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“Prosperity is a great teacher; adversity a greater.”

– William Hazlitt (English writer, 1778-1830)



Your Presenter Today

• Recognized innovator and thought leader in the areas of business performance improvement, 

Ron Wince
President & CEO
Guidon Performance Solutions

• Recognized innovator and thought leader in the areas of business performance improvement, 
cultural transformation, strategy development & deployment, and leadership development.

• Co-founder of Guidon Performance Solutions – the pioneer in applying LeanSigma® in non-
industrial and non-traditional companies.

• Client experience in healthcare, financial services and insurance, retail, public sector and other 
non-manufacturing organizations.

• Cited for his opinions and ideas, regularly appearing in prominent media outlets such as Fortune, 
Forbes, Patient Safety and Quality, and Healthcare Executive.  He has also has appeared as an 
expert commentator on the FOX Business Network.

• B.S. Engineering, U.S. Naval Academy in Annapolis, MD.
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My Aim For This Session

To give you some new thoughts and 
ideas, and bring practical experience, 
on how you might tackle your most on how you might tackle your most 
critical issues
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Hospitals Are Facing a Tsunami

• The Impact of Healthcare 
Reform

• Changes in Patient 
Demographics

• HIT Impact

• Physician and Nurse • Physician and Nurse 
Staffing Challenges

• Patient Safety, Quality & 
Associated Transparency

5

The sky is not falling – it is all about how we adap t to these 
changes
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But in these challenging times…there is even greater  opportunity if 
it is approached correctly…



Changing Demographics Might Present the 
Best Combination of Threats & Opportunities 
for Hospitals
• A Baby Boomer turns 50 every 7.5 

seconds
• People turning 50 today have half of their 

adult lives ahead of them
• Since 1900, the percentage of Americans 

age 65+ has more than tripled
• By 2030 older Americans will comprise 

20% of the U.S. population, representing 20% of the U.S. population, representing 
one in every 5 Americans

• Baby Boomer Attitudes – Entitlement
– Can do
– Skeptical of Authority
– Computer Literate

• Baby Boomers have changed the face of 
U.S. society since they were in diapers 
and will continue to do so as they age

• Baby Boomers are a generation that is 
demanding-they want what they want 
and they want it now
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The Convergence of Four Key Factors 
Drives How Boomers Will Impact U.S. 
Health Care:

• There are significantly more of them and, as they age, 
they will require more health care services than any 
other generation of Americans.

• The prevalence of chronic diseases is increasing • The prevalence of chronic diseases is increasing 
among Boomers.

• They have different needs, expectations and financial 
resources than past generations.

• More medical services and technologies are available 
to them than ever before.
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There Are More of Them
Percentage of Population Over Age 65
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Chronic Conditions Will Skyrocket
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By 2030:
• The over 65 population will nearly double as a result of the aging Boomers.
• More than six of every 10 Boomers will be managing more than one chronic condition.
• More than one out of every three Boomers – over 21 million – will be considered obese.
• One of every four Boomers – 14 million – will be living with diabetes.
• Nearly one out of every two Boomers – more than 26 million – will be living with arthritis.
• Eight times more knee replacements will be performed than today.

“When I’m 64: How Boomers Will Change Health 
Care ”, American Hospital Association, May 
2007



But These Aren’t Your Father’s 
Retirees
• Boomers remain active longer –

they seek services that emphasize 
mobility and independence

• Most boomers have participated in 
providing care for a loved one and 
are more educated than ever

• Aging Boomers have higher 
expectations of service and demand expectations of service and demand 
more innovative, personalized 
health care programs that cater to 
their individual needs & wants

• Boomer population that’s more 
ethnically and racially diverse will 
require delivery systems and 
caregivers that are sensitive to 
differences and how those 
differences impact care
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“When I’m 64: How Boomers Will Change Health Care ”, 
American Hospital Association, May 2007



But They Represent the Greatest 
Opportunity As Well
• Boomers currently possess three-

quarters of the nation’s personal 
financial assets and an estimated 
$1 trillion in annual disposable 
income.

• Account for over 50% of 
Discretionary Spending.

• They buy 77% of all Prescriptions 
and 61% of OTC medications.

• In the future baby boomers will 
spend 80% of their life time health 
care expenditures after age 40. 
This amounts to $428,215 of 
which 44% will go to hospitals and 
23% to physicians.
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Source:  The McKinsey Quarterly, Nov/Dec 2007; Serving the 
Aging Baby Boomers; McKinsey Global Institute



Technology and Innovation Now 
Provide
More options for care 
than at any time in the 
past…
• New Technologies
• New Drugs
• Managed Care/Benefits 

…but their life cycle is 
shorter.

