challenge long-term: Requiring both short to mid-term tactical adjustments, as well as
longer term care setting and digital front-door strategic adjustments.

3. Workforce disruptions will continue to impact operations: Leading health systems have been deploying a variety of
tactics to mamtam a strong nursing workforce as summarized below.

Impact to operations of workforce constraints Top tactics hospitals have deployed over last three months to maintain a strong nursing workforce
% of respondents! % of respondents’

Changed care model Wage increase

Reduced inpatient capacity Recruitment increase

Reduced operating room capacity One-time bonuses

Reduced ambulatory clinic capacity Cross-skilling/upskilling nurses

Increase in emergency department diversion time Flexible schedule implementation

Increased length of stay Non-monetary incentives

) Other
Increased room turnover times

Cross-skilling/upskilling support staff
Other

'033: What tactics has your hospital deployed over the last three months to maintain a strong nursing workforce? (Note, respondents could only select one
primary respaonse.)

'Q38: How are your operations being impacted by workforce constraints? (Note, respondents were asked to select all that apply.) Source: McKinsey COVID-19 hospital insights survey, July 2021 (n = 100)

Source: McKinsey COVID-189 hospital insights survey, July 2021 (n = 100)

McKinsey
McKinsey & Company
& Company
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Headwinds: Margin Pressures

1. Sicker patients : Hospitals are seeing higher acuity inpatient cases requiring longer lengths of stay (LOS) than prior to the
pandemic. While such cases are contributing to revenue increases, any gains are offset by higher care costs for treating
patients with more severe conditions.

2. Higher expenses : Expenses are rising across the board, as hospitals face increasing costs for labor, drugs, purchased
services, personal protective equipment, and other medical and safety supplies needed to care for higher acuity patients.

3. Adjustments in consumer demand across care settings : For example, hospital outpatient visits which tend to have lower
expenses and higher margin continue to grow but remain depressed compared to 2019 levels. Elective volumes have yet to
fully recover after plummeting with nationwide shutdowns and COVID mitigation efforts.

O Median hospital margins could be 11% below pre-pandemic levels O Higher acuity patients and lower share of outpatient revenues contribute to losses

Margin Change from Pre-Pandemic Baseline Percent of Hospitals with Negative Margins Annualized Income Loss from Pre-Pandemic Levels
(dollars in billions)
0% : 50%
-11% -10% -11% $0
47%
0% 40%
0% 5(20)
38%
0,
A 30% 35% 35% $(40)
-60% 20% $(60) $(54)
-80% 10% (50
-77%
$(100) $(92)
-100% 0%
Q1 Q2 Q3 Qa4 i o = ooy $(120)
@ Projections e Actuals e Projections essss Actuals With CARES Without CARES
Source: Kaufman, Hall & Associates, LLC Source: Kaufman, Hall & Associates, LLC Source: Kaufman, Hall & Associates, LLC

www.baldrigefoundation.org In Collaboration with; ABOUT Healthcare



http://www.baldrigefoundation.org/

Capacity & Staffing Constraints:

o Hospitals and health systems across the U.S. are struggling
with staffing challenges as workers call in sick and COVID-19
infections surge, and many facilities have had to temporarily
limit capacity.

o Without a resilient and sufficient health care workforce, being
able to operate as one system of care breaks down.

Care Setting Changes:

o There has been a surge in the use of virtual and behavior
healthcare services during the pandemic, a trend that is
expected to continue (see related graphs).

Evolving Digital Strategies:

o The pandemic accelerated the convergence of consumers
prioritizing convenience and access to care.

o Leadmng health systems now view digital trans formation as an
imperative to become more consumer-friendly while
simultaneously changing their operations, culture, and use of
technology.

o Atrusted clinician relationship remains paramount.

= Arecentsurvey of US Healthcare Consumers by Deloitte
found that “/f /s essential to provide the same personal
experience as during an in-person Visit.”
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Headwinds: Operating as One System of Care

Impact on virtual health’

Before the pandemic, virtual visits made up just over 1% of all Percentage of visits conducted virtually, by specialty:
medical and behavioral professional office visits that could be Social Works 54%
conducted virtually. Today, they make up nearly 25%. :
Psychiatry: 52.3%
Primary care and behavioral services were the largest 50.5%
specialties utilized virtually in 2020: g
> Over 1/5 of primary care was performed virtually Internal Medicine: 26.9%
> Nearly 2/3 of behavioral care was performed virtually 19.7%
Over half of Americans (58%) are comfortable with virtual Three-quarters see a future of health
consultations replacing in-person visits, especially if it care at home?

