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SHS Mission & Vision 
Mission: Improve lives through better healthcare delivery

Vision
Create a culture of continuous improvement within healthcare organizations.

Actions we will take to create this culture include:

Cultivate a community of healthcare improvement professionals that is 
passionate about making a difference

Foster innovative problem solving through systems thinking 

Develop healthcare leaders, professionals, clinicians, and students

Influence leaders and decision makers on the future design of healthcare

Dean
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SHS Communities of Practice
To connect process improvement individuals working in the healthcare industry

Academic Student

ClinicalEducation
Young 

Professionals 

Experienced 
Professionals
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ά/ƘŀƴƎŜ ƳŀƴŀƎŜƳŜƴǘ ƛǎ ŘŜŦƛƴŜŘ ŀǎ ǘƘŜ ƳŜǘƘƻŘǎ ŀƴŘ 
manners in which a company describes and 

implements change within both its internal and 
external processes. This includes preparing and 

supporting employees, establishing the necessary 
steps for change, and monitoring pre- and post-

change activities to ensure successful 
ƛƳǇƭŜƳŜƴǘŀǘƛƻƴΦέ

- American Society for Quality (ASQ)[1]
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What new and existing challenges come to mind when you 
think of Change Management?

Submit your responses in the question section!
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Multi -Site Adoption

COVID-19

Process Sustainability

Value Realization

Employee Retention

Adequate Training

Cultural Resistance

Change Fatigue

Executive Sponsorship

Employee Resistance

Cross-Functional Team AdoptionCommunication Issues

Employee SatisfactionImplementing New Technology

Outcome Reporting & Analytics

Delayed QA Approvals
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WHAT IS CHANGE MANAGEMENT?

Change management in its simplest form is managing the people side of change. More broadly, it can be defined as the methods and manners in 
which a company describes and implements change within both its internal and external processes. This includes preparing and supporting 

employees, establishing the necessary steps for change, and monitoring pre-and post-change activities to ensure successful implementation. [3]

Significant organizational change can be 

challenging. It often requires many levels of 

cooperation and may involve different 

independent entities within an organization. 

UNDERSTANDING CHANGE

Developing a structured approach to change is 

critical to help ensure a beneficial transition while 

mitigating disruption. òIf you fail to plan, youõre 

planning to fail.ó ðBenjamin Franklin

PLANNING CHANGE

1. Define the change

2. Select the CM Team

3. Identify sponsorship

4. Develop plan for 

implementation (including 

metrics)

5. Implement change

6. Collect and analyze data

7. Quantify gaps and 

understand resistance

8. Modify the plan as needed 

and loop back to the 

implementation step

IMPLEMENTING CHANGE [3]

We must know what resistance looks like 

and how to equip leadership to manage 

resistance within their respective groups 

and teams. òCulture eats strategy for 

breakfast.ó ðPeter Drucker 

MANAGING RESISTANCE TO CHANGE [4]
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UNDERSTANDING
CHANGE IMPLEMENTING

CHANGE

PLANNING
CHANGE

MANAGING RESISTANCE
TO CHANGE
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INDUSTRY DATA ON THE VALUE OF CHANGE MANAGEMENT

16%

46%

77%

96%

Poor Fair Good Excellent

14%
17%

20%
17%

32%

Inability to cope with
technology

Improperly defined
objectives

Lack of effective
communication

Unfamiliar scope Poor project
management skills

REASONS WHY ORGANIZATIONAL CHANGES FAIL[6]

40%

% of front -line managers that 

understand why organizational 

change is happening

29%

% of employees say that poor 

internal communication is why 

projects fail

62%

% of employees that donõt 

like leaving their comfort 

zone

60%

% of transformation 

efforts that are 

unsuccessful

6X increase in likelihood of 

meeting objectives with 

excellent change management

Change Management Effectiveness

CHANGE MANAGEMENT CORRELATES 
DIRECTLY WITH PROJECT SUCCESS[5]