• Open heart surgery – 25-30 yrs
• Angioplasty – 10-15 yrs
• Bare metal stent – 7-10 yrs• Managed Care/Benefits 

Management
• Convenience Care
• Less are non-invasive 

procedures

• Bare metal stent – 7-10 yrs
• Drug-eluting stent – 3-6 mos
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The Aging Services Field is Still 
Evolving & Growing

Spectrum of Services
Want Driven Need Driven

Preventative HospitalLong Term Care

Active Adult 
Communities Continuing Care Retirement Communities/Multi-Level Campus
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Community
Based 

Services

Wellness 
Programs

Senior 
Membership

Geriatric 
Assessment

Case/Disease
Management

Health
& Wellness

Centers

Independent
Living

Intentional
Community

Personal
Care Assistance

Assisted
Living

Telehealth
& Home 

Technologies

Day Care

Medical        Social

Dementia
Assisted 

Living

Home Health

Skilled        LTC

Respite 
Care

Board & Care
Intermediate Care

Palliative 
Care

Skilled 
Nursing Care

Hospice

Outpatient
Therapies

Subacute
Rehab

Diagnostic 
& Treatment

Center

Long Term Acute
Hospitalization

Acute 
Hospitalization

Source: Greystone Communities Continuum of Care Chart adapted by LarsonAllen LLP



The Roadmap for Hospitals in the 
Future
• Manage the organization 

in Dog Years
• HOW will matter as much 

as WHAT
• Understand the Delivery 

of Care through the Eyes of Care through the Eyes 
of the Patient

• People Linchpin 
Everything
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If you don’t know where you are going…
Any road will take you there



Manage the Organization 
in Dog Years



Manage Your Organization in Dog 
Years

Increased patient 
expectations for quality, cost 
and responsiveness

Time: Today’s Most Powerful Advantage

“Today, it’s all about speed. Time-
obsessed management may well be 
the primary battlefield in the pursuit 

of global competitiveness in the 
next ten years.”

– Tom Peters
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Time-Based Strategy
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The key is to reduce processes and effort to “core v alue”



What is Core Value?

Value is always defined from the customer’s perspec tive.

Value-Adding Activities

Transform products or information into 
products and services the customer wants
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Non-Value-Adding Activities/Waste

Consume resources, but don't directly 
contribute value to the customer

Speed is achieved by identifying and eliminating wa ste – in 
processes, innovation and decision making.



Core Value
Value-Adding Activities
• The right care, at the right time, at the 

right costs

Non-Value-Adding Activities
• Consume resources, but don't directly 

contribute to providing care
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Speed is achieved by identifying and eliminating wa ste – in 
processes, innovation and decision making.



Results of Time-Based Strategy

Quality Improvement 60% - 80%

Productivity 
Improvements

50%+

In process reduction 50%-90%

Development time 
reduction

50%-75%
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Source: Professor Goran  Persson, 
Norwegian School of Management

reduction

Companies with end-to-end cycle time advantages of 25% - 50% over their 
competition in business processes
• Leverage time advantage to achieve growth 3X – 5X industry average
• Attract the most profitable customers and enjoy price premiums of 20% or more than 

their industry average



Focus on Speed
• New Services
• Clinical and Business 

Processes
• Technology 

Development and 
DeploymentDeployment

• End-to-End Value 
Stream
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HOW will matter as much as WHAT



“…Clearly we're going to see more patients and so I think one of the important
things for the country so we don't have health care costs go wild across the
country is we need to become more efficient. And in order to do that, we need to
measure quality , as well as measuring costs, so we get maximum value for
our health care dollar. We also have got to be very concerned about our
efficiency and driving down costs and we need to have hospitals collaborateefficiency and driving down costs and we need to have hospitals collaborate
with hospitals , so you come together as a system, so you don't repeat
technology and back office sorts of things. We need to have doctors coordinate
with hospitals to drive the efficiency of the hospitals…”

��

Dr. Toby Cosgrove, CEO of the Cleveland Clinic
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How Matters More Than What
• Processes are the 

“HOW”
– Strategic Planning and 

Deployment
– Clinical Operations
– Talent Development 
– Innovation – Innovation 
– Technology Deployment

• Healthcare changes 
rapidly today –processes 
are the key to adaptation 
and execution and agility
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Understand the Delivery of Care 
through the Eyes of the Patient
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Value Stream Transformation
Patient view of a 

value stream

End-to-End Care Delivery
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Align our view with the patient’s – break down functional barriers

Internal functional 
view of a value 

stream



Seeing Through the Patient Eyes 

… A single patient service – “Value Stream”

Stage 1

D/O entry

Stage 2

Notify family 
&

Stage 3

Paper work &
post-discharge

Stage 4

Patient 
check out

Stage 5

Cleaning 
room

Stage 6

Room 
available
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Stage 1

D/O entry

Stage 2

Notify family 
&

Stage 3

Paper work &
post-discharge

Stage 4

Patient 
check out

Stage 5

Cleaning 
room

Stage 6

Room 
available
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Snapshot – Segment of Patient Discharge Process Flow
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arrange transp. procedures

Lead Time             
= 397 min  

Value-Added 
Time = 58 min

134 min 24 min 98 min 99 min 42 min

8 min 15 min 10 min 5 min 20 min

arrange transp. procedures

Lead Time             
= 397 min  

Value-Added 
Time = 58 min

134 min 24 min 98 min 99 min 42 min

8 min 15 min 10 min 5 min 20 min

Lead Time
= 397 min.
Value – Add
= 58 min.



