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The Foundation for the Malcolm 
Baldrige       

National Quality Award

“The award that bears his name reflects the virtues that he brought to public service and how he lived in his 
private life, a commitment to excellence, shrewd judgment and sound judgment, principled leadership, 
integrity, and a sense of responsibility.”

George W. Bush
President of the United States
March 7, 2002
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Opening Remarks/Agenda

Introduction Al Faber, President & CEO, Baldrige Foundation

Guest Presenters Chuck Stokes, Founding Partner at Relia Healthcare Advisors
Rulon Stacy, Director, Graduate Programs in Healthcare, University of Colorado 
Benjamin Anderson, VP, Rural Health and Hospitals, Colorado Hospital Association
Jayne Pope, CEO, Hill Country Memorial – MBNQA Recipient

Questions Moderator

Baldrige Performance Excellence Bob Fangmeyer, Director, Baldrige Program, NIST
Program Update

Alliance for Performance Brian Lassiter, Chair, Alliance for Performance Excellence Board of Directors
Excellence Update

Closing Remarks Al Faber

http://www.baldrigefoundation.org/
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Understanding and Prioritizing the Community's Healthcare Needs Post COVID 19

 Community Needs Assessment
 Identify the deficits
 How can technology help
 Reprioritizing capital needs

Rethinking Partnerships

 Do we need a partner?
 What type of partnership do we need?

( JV, Joint Operating Agreement, Merger, OWA ( other weird arrangement)
 How does the new partnership help you better serve the community?
 How do you find the right partner?

Reimagining your workforce

 Recruitment/Retention
 Cross Training
 Job sharing between hospitals or public health service resources within the community
 What are the new roles that may be envisioned  post COVID 19?

Chuck Stokes, Former 
President and CEO of 
Memorial Hermann Health 
System (2016 MBNQA 
Recipient), President of 
North Mississippi Medical 
Center (2006 MBNQA 
Recipient), & Chairman of 
the ACHE Board of 
Governors.

http://www.baldrigefoundation.org/
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Director of Graduate 
Programs in Health 
Administration, 
University of Colorado, 
Partner, Guidehouse
Consulting, Former 
ACHE Chairman, 2009 
MBNQA Recipient.

Post COVID Planning1

Maximize Revenue
 Disaster Funding through FEMA, you may be too late2

 Explore alternative revenue through digital health
• Telemedicine visits
• Digital front door strategies
• Reduction of operating costs

 Delivery process will never be the same.  How are you using NPs & 
PAs? 

Assume NO investment Revenue.  Non-operating income cushion is gone

Size Does Not Matter, Discipline Matters

 Is now the time for M&A?  Perhaps.  But only if increased discipline
 Provider productivity under more scrutiny than ever
 Us this time to evaluate rationalization of care

Process Thinking – Performance Excellence

 Criteria of the Malcolm Baldrige National Quality Award

1. From “Even deep in Covid-19 crisis, start planning now for what follows”, Modern Healthcare OPED, April 4, 2020 by Rulon F. 
Stacey, Ph.D., FACHE & Jiban Khuntia, Ph.D.

2. See tips on reopening from CMS at https://www.cms.gov/files/document/covid-flexibility-reopen-essential-non-covid-services.pdf

http://www.baldrigefoundation.org/
https://www.cms.gov/files/document/covid-flexibility-reopen-essential-non-covid-services.pdf


Leadership Lessons from COVID-19

Benjamin Anderson, MBA, MHCDS
Vice President, Rural Health and Hospitals

Colorado Hospital Association



CHA Mission
Support members through collaborative commitment to advance the health 
of their communities through affordable, accessible, high-quality health care

Rural Health Vision
Value-driven systems, increased capacity, and innovative payment structures 
that optimize health and strengthen rural communities

Leverage Data to Inform 
System Development 

and Interventions

Increase Leadership and 
Workforce Capacity

Improve Access to 
Excellent and Holistic Care

Strengthen Partnerships and 
Collaborations

Rural Strategic Plan Summary
2020-2022

Governance Capacity
• Access to case-based learning
• Trustee Recognition and 

Accountability Program
Administrative Leadership Capacity
• Academic partnerships
• Two-year Rural leadership fellowship
• Certification-based training
• Access to case-based learning
Clinical/Technical Workforce Capacity
• Access to rural Baldrige framework

