SOLID FOUNDATIONS FOR
LONG TERM STRENGTH

major goal of the client stake-
holder survey process was to
learn how the changes Southwind
put in place are faring long after
the Southwind team has moved on. Were the
changes sustained? Does the value last?

Speaking on the positive transitions that
took place at her organization, Georgia
Fojtasek, President and CEO at Foote
Health System reflected on the work that
Southwind completed a year ago.

“The physician practice turnaround was
one key piece that needed to be fixed. Losses
have been reduced drastically. This was a
significant component of our overall health
system turnaround plan. It has taken us
from big losses to a positive operating
margin.”

Eric Schick, Vice President of Finance
at Saint Francis Health System that oper-
ates the Warren Clinic in Tulsa, Oklahoma
pointed out some specifics regarding their
engagement with Southwind.

“Southwind got us to ‘best practices’ and
beyond. We lagged far behind best practices
prior to their involvement. Days in A/R
should be less than 45. Prior to Southwind’s
engagement, we were at 70. We are at 38
today. For cash flow, we use a 60-day trailing
net revenue. Prior to Southwind, we were at
80 to 85 percent of that. We now hit 100 per-
cent.

“In addition, we had significant staff
turnover that has been reduced drastically.
Thanks to the methodology Southwind
brought us, we have improved staff satisfac-
tion and our organization is better and
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“Southwind left BJC in good
position for the future.As part
of the reorganization here,
Southwind selected and brought
in people who would continue
the improvements even after

they were gone.”

Stephanie Silver, Director of Operations,
BJC Healthcare

stronger today because of it.”

Stephanie Silver, Director of Operations
at BJC Healthcare, talked about the legacy
Southwind left behind.

“Southwind left BJC in good position for
the future. As part of the reorganization
here, Southwind selected and brought in
people who would continue the improve-
ments even after they were gone. They left us
with a nice platform for our physician com-
pensation. It was pivotal to the original pro-
ject and to our ongoing success.”

Reinforcing the perception that clients are
seeing lasting impact from Southwind engage-
ments, Charlie Johnson, the Chief
Financial Officer at Foote added, “We’re
more focused and there is more discipline.
We’re performing better financially and our
returns are more consistent with returns
expected by our organization.”

INTEGRITY
IDENTIFIED AS
SUCCESS DRIVER

John Deane, President of Southwind said,
“We believe that one of the most important
things we offer our clients is our word.” The
role of Southwind’s integrity was a visible
element in stakeholder responses.

Bill Schloss, Senior Vice President of
Physician Integration with the Warren
Clinic liked the fact that Southwind deliv-
ered what they promised.

“The nice thing about our engagement
with Southwind was that they did not offer
lofty strategic recommendations, but rather
offered focused ideas that were measurable
and could deliver real results.”

How Southwind went about its presenta-
tion and backed up its points with data to
avoid surprises, made an impact on Stanley
Lukowski.

“Southwind did its homework,” said
Lukowski. “They vetted it with the
Administration. Then they vetted it with the
Board. We all discussed the consequences (of
the changes that were being proposed).
Southwind didn’t just charge in. Any resis-
tance points were discussed. We came to
group consensus and decisions were joint.”
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AFTER FIVE YEARS,
SOUTHWIND ASKS CLIENTS:
"‘HOW DID WE DO?Y’

BY ART PELLETT

ctober 2003 marks Southwind’s

fifth year in business as a

physician practice management

firm. To mark the occasion,
Southwind’s principals retained an outside
consultant to interview key stakeholders
working at Southwind client institutions.

“Our intent was to reach out to our col-

leagues at each of our client organizations and
ask them to provide candid feedback on our
people, our performance, and our results,”
said John Deane, President of Southwind.
“We wanted to know what we are doing right
and what we could be doing better.”

“Southwind is hands-on as opposed

to the strategic and analytical type

of consultants.They get their hands
dirty and get problems solved.”

Stanley J. Lukowski, Chairman of the Partners
HealthCare System, Inc. Finance Committee
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‘“We wanted to know what
we are doing right and what we
could be doing better.”

John Deane, President
Southwind Health Partners

OO T O T

Southwind solicited feedback from thirty-
six former and current client stakeholders. Of
this number, twenty-nine agreed to be inter-
viewed via telephone and twenty-five surveys
were eventually completed. Coming in at just
under seventy percent, the response rate was
higher than expected.