BY THE NUMBERS[6]
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Well coordinated change must align all components of the organization to a common 
strategic vision, which lessens business disruption and enables higher performance 
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Short-term Long-term

Low

High

Current State

Desired Future State
Change is introduced

Building 
Proficiency

Building 
Competency

Transition

Change Management Opportunity Curve

PROCESSES

STRUCTURE

COMPETENCIES

TECHNOLOGY

CULTURE

GOVERNANCE 

STRATEGIC VISION

/ƻƴǎƛŘŜǊ ǘƘŜ ŎƻƳǇƻƴŜƴǘǎΧ

How does the desired future state 
support each part of the organization?
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The Prosciroadmap for change management has been well defined with multiple phases to 
ensure proper planning, sustainability, and stakeholder support[2]
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Å Project Management Plan

Å Project Charter

Å Define CM Team

Å Size & scope of change

Å Competitive change initiatives

Å Stakeholder Analysis

PHASE 1: 
PREPARING FOR CHANGE

PHASE 2: 
MANAGING THE CHANGE

In
p

u
ts

S
te

p
s

Å Define the Change Management Strategy

Å Develop Sponsorship Model (e.g.Role Matrix 
w/ specific tactics for delivery)

Å Green marketing is a practice whereby 
companies seek to go.

Å Integrate into project work plan

Å Take actionand implement plans

Å Collect/analyze feedback on adoption & 
compliance w/ new workflows & process

Å Diagnose gaps and manage resistance

Å Celebrate success

Å Output from Preparing for Change

Å Training Plan

Å Scope Management Plan

Å Risk Management Plan

Å Implementation Plan

Å Output from Preparing for Change & 
Managing the Change

PHASE 3:
REINFORCING THE CHANGE

O
u

tp
u

ts

Å CM Strategy

Å Sponsor Model w/ Roles & Responsibilities

Å Sponsor Roadmap

Å Stakeholder Management

Å Communication Plan

Å Analysis of feedback on adoption and 
compliance

Å Resistance Assessment

Å Reinforcement mechanisms

Å After Action Review

Å Individual and group recognition approaches

A compelling case 
ŦƻǊ ŎƘŀƴƎŜΧ

How many of the impacted staff 
can answer these questions?

How would you describe the project 
changes in a <3 min elevator speech?

²Ƙŀǘ ƛǎ ǘƘŜ ŎƻƳǇŜƭƭƛƴƎ άǿƘȅέ ǘƘƛǎ 
has tohappen?

What has tohappen to implement 
these changes?

What cannot change?

What is the risk of not changing?
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CƻǊ ǘƻŘŀȅΩǎ ǇŀƴŜƭΣ ǿŜ ƘŀǾŜ ŀǎǎŜƳōƭŜŘ ŀ ǘŜŀƳ ƻŦ ŜȄǇŜǊǘǎ ǿƘƻ ŀǊŜ ŀŎǘƛǾŜƭȅ ƛƳǇǊƻǾƛƴƎ ƘŜŀƭǘƘ 
systems and implementing Change Management

11

Brooke Anderson, MHA, ACHE

Vice President, Client Manager

Roger Watson, CCMP, PMP 

Chief Executive Officer

Wyatt Hockmeyer, DM

Director, Performance Improvement
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CƻǊ ǘƻŘŀȅΩǎ ǇŀƴŜƭΣ ǿŜ ƘŀǾŜ ŀǎǎŜƳōƭŜŘ ŀ ǘŜŀƳ ƻŦ ŜȄǇŜǊǘǎ ǿƘƻ ŀǊŜ ŀŎǘƛǾŜƭȅ ƛƳǇǊƻǾƛƴƎ ƘŜŀƭǘƘ 
systems and implementing Change Management
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Brooke Anderson, MHA, ACHE

Vice President, Client Manager
.ǊƻƻƪŜΩǎ ŜȄǇŜǊƛŜƴŎŜ ƛǎ ŦƛǊƳƭȅ ǊƻƻǘŜŘ ƛƴ ǎǘǊŀǘŜƎƛŎ ŀƴŘ ƻǇŜǊŀǘƛƻƴŀƭ ǇƭŀƴƴƛƴƎΣ ǇǊƻƧŜŎǘ 
management, and building strong relationships with clients to develop implementable 
strategies, ensure expected outcomes, and effectively communicate these strategies to 
stakeholders. She also has a strong interest in ambulatory services strategy because of the 
way it brings together many of the leading innovations and trends in the industry and puts a 
microscope on the role the community plays in healthcare. 

