EVOLUTION CHANGE
ANAGEMENT

A journey and a new awareness in 2017




Intfroductions and lce Breaker
Change Management Challenge

» MARTY LASSITER. B.A., CRCE-I, AAHAM Florida Chapter President

» CLAIRE LESTER, B.A., CRCE-l, AAHAM Chapter Secretary and Education
Chair

» |CE BREAKER OPENING




HE BIG PICTURE ACROSS AMERICA
EALTHCARE RESHAPING THE FUTURE

Chart 2.9: Announced Hospital Mergers and Acquisitions, 1998 — 2015
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Source: Irving Levin Associates, Inc. (20168). The Health Care Services Acquisition Repaori, Twenty-Second Edition.
1 In 2004, the privatization of Select Medical Corp., an operator of long-term and acute-care hospitals, and divestiture of hospitals
by Tenet Healthcare Corporation helped to increase the number of hospitals affected.

2y Im 20086, the pnvatization of Hospital Corporation of America, Inc. affected 176 acute-care hospitals. The acquisition was the
largest health care transaction ever announced.
2 In 2013, consolidation of several investor-owned systems resulted in a large number of hospitals involved in acquisition activity.

Chart 2.10 in 2009 and earlier years’ Chartbooks

American Hospital
Association.




OUR RCM WORLD EVOLVES

» Our health system in the 1996 was Seven hospitals with 13,000 employees
came together as Community Health Alliances to form BayCare

» Why mergers of hospital systems became the new reality in the business
world. Solitary hospitals were losing ground and partnering up in
competitive markefts.

arge Payer Managed Care markets dictated payment structures to stand
alone hospitals, no clout to negotiate reasonable reimbursement.

Buying Powerl! Rising costs and lower prices needed to compete in the
consumer market; these are the biggest challenges faced by small
companies.

Quality care costs in particular can have a big impact on the bottom line.
Hospitals must have new technology and expanded services to compete.



BAYCARE HEALTH SYSTEM RECENT HISTORY

» Today BayCare is 15 hospitals, 3491 licensed beds, large home care division
and 32,000 strong in feam members and physicians. We more than doubled
in sizel. Recently we added 13 Urgent Care centers! Five more just
announced in January 2017.

Tremendous growth in the past two years. PFS converted 15 hospitals to a

ew computer system in 18 months; opened a new hospital, purchased @
hospital, and moved hundreds of employees to new offices and jobs. Moved
to ICD-10 coding and trained staff. Phenomenal change in environments
with lots of obstacles. BayCare is growing new business lines, expansion of
services, and new technology.

» | ook at the changes at your facility; then multiple it by other providers and
business lines! Our success shows in the expansion and continued growth.

» Growing pains yes, fast paced changes absolutely, twenty years of change
has reshaped all our organizations. We are not alone in reshaping our
hospitals /organizations. Look at the other health systems in Florida merging
to survive. Name some of the changes?

= How does it feel to be in an industry of change and fluxe



CHANGE MANAGEMENT THEORIES AND
HUMAN NATURE

» Unknown factors are a worry
» Changes to routines aren’t comfortable
» We are going to look at the ICEBERG THEORY

» Fvaluate how we see the differences

» The stages we go through culture transition

®» Think about management strategy and overcoming the negative aspects
of change-Drucker’s Theory




psychological contracts ‘iceberg’ model
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security
safety/care
training/dev
recognition
qualifications
workspace/equip
promotion/growth
responsibility
life-balancef/well-being
interest/variety/travel
flexibility/tolerance
statusfirespect
benefits/pension
control/influence
ownership/equity

Above the water level:
factors mostly visible
and agreed by both
sides.

Red arrow = iceberg rises
with success and maturity,
experience, etc., (Bringing
invisible perceived factors
into the visible agreed
contract.

Black arrows = influences
on the work and pay.

Blue arrows =
influences on
employee and
employer affecting
perceptions,
mostly invisible or
misunderstood by
the other side.
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psychological contracts ‘iceberg’ model

security
safety/care
training/dev
recognition
qualifications
workspace/equip
promotion/growth
responsibility
life-balance/well-being
interest/variety/travel
flexibility/tolerance
status/respect
benefits/pension
control/influence
ownership/equity

Analyzing The lceberg

Below the water
Factors mostly perceived differently
by both sides, hidden, or not

agreed.