“We are thrilled at the feedback we’ve
received as a result of this process,” said
Deane. “The results of the survey will help us
continue to keep Southwind on course for the
next five years and beyond.”

SOUTHWIND'S TEAM
GETS HIGH MARKS

Results-based interim management and con-
sulting is largely about the people doing the
work, what they bring to the project, and the
quality of the relationships they establish. A
key focus of the survey process was to deter-
mine qualitatively whether the Southwind
clients were getting value from the Southwind
executive management team.

Three key stakeholders offered encourage-
ment from the North Shore Medical Center,
where Southwind improved financial operating
Continued on next page
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A - LETTER FROM THE PRESIDENT

Dear Colleague:

When we first conceived the idea of a
client stakeholder survey, I'll confess some of
us had reservations. We sought candid, con-
structive feedback to steer us into the second
half of our first decade, but would we get it?
We shouldn’t have had any doubt. Our
clients stepped right up to help.

There was plenty of praise, but we were
also offered constructive feedback, including

to say, and providing an objective third
party consultant to speak with key stake-
holders enabled them to speak their minds.
The process has been both rewarding and
thought provoking.

On behalf of the whole Southwind team,
thanks for your support! Here’s to another
five years of wonderful clients and great
results all around.

With warm regards,

John A. Deane,
President, Southwind
Health Partners

questions for the company to consider going
forward. Several suggestions were client spe-
cific, while others dealt with who we are as a
company. These are questions for serious
consideration.

I’m excited to share with you the results
of our stakeholder interview process. It’s
important to listen to what our clients have

Continued from front page

performance by $3+ million working with the
institution’s owned medical group known as
Charter Professional Services Corporation:
Dr. Merrick Fisher, a Site Medical Director
and Board Member of Charter; Elizabeth

Glaser, Senior Vice President for Charter;

“Unlike other consulting

and David Wright, General
Counsel for the North Shore
Medical Center.

Dr. Fisher spoke of the

John A. Deane
President

gy of individual executives working as a well
coordinated team.

“Southwind presented a team effort. Each
member of Southwind brought special skills
to the table. John brought leadership, Vince
(Manoogian) brought management, Sue
(Mackintosh) brought financial discipline,
and Margaret brought billing and technical
expertise. Together, they formed a unique
symbiosis that worked particularly well.”

Southwind team. “I worked with
John (Deane), Jack (Hickey)
and Margaret (Hoban). There
were no weak links. They knew
their jobs and how to address
the problems — particularly
Margaret. She’s done it all many
times before.”

Elizabeth Glaser was espe-
cially impressed with the prac-
tice operations capabilities of
Jack Hickey, Southwind’s Interim Director
of Practice Operations. “The physicians
respected Jack immediately. He’s had a huge
impact. He pinpoints in a nanosecond what
needs to be done operationally. Nothing is
too big or too small for him to handle.”

David Wright appreciated Southwind’s
experienced team. “From the business side,
Southwind’s experience was clear. Southwind
brought a skilled team and organized
approach, which they followed step by step.
It was an extraordinarily well thought out
and orchestrated process. Credit goes to the

‘ﬁ experience and ability of John (Deane’s)

SOUTHWIND |

Charlie Johnson, Chief Financial Officer
HEALTH PARTNERS, L.LC® for Foote Health System, praised the syner-

firms who provide a plan and
abandon you, Southwind stayed
the course, right through the
implementation process.”

Dr. Steve Miller, Chief Medical Officer,
BJC Healthcare
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“Southwind presented a team
effort. Each member of
Southwind brought special
skills to the table... Together,
they formed a unique symbiosis
that worked particularly well.”

Charlie Johnson, Chief Financial Officer
Foote Health System
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SOUTHWIND EXECUTIVES
INTEGRATE WELL WITH
THE PERMANENT TEAM

n every engagement, there are key perma-
nent executives who work together with
the Southwind interim management team.
Rick Majzun, Director of Operations,

told us about the value Southwind executives
brought to his role at BJC Medical Group.

“I felt like I absorbed a lot from the
Southwind people. It was a mentoring experi-
ence for me, particularly with respect to their
approach to business negotiations. I definitely
strengthened my skills in helping managers
and physicians make difficult decisions
together and maintain relationships for the
long haul.”