Before joining Blue Cottage, she was a planning consultant at HammesCompany and Noblis 
Health Innovation. Brooke is a member of the American College of Healthcare Executives. 
She earned her Master of Healthcare Administration degree with a concentration in Finance 
from the University of North Carolinaand she earned her Bachelor of Science in 
Management degree with a dual minor in Marketing and International Business from 
Purdue University. 
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CƻǊ ǘƻŘŀȅΩǎ ǇŀƴŜƭΣ ǿŜ ƘŀǾŜ ŀǎǎŜƳōƭŜŘ ŀ ǘŜŀƳ ƻŦ ŜȄǇŜǊǘǎ ǿƘƻ ŀǊŜ ŀŎǘƛǾŜƭȅ ƛƳǇǊƻǾƛƴƎ ƘŜŀƭǘƘ 
systems and implementing Change Management
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Roger Watson, CCMP, PMP 

Chief Executive Officer
Roger has over 15 years' experience as a senior change management strategist, project 
communication specialist, and training lead on large-scale business/digital transformation 
programs.

Since 2014 he has taught the jTaskCCMP (Certified Change Management Professional) 
training course to prepare students for the ACMP CCMP Exam. He is jTask'slead instructor 
on the new PMI 2021 Project Management Professional (PMP) course.

His business interest is changemanagement strategy selection and its impact on an 
organization's performance immediately after go-live and during the transition state.

He started his career in investment banking at Lazard Brothers and Citibank.
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CƻǊ ǘƻŘŀȅΩǎ ǇŀƴŜƭΣ ǿŜ ƘŀǾŜ ŀǎǎŜƳōƭŜŘ ŀ ǘŜŀƳ ƻŦ ŜȄǇŜǊǘǎ ǿƘƻ ŀǊŜ ŀŎǘƛǾŜƭȅ ƛƳǇǊƻǾƛƴƎ ƘŜŀƭǘƘ 
systems and implementing Change Management
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Wyatt Hockmeyer, DM

Director, Performance Improvement

Wyatt Hockmeyer is the Director of Performance Improvement at Ascension St. John Health 
System and the President of Lhotse Management Solutions. He holds a Doctorate of 
Management in Organizational Leadership and certifications as a lean Six Sigma Black Belt, 
Project Management Professional, Certified Change Management Professional, and Agile 
Certified Practitioner.  

He is currently enrolled in the Safety, Quality, Informatics, and Leadership program at 
Harvard Medical School, and he is passionate about using technology to create sustainable 
improvements to eliminate waste, control variation, and reduce patient harm. Dr. 
Hockmeyer has held leadership positions in multiple industries, and he works closely with 
executive leaders around the world to develop innovative solutions to business problems 
and lead large-scale change initiatives. 
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Roger Watson, CCMP, PMP 

Chief Executive Officer

Wyatt Hockmeyer, DM

Director, Performance Improvement

Primary Questions
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Brooke Anderson, MHA, ACHE