Left Side- Examples-Employee inputs

informal, perceived, and unwritten
Right Side- Rewards Employer

Do we see things in the same way?
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What really happens.



http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjfm967yPvPAhVD7CYKHZIsA0wQjRwIBw&url=http://blog.myfatpocket.com/alethea/category/uncategorized/page/5/&bvm=bv.136811127,d.eWE&psig=AFQjCNEVYRSGumZ-CL3TpNhDvgD8G7YaOw&ust=1477677667925025

LEADERSHIP

» Psychological Contract

ee Trust and openness
towdrds employer

ployee awareness of the facts

Objectivity in judging the contract
Building a case for change

Challenge of change-rational
analyfical, problem side of the
brain.

What happened the imposed
timelines were met?¢

ERSHIP TRANSPARENCY TWOQO SIDES

EMPLOYEE

» Psychological Contract

» Emotional case for change why,
when, what, need for change.

» Align rational and emotional
elements

» A new readlity understand the
emotional case-commit to
change

» |f we resist enough it will go away

» What's in it for me/how does it
impact me-feelings



CHANGE MANAGEMENT MOVING INTO
A NEW ENVIRONMENT

CULTURE TRANSITION WHERE ARE WE?
The fact I s that most change i nitiatives are done
or “ by leaddrshpuwshmehavior change from the top and expect it to cascade through the

formal structure. The informal culture left to instinct and chance will likely dig in its heels and

resist or even hijack the change.

“The/ |l ast words in a business of erday ..We neve

by the behaviours'
of leaders

Evidentin the S
behaviours of
individuals and \
groups [ ‘Organizational f
\ Culture .

by members of an

basis rs.
orga nization

Visible in the $ ;
‘way that work gets Shared beliefs, values
done’ on a day-to-day and assumptions held §

e g

Culture
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THE ROAD MAP SO FAR

THE JOURNEY WHAT DO WE DO
MOVING FORWARD?

RESISTANCE- WHY PEOPLE?

OUR PERSONAL PERCEPTION

» People don't like change- proven fact-
put something away in the wrong place...

» Change willresult in loss of something
» People had no say in the decision

» Change was a surprise

» The change will fail not our way

» Can't see the benefit for themselves

» Believe there is a lack of commitment
from others

» We are not change agents...
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EMPATHY PROCESS UNDERSTAND
RATIONALIZE CHANGE IN OUR ROLES

Sensible Discussions New Reality

» |[isten and understand without -
judgment

» Change acceptance and
rational approach

» Trgnsition Period adjusting to
ngw roles and big changes -

Emotional case for change needed
to accept tfransformation

Commit to change and work
through it

The best set of tools to get there

Perseverance and consistency in our
new roles

The right mindset where is my future
Best set of tools for your career

Yield positive outcomes



Hospitals and Care Systems of the @f—
Future- a Shift from the Traditional | s

Pawrment rewwards populatior
walue: guality and efficiency

COuality impacts reimbursement
Partnerships with shared risk

Increased patient sewverity

IT utilization essaential for
volume-Ba d First Curve populatricon health manage mant

Scale increases in imMmportance
Fee-for-service reimbursement -‘1?"'

Realigned incentives,
e encouraged coordinatiomn
MNo shared financial risk

Acute impatient hospital focus

IT i imwvestrment i incentives Not seen
by hos pital

Stand-alone care systems can
thiriwve

Regulatory actions impedes
hospital-physician collaboration

Hosgibals and Care Systems of the Future--
page 9.




% MACRA 101

VIDEO SERIES

Preparing for the New Physician
Quality Payment Program

To educate hospitals, clinicians and
trustees, the AHA offers the MACRA 101
video series. The first series provides a
high-level policy perspective on the new
payment program, while the second series
features physician leaders discussing
education strategies to consider. The
MACRA Minutes videos offer the same key
information in small, digestible nuggets.

hitp://www.aha.org/advocacy-

Issues/physician/macra-video-series.shtml




New Physicians Entering

Business

» Becker's Hospital Review 2/24/16- An
overwhelming maijority of physicians
choose employment over private
practice out of necessity, according to
The Medicus Firm.

ta shows in 2015 that 92.07 % of
phygicians were placed as employees.

t under 8 percent of physicians were
aced in private practice, according
o the report.