® Was more convenient (can remain at home/work): 47% believed that more care will be

delivered at home vs. in a typical
76‘y health care setting in the future,
(] with middle-aged adults among
those most likely to agree (81% of
those were aged 35-44)

B Decreased costs: 44%
m Allowed for free virtual follow-ups: 37%

B Allowed for long-distance care (if out of area/traveling): 35%

Impact on behavioral health?

There was a 27% increase in behavioral health outpatient care compared to pre-pandemic levels. 63% of all
behavioral patients were female (vs. 48% pre-COVID), with females seeking care at higher rates than males
across all age and ethnic groups. 45% of those seeking behavioral care were under 30.

> 18% under age 18 (18% more than pre-COVID)
> 27% ages 18-29 (33% more than pre-COVID)

44% of human resources decision makers and 27% of health plan leaders stated increased access
to mental health services will become a long-term solution for their organization.®

of Human Resources decision-makers of health plan decision makers had seen the value

(v voiced concern about employees (+ of mental health services increase more than mos

% iced bout empl ’ 2% | of mental health services i th :
mental health other services/benefits as a result of COVID-19
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Baldrige Reminder: To Stabilize Operations & Revenue...

VISUAL BALDRIGE: ORGANIZATIONAL HIERARCHY OF NEEDS Start from a Position of Balance and Alignment

A
7.4b Leadership & 1. Leadership: Providing a compelling shared vision, and encouraging
Strategy x ( x Aligning People With Purpose To . Governance Results: ersistent learnina:
Deployment % Achieve Exceptional Results = Strategy p g'
- Implementation Results
A

consumers in accommodating changing demands;

e=]

>
Categories 1 & 2 é 2. Strategy: Preparing for the future, including the goals, objectives, and
W o key initiatives to align people with purpose to achieve exceptional

Financial sm?:'::gﬁr \ Profitability | @ 73:::::;3:;: - results,

Pe!ffe;f,?f?"e o _ Equity 2 3. Customers: Listening to, satisfying, and engaging patients and other

s

O

EY

P

]
Customer Tap into ozed Inspire g | icusomar 4. Measurement, Analysis, and Knowledge Management (MAKM):
Value Dean Expectations Laity Focusediiestits 2 Determining how to secure and use reliable data and information to

IOAITMONN B ‘SISATYNY ‘ANIWIYNSVIWN

ONINYV3IT LN3ILSISH3Id B dIHS¥3IAV3T 3IAILO3443

Category 3 | 2 make effective organizational decisions;
wv
E— S Create High = 5. Workforce: Engaging all members of the workforce, to ensure roles and
Organizgiiil Productive Operations . o Produet® % responsibilities are clear and that they are empowered and supported in
2 Esz‘:t"'eﬁness e ki Products 0 the discharge of their duties to the benefit of the patient, consumer, and
ategor ' '
> _— | - organization:
> V m . . . . . . . .
m _ © 6. Operations. Designing, managing, improving, and innovating healthcare
z Enpagement e Porenance Y P e services and work processes to improve operational effec |
S _ deliver value to patients, other customers, and to achieve ongoing
organizational success.
Cat. 4 Cat. 1 Category 7
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Align People, Process, Technology

To achieve the desired results, leaders must optimize
the capability and performance of..

/ PEOPLE \

ENLIGHTENED

L EADERSHIP Q
n o

-

TECHNOLOGY PROCESS
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Begin with the End in View

Balance Inputs & Process to Drive Outcomes

Continuously
Improve

Technology Process S Metrics

that Matter

Optimize Flow

Stabilize

Performance Stages

k ) k ) k )
f | f
Inputs Process Outcomes
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Example: An Area of Improvement Opportunity

Integrated System of Care

How can you best load balance your supply and demand? Access & Orchestration across the Care Continuum
Call Center Transportation . Operational & Patient / . Care

: Predictive Ai Provider : Coordination
; Communication :

Enabling Capacity Discharge
and Throughput Coordination

Transfers

- SNFs

+ Assisted Living
- LTC

+ Home

Transportation

(Care access need) (Fulfillment)

BACKEND OPERATIONS @ f\)’

Identifying the Communication Enterprise Automating Discharge
Optimal Care & Collaboration Bed Visibility Workflows Planning
Setting

Are there access and orchestration best practices to consider?

PATIENT RETENTION AND/OR REPATRIATION
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What Results Should Be Targeted?
Mapped to 5§ Common Health System ROI Priorities

GOAL: Enable health systems to leverage a real-time health system (RTHS)
platform to achieve a friction-free experience for patients and providers.