Vice President, Client Manager

Modern healthcare is characterized by change, and contemporary leaders are faced with the challenge of managing daily 
operations while responding to the onslaught of COVID-related demands for new policies, procedures, and business practices.  
The problem is further exacerbated because much of the workforce is now remote, and traditional communication tools were 

designed for in-person interactions.  What are the key challenges to leading improvement efforts in a virtual environment?  
²ƘƛŎƘ ǇŜǊŦƻǊƳŀƴŎŜ ƛƳǇǊƻǾŜƳŜƴǘ ŀƴŘ ŎƘŀƴƎŜ ƳŀƴŀƎŜƳŜƴǘ ǘƻƻƭǎ ŀƴŘ ǇǊŀŎǘƛŎŜǎ Ŏŀƴ ƘŜƭǇ ƭŜŀŘŜǊǎ ƻǾŜǊŎƻƳŜ ǘƘŜ άŘƛǎǘŀƴŎŜ 
ǇǊƻōƭŜƳέΚ  Iƻǿ ŘƻŜǎ ȅƻǳǊ ƻǊƎŀƴƛȊŀǘƛƻƴ ǳǎŜ ǘŜŎƘƴƻƭƻƎȅ ǘƻ ōǊƛŘƎŜ ǘƘŜ ƎŀǇ ŀƴŘ ƴŀǾƛƎŀǘŜ ŎƘŀƴƎŜ ǿƛǘƘ ŀ ǳƴƛŦƛŜŘ ŀǇǇǊƻŀŎƘΚ
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Wyatt Hockmeyer, DM

Director, Performance Improvement

Primary Questions
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Brooke Anderson, MHA, ACHE

Vice President, Client Manager

As a result of COVID-19, healthcare leaders and practitioners have been tasked with balancing the need to respond to 
unprecedented change with providing high-quality patient care and fiscally sound operating practices.  What are the biggest 

challenges change leaders face during times of change saturation?  What best practices and tools can leaders use to prioritize 
change initiatives and reduce change fatigue?  Where can leaders learn more about change management resources and how to 

develop the skills necessary to effectively manage change in their organizations?

Roger Watson, CCMP, PMP 

Chief Executive Officer
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Roger Watson, CCMP, PMP 

Chief Executive Officer

Wyatt Hockmeyer, DM

Director, Performance Improvement

Primary Questions
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Brooke Anderson, MHA, ACHE

Vice President, Client Manager

Performance improvement and change management are separate disciplines based on different tools and methodology; 
however, developing lasting improvements requires healthcare leaders to understand both how to improve processes and how 

to produce sustainable change.  What are the primary similarities and differences between performance improvement and 
change management?  How can healthcare leaders use change management principles to compliment performance 

improvement initiatives and engage the workforce to develop meaningful and permanent solutions in their organizations?
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Secondary Questions
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During these times of COVID, we in healthcare are designing our future worlds with new tools, techniques and obstacles.  We 
are succeeding and failing, then re-designing as we always have.  This redesign will continue and mature in the coming years, as
ǿŜ ŎǊŜŀǘŜ ŀ άƴŜǿ ƴƻǊƳŀƭέ ƛƴ ƻǳǊ ƛƴŘǳǎǘǊȅΦ  {ƛƳƛƭŀǊƭȅΣ ǘƘŜ ƴŜǿ ƎǊƻǳƴŘ ǊǳƭŜǎ ŀƴŘ ǎǘǊǳŎǘǳǊŜǎ ǿƛƭƭ ƻǇŜƴ ƴŜǿ ǇŀǘƘǿŀȅǎ ŦƻǊ ǿƻǊƪƛƴƎ 

with people on change management, and it will constrain others.  

Would you please share your thoughts on the future of change management, especially in healthcare?  What do we need to be 
careful of, and what positive opportunities are out there for us?

Brooke Anderson, MHA, ACHE

Vice President, Client Manager

Roger Watson, CCMP, PMP 

Chief Executive Officer

Wyatt Hockmeyer, DM

Director, Performance Improvement
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Secondary Questions
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Q&A
(Please type in the chat box)

Brooke Anderson, MHA, ACHE

Vice President, Client Manager

Roger Watson, CCMP, PMP 

Chief Executive Officer

Wyatt Hockmeyer, DM

Director, Performance Improvement
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Final Remarks

ÅTHANK YOU to our panelists, for your time and expertise!