• Develop outmigration and financial 
dashboards for rural hospitals

• Analyze and report on care migration 
and community health needs

• Develop baseline capacity dataset for 
rural organizations and communities

• Partner with academic institutions to 
conduct community health 
engagement surveys in four rural 
Colorado communities

• Introduce annual education program 
that prepares rural organizations and 
communities to recruit and retain 
high-quality primary care providers

• Initiate annual “fly-in” recruitment 
weekends to recruit clusters of 
primary care providers

• Develop statewide “air transportation 
highway” to increase access to 
specialty care for rural Coloradans

• Design private insurance framework 
to encourage value-based insurance 
design 

• Collaborate with stakeholders to 
decrease redundancy and improve 
value

• Lead annual innovation trips to 
encourage collaboration and strategic 
alliances and foster innovation in 
healthcare delivery transformation



COVID-19 in Colorado
What could have been



STAFF SUPPLIES SPACE SPENDING

• Existing staff: 96,000
• Extenders/new staff
• Retired/volunteers
• Keeping workforce well 

• Childcare
• Mental health

• PPE = People
• Ventilators: 1,600
• Medications
• General Supplies 

• Licensed beds: 12,500
• ICU Beds: 1800+
• Other health facilities
• Converted hotels, etc

• Decreased revenue 
(elective procedures): 
$1.4 billion loss ($250 
million rural loss)

• Increased expenses
• Market, economic, 

political uncertainty

Gov Request 4/2: 
• 10,000 vents and meds
• 4.5m surgical masks
• 4.3m pairs of gloves
• 2m N95 masks
• 880k face shilds
• 720k gowns

Staffing plans in 
development

State EOC Goals: 
• Improve hospital 

throughput
• 5,000 ICU beds
• 2,000 sub-acute beds
• 10,000 non-acute beds

Federal Supports: 
• $100b provider funds
• 6.2% FMAP increase





Leadership Lessons from COVID-19

How do we align priorities?
As leaders, we must each serve as a steady, guiding north star.

Why did it take a crisis to get there?  
COVID-19 highlighted and exploited the hairline fractures in our system.

Where are the solutions? 
As leaders, we must listen to the people most affected.

Is collaboration required or simply a best-practice?  
People die if we don’t work together.
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Community 
Support

• Community Support Hotline
• Drive-through Testing
• Virtual Stakeholder Town Halls
• Philanthropic support

Resilient 
Workplaces

• Mental Health Support
• No furlough policy
• Flexible work arrangements
• Daily communication with team

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

Panelist Questions

Al Faber
CEO, Baldrige Foundation

(Moderator)

Jayne Pope, RN, MBA, FACHE
Chief Executive Officer
Hill Country Memorial

Chuck Stokes
Founding Partner
Relia Healthcare Advisors

Benjamin Anderson, MBA, MHCDS
Vice President, Rural Health and Hospitals

Colorado Hospital Association

http://www.baldrigefoundation.org/
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Baldrige Program Update

Bob Fangmeyer
Director

Baldridge Performance Excellence Program

http://www.baldrigefoundation.org/


Quarterly Webinar June 2020

www.baldrigefoundation.org

Baldrige Performance Excellence Program

2020 YTD
• Quest for Excellence and Award 

Ceremony
• Examiner training
• Award Process
• Fellows Program
• Framework revision inputs
• Workforce Development Award 

(PAWPA)

Now through 2021
• Decisions about site visits, 

Judges and Overseers meetings,  
Quest, Ceremony, Examiner 
training

• First PAWPA awards
• Release of revised Framework
• Award Process Redesign 

implementation

http://www.baldrigefoundation.org/
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Brian Lassiter
Chair

Alliance for Performance Excellence

Alliance for Performance Excellence Update

http://www.baldrigefoundation.org/
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Alliance Update:
• Baldrige Fall Conference October 21-22 

in Milwaukee (& online) –
baldrigeconference.org

• Adapting to current circumstances: 
increasing number of online events, 
virtual site visits

• Find a program near you:
http://baldrigealliance.org/programs

http://www.baldrigefoundation.org/
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Affordable, Practical, Self-Paced What People are Saying…

http://www.baldrigefoundation.org/
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Baldrige – America’s Best Investment

A Special Thanks to Our Donors & Sponsors!

The Baldrige Family
Midge, Molly, & 

Megan

Mac Baldrige Society
Institute Trustees

http://www.baldrigefoundation.org/
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