Lisa Trumble, Chief Financial Officer at
Charter, served as a vital member of the
restructuring team working side by side with
Southwind executives. “Southwind showed a
human side. Other consulting groups say they
know the answer, and they don’t ever modify
their opinions based on the situation.
Southwind modifies. Their approach is very
personable. They are more endearing to the
people they interact with and as a result they
are more successful.”

Bruce Harrison, Executive Director of
Seton Medical Group, spoke of the new tools
Southwind left them.

“Prior to the engagement we were strictly
using an employment model. Southwind intro-
duced us to a temporary employment model,
an income guarantee model, and helped us
complete a medical staff development plan.

“They also helped us bring the administra-
tive and financial functions of our specialties
and primary care groups together. We are
now more centralized and consolidated, and
we have a plan for growth, succession plan-
ning, and community need.”

OO

“Southwind didn’t just charge in.
Any resistance points were discussed.
We came to group consensus and
decisions were joint.”

Stanley J. Lukowski, Chairman of the Partners
HealthCare System, Inc. Finance Committee
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ACTION AND
RESULTS
DEFINE
SOUTHWIND

When asked what makes
Southwind stand out from
other professional service
firms, many stakeholders were
in agreement. Most felt it is
Southwind’s ability to get
things done.

Stanley J. Lukowski,
Chairman and CEO of
Eastern Bank, Chairman of
the Partners HealthCare
System, Inc. Finance
Committee and a former
member of the Board for
Charter Professional Services
Corporation, said,
“Southwind is hands-on as
opposed to the strategic and

“Other consulting groups
say they know the answer, and
they don’t ever modify their
opinions based on the situation.
Southwind modifies.”

Lisa Trumble, Chief Financial Officer, Charter

OO T T

“Thanks to the methodology
Southwind brought us, we have
improved staff satisfaction and
our organization is better and

stronger today because of it.”

Eric Schick,Vice President of Finance at
Saint Francis Health System

analytical type of consultants.
They get their hands dirty and get problems
solved.”

Dr. Steve Miller, Chief Medical Officer at
BJC Healthcare, appreciated Southwind’s
stick-to-it-ive-ness, “Southwind distinguished
itself through implementation. Unlike other
consulting firms who provide a plan and
abandon you, Southwind stayed the course,
right through the implementation process.”

David Wright, General Counsel for
North Shore Medical Center in Salem, Mass-
achusetts told the survey moderator, “Often
in negotiations and at a client’s request, attor-
neys will become heavily involved in or direct
the negotiations of the business terms, and the
negotiations can become protracted and
expensive. In our case, Southwind was fully
capable of negotiating the business terms with
the lawyers on the other side, but understood
the legal issues and consulted with me when
necessary. This saved significant time and
money in legal expenses and facilitated the
negotiation of the business deal.”

OO OO T
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RELATIONSHIP BUILDING
& PHYSICIAN RETENTION
ARE KEY STRENGTHS

he nature of the work Southwind execu-

tives are asked to perform has the

potential to be divisive. But instead

of focusing on uncomfortable
situations, what was recalled by those inter-
viewed was the positive relationships forged
by Southwind executives with members of the
client organizations, and how they endured
through the significant challenges that come
with change.

Jeanne Hettinger, Controller for Foote
Health System in Jackson, Michigan, spoke
of the relationship her organization has with
its physicians and the challenges it faced.

“We needed to divest employed physician
practices but still ensure they remain vital
members of our health system community.
The divestiture went more smoothly than I
had expected. That there were no hard feel-
ings when it was over was surprising. We are
in a small community and the relationships
with the physicians survived the change.”

“l worked with John (Deane), Jack
(Hickey) and Margaret (Hoban).
There were no weak links.
They knew their jobs and how

to address the problems.”

Dr. Merrick Fisher, Site Medical Director
and Board Member, Charter Professional
Services Corporation

OO T

Jack Hickey, Director of
Operations, Southwind

Health Partners

“They were able to get the
physicians to believe in them.
They balanced the role of
advocate for the physicians
with the change with which
they were charged.”

Mark A. Eustis, Senior Executive Officer
BJC Healthcare

Margaret Hoban,
Principal for Practice
Operations and Billing
Services, Southwind
Healih Pariners

O T O

Mark A. Eustis, Senior Executive Officer
at BJC Healthcare in St. Louis underscored
that sentiment.