Among private practice placements,
more physicians — 6.17 percent —
opted for a net income guarantee,
and 1.76 percent opted for gross
[ncome guarantee.

External Factors Changing Physician
Practices and Make-up - Our Ice Flow

Why is it better to be an
employee versus employer

» |ncome security/start-up costs in sole
practices.

» Government and large payers dictate
reimbursement schemes.

» Dealing with finance issues is difficult

» (Overhead expenses and personnel
employment- major purchasing power.

» New payment reimbursement models ACO's,
quality models

» Work Life Balance as an employee
= Moving into a clinically integrated model.

» Population health management ACO
mentality



Manage Change Resistance
Restarting the Percepftion with Theory

Our New Image

» Committing fo change and working

through the rough spofs.

=» How do we cope reimaging

ourselves; establishing personal goals

and career plans

» Where do we go from here?

YCHINIE = JVIETALE,

= 5 7 CHVCE.”

DRUCKER Theory

Put People before Profits

To Survive and Succeed, every
organization will have to turn itself
into a change agent

The most effective way to
manage change is to create it.

Change should be implemented
with consistency and
implemented smoothly.

Peter Drucker, was the Father of
American Management

In the past two years did we have
a choice in the change transition
pathe
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The Three “C’s” in LIFE...

Zig Zigler Quotes:

» Choice, Chance, Change
» You must make the Choice
» To take the Chance

» If you want anything in life
to Change

Zig Says:

» Change is hard at first,

» Messy in the middle,

» And beautiful at the end.




How the World looks upside down

How the world looks What Next Breakout
upside Session

i you change the way you look at =» What questions do you have?
thinga the things you look at change.

2 ; . = What changes do you think RCM Teams
iy Vo | could make to help you and
1 | communicate with you?

: ‘ y =» What can we offer for the future
\ - "._ /

= Goals help us formulate our life plan

» Successful people try to plan for
improvements

=» Personal Goal Plans
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Perform more Ice Breaker Exercises

Exercises
ICEBREAKER Rubber balls

Going forward we will have a
pefception of healthcare
volution

Being Successful takes effort and
changes

What can we do to help with
processes and new rolese

What can we do together?

Parking Lot Notes

Suggestions for improvements
Leadership

Suggestions for improvements
Team Members

Communications Improvements
Training needs

Team Activities

Take backs to Management
Career Counseling

Follow-up Plans



Future Communications Model

How do we keep everyone informed?¢ No surprises and lots of updates

How to we communicate needed changes? Newsletter, e-mail
updates, video messages, and tfraining sessions or team meetings.

at’'s coming in the future with health systemse Understand the
mpact of the new payment models

Keep up with education and experts in our field.
AAHAM will keep you informed
Use our resources to empower your team members

Knowledge is key to success in any business



Determining my future- My Personal Goal Sheet

Name Date

Today | am making a plan for myself and a vision of where | want to be in five years. These goals
can be personal or professional career goals. | am limited by my own vision. Call it your bucket list,
my vision, or goals. Writing it down makes it real and concrete:

1)

2)

3)
4)

This is for your use, if education or advanced learning is in your plan look to BayCare there are benefits
available. BayCare Tuition Department/Education can help you explore options.

Remember to review and update your list. Experts say we should review our lists periodically and have a
five year plan. If you envision change you will make steps to make it happen. If you accomplish one goal
add another. This is tAegqgaolurpnreoyp eornllyy 3iedeler icsa nh amafkvea y “r

http://www.lifesuccessquotes.com/31-zig-ziglar-quotes-that-will-help-you-set-achieve-your-goals/




SPEAKER CONTACT INFO
Stakeholder Model

How we support one another and
» Marty Lassiter our shared future.

marty.lassiter@baycare.org
/27-281-9182

- ?Aes’rer
clairg .lester@baycare.org

customers

N

‘government employees
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