1 2 3 4 5

$10,800 : $1,500 g -$1,000 : $1,424 : -$14,400
Average contribution : Revenue opportunity per : Average cost per - Rev opportunity : Average cost
margin bed turn (if OE ratio is < 1.0) avoidable day per Patient per readmission
: as % of MSPB

KEY LEVER

On-Call .. .
. EDD & Clinical Progression DC order Bed Post-Acute .
One-Call Provider . . . Avoidable
Daily MDR of Care to a timely to patient cleaned & Care ..
Access & Bed Readmissions

. Disposition and effective D/C out of bed available Coordination
Assigned

Enable a RTHS friction-free :
ID DI L R consumer experience o

Telemedicine & Hospital at Home

PATIENT RETENTION AND/OR REPATRIATION
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Case Study Reference

Avoid the Trap of Annualized Thinking

Leader Dialogue

E70: Driving Clarity & Focus: The 12-week Year

LeaderDialogue

ﬂBALDRIGE%%

FOUNDATION

Performance 4.0

/\ABOUT"

“Driving Clarity & Focus: The 12-week Year” with guests Dan Isacksen, Trinity's CFO,

and Brian Moran, author of the book “The 12 Week Year”.

Dr. Roger Spoelman of the Baldrige Foundation, and Ben Sawyer from ABOUT
Healthcare, facilitate a very insightful discussion regarding how the Loyola
University Health System team was able to achieve a $100 million turnaround by
applying the principles of the 12-week year in a robust team-oriented effort that
overcame the trap of annualized thinking and the many hurdles within a commonly
experienced people-process-technology operation in order to achieve breakthrough
results. The model is applicable to any strategy execution challenge an organization

faces.

www.baldrigefoundation.org

@Bean

N <

-0:00

GET MORE DONE IN 12 WEEKS
THAN OTHERS DO IN T2 MONTHS

BRIAN P. MORAN
MICHAEL LENNINGTON
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What's Next: Stabilizing Operations

Some Practical Takeaway Considerations:

1. Avoid the trap of annualized thinking

2. Fiscal stewardship: Be ready to function at Medicare
breakeven

3. Emphasize physician and employee engagement

4. Ensure a high quality and safe patient experience

www.baldrigefoundation.org
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Panelist Questions and Discussion

Darin Vercillo, MD

Co-Founder & Chief Medical Officer
ABOUT Healthcare

Ben Sawyer, MBA, PT, OCS, LBB
Industry Expert, ABOUT Healthcare

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

Al Faber

President and CEO
Baldrige Foundation
(Moderator)
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BALDRIGER) COME AND GET YOUR LEAN

FOUNDATIONZ/ TRAINING AND CERTIFICATION
INSTITUTE FOR PERFORMANCE EXCELLENCE WITH US! 100% ONLINE

Affordable, Practical, Self-Paced What People are Saying...
GROUP PURCHASES PRICING

Empower Your Team with Lean Six Sigma  Lean Six Sigma Standard
Are you looking to enroll your team/group ~ White Belt - $50

into one of our programs? If so, contact us ~ Yellow Belt - $99

to pay for all accounts at once. We will  GreenBelt - $157

then provide you with an activation link  Black Belt - $299

that your team can follow to begin the

"l appreciated the opportunity to take the Yellow Belt

program. Lean Six Sigma Healthcare Course online and at a pace that was appropriate for
White Belt - $50 me given my full-time work and family."
G LO BAL LY R ECOG N IZ E D Yellow Belt - $99 Melanda Powell :‘Trlle ;:ase stTdies hwith actual he.all’chcz;\rle::I examp!es
; . . elped me relate the content to real world scenarios
CERTIFICATION Green Belt- $157 wemorio Hospital an reath Care Center | | tha healthare profssionls face on a dail basis,

The tools were organized in a way that helped me
understand and build on my knowledge. | enjoyed the
content and believe the course will make me more
effective ..."

Invest in Education for Your Team.

Additional Programs
Earn a globally recognized certification Scrum Master - $299

that you can add to your resume and  pjyersity & Inclusion Yellow Belt - $99
attach to your LinkedIn profile. Project Management - $157

Data Analytics - $199

Todd Jordan PA-C, MBA
Director, Vascular Center of Excellence
CAMC Health Systems, Inc

The Baldrige Yellow Belt class is thought provoking,
educational, relevant to the healthcare setting and a

View Our Entire Course Catalog Here:

Roxanne M. Williams, MSN, RN, CHC, CPHQ

https://www.baldrigeinstitute.org/online-training Director of Corporate Quality, Associate & Patient

Safety at Blanchard Valley Health System
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