Holistic Improvement in Patient End 
to End Care 

Step 4
-

Step 5 Step 6 Step 7 Step 8. Step 3
Outpatient 

Visit

Step 2

Prep to 
Gather 
Data

Gather
Data

Test 

Go 
Home

DischargeAdmit

50%

30-55%

Patient

Patient 
Coordinator

Scheduling

30-55%
Decrease Go 

Home
tests

Triage & 
bypass EMU

Prioritize those 
ready for 
surgery

Decrease Prep 
to Gather Data Abbreviated 

Neuropsych 

Increase time 
for patient 

mgmt

Increase 
available 

resources to do 2 
Grids per week
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150 min

3 months

6 days

2 months 1 month

2 days 25 mins 3 hrs

15 days

5 hrs 2.5 days 11.5 days

7 months

Value Add

Lead Time

C/T = 25 min

Location

Tues – 2.5h * 
50 weeks

13 people
~1 month

C/T=2 hr tests

C/T=1 hr MD

Tests
Consult

178 consults/
yr *

15 days 2 rooms

C/T=4-6 hr

Location

Avail Time –
M, W, (½)Th * 

10h * 2* 45 
weeks

39 Grids*
125
Services *

Location

C/T= 2.5 days

6 weeks
6 months

1 year
2 year
3 year

C/T = 2 days

Location

Clinical
Treat

Dr. Y

27 people
~ 2 months

(Support 
constraint)

1100 / yr

C/T=90 
min

Dr. Appt C/T = 
60 min

Avail Time = 
8-4:30, M-F

10 techs

130 people
~3 months

37 new 
patients
~ 4 days

10 Rooms

Non-Invasive 395

Invasive 39

NI C/T=5.5 d

IN C/T=13.5 d

Location

Avail Time
50 weeks * 7d* 24h 50%

Other 
Treatment

Other 
Treatment

45-70%

174 cases / yr

* = Adult Only?Support  
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Understanding the End-to-End Process
• “Become the ball”
• Follow the ball from the 

end of the process to the 
beginning

• Understand each step 
from the customer’s 
perspective perspective 

• Quantify the time 
consumed as the ball 
moves from touch point to 
touch point

Make opportunities visible from the patient’s persp ective
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People Linchpin Everything



“Most of … initiatives – installing new technology, 
downsizing, restructuring, or trying to change 
corporate culture – have had low success rates. 
The brutal fact is that about 70% of all change 
initiatives fail.”

The Execution Gap

initiatives fail.”
Michael Beer and Nitin Nohria, “Cracking the Code of 
Change,” Harvard Business Review, May-June 2000
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Why Organizations Fail to Implement 
Their Strategies?
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Only 5% of the work force 
understand the strategy
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Only 25% of managers have 
incentives linked to strategy

85% of executive teams spend 
less than one hour/month 

discussing strategy

92% of companies do not 
report on the right indicators

60% of organizations don’t link 
resources/budgets to strategy



Engaging Those Who Know It Best

Your most 
powerful 

competitive 
advantages are 
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advantages are 
where the work 

gets done

“The secret is in the dirt.”
– Ben Hogan



Building Blocks to Engagement

Create a sense of urgency

Change the focus

Develop leaders

Communicate openly and often

Focus on your customers

Encourage and sustain innovation

Align through shared accountability 
– vertically and horizontally

Allocate resources to ensure 
success

Promote continuous improvement

Maintain discipline and focus
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• Abbott recruited entrepreneurial leaders and gave 
them the freedom to determine the best path to 
achieving their objectives.

• On the other hand, individuals had to commit fully to 

From: Good to Great by Jim Collins
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• On the other hand, individuals had to commit fully to 
the Abbott system and were held rigorously 
accountable for their objectives.

• They had freedom, but freedom within a framework. 



Key Take-Aways
• Dog Years

– Powerful competitive force
– Often difficult to duplicate

• Focus on Processes
– Reduce and eliminate waste
– Focus on value-adding processes
– Move from push to pull

• Through the Eyes of the Patient• Through the Eyes of the Patient
– Be the Ball
– Collaboration Upstream & 

Downstream
• People are the linchpin

– Engagement and participation
– Leadership
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Lawn Chair Larry

"If you think you can, 
or think you can't, 
you're right."
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“Lawn Chair” Larry Walker, 1982

you're right."
– Henry Ford



Questions?
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Ron Wince, President & CEO

Thank You
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Guidon Performance Solutions
866-986-4414 or 480-986-4414

contact@guidonps.com
www.GuidonPS.com