ÅPanel Materials:

ÅAll attendees can download the deck (handouts)

ÅYou will receive an email within 24 hours with link to recording

ÅYou can go to this link soon and get access to the deck and recording

ÅSpecial-Access for SHS Members (Extra Slideware):

ÅChange Management Strategy, ADKAR Overview, Anticipating Resistance

ÅBusiness & IT Partnership Maturity Model

ÅSample Accelerators & Tools

ÅFurther resources/readings

ÅReminder: Join us at theSHS ANNUAL CONFERENCE virtually! (Feb 24-26, 2021)

20



© 2020 West Monroe Partners | Reproduction and distribution without West Monroe Partners prior consent is prohibited.

APPENDIX

1. What is Change Management?ςAmerican Society for Quality (ASQ)
2. Change Management Methodology OverviewςProsci, Inc. 
3. Change Management ResourcesςAmerican Society for Quality (ASQ)
4. Five Steps to Tackling CultureςKPMG LLP
5. Change Management Value PropositionςProsci, Inc.
6. Change Management: Definition, Best Practices & ExamplesςSmarpBlog
7. Business Relationship Manager (BRM) MetricsςBRM Institute
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https://asq.org/quality-resources/change-management
https://www.prosci.com/adkar/change-management-methodology-overview
https://asq.org/quality-resources/change-management
https://assets.kpmg/content/dam/kpmg/co/pdf/co-17-01-09-hc-five-steps-to-tackling-culture.pdf
https://www.slideshare.net/TimCreasey/change-management-value-proposition
https://blog.smarp.com/change-management-definition-best-practices-examples
https://brm.institute/brm-metrics/


© 2020 West Monroe Partners | Reproduction and distribution without West Monroe Partners prior consent is prohibited.

Why invest time in organizational change management (CM)?

How much value does a new process create if no one follows it?

[ŜǘΩǎ ǎŀȅ ǘƘŜ Ǝƻŀƭ ǿŀǎ ǘƻ reduce an outcome by 30% 
over a 3 monthperiod

But many of the changes depended on compliance ς
e.g.ǇŜƻǇƭŜΦ  !ƴŘ ǘƘŜȅ ŘƛŘƴΩǘ ƘŀǾŜ ǘƛƳŜ 
ŦƻǊΧǘǊŀƛƴƛƴƎΧǘƘŜ ǇǊƻŎŜǎǎ ǘƻƻƪ ƭƻƴƎŜǊ ǘƘŀƴ 
ōŜŦƻǊŜΧƻƴŜ ƳƻǊŜ ŎƘŀƴƎŜΣ ŜǘŎΦ

tǊƻƧŜŎǘ Ǝƻŀƭǎ ŀǊŜ ŘƛǊŜŎǘƭȅ ǘƛŜŘ ǘƻΧ
ω Employee speed of adoption 
ω Utilization 
ω Proficiency

As a result, adoption, utilization, proficiency areall 
ŘŜƭŀȅŜŘΧŀƴŘ ǘƘǳǎ ǇǊƻƧŜŎǘ Ǝƻŀƭǎ ǿƛƭƭ ƭƛƪŜƭȅ ǎǳŦŦŜǊ ŘŜƭŀȅ 
as well.

With CM W/O CM

* Down is good

Change initiated

Change implementation timeline
S

ta
ff

 R
e
si

st
a
n

ce
 *
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ÅDEFINE YOUR CHANGE 

MANAGEMENT 

STRATEGY

ÅPREPARE YOUR 

CHANGE 

MANAGEMENT TEAM

ÅDEVELOP YOUR 

SPONSORSHIP MODEL

PHASE 1:
PREPARING FOR CHANGE

PHASE 2:
MANAGING CHANGE

PHASE 3:
REINFORCING CHANGE

ÅDEVELOP CHANGE 

MANAGEMENT PLANS

ÅTAKE ACTION AND 

IMPLEMENT PLANS

ÅCOLLECT AND ANALYZE 

FEEDBACK

ÅDIAGNOSE GAPS AND 

MANAGE RESISTANCE

Å IMPLEMENT 

CORRECTIVE ACTION

Prosci® Change Management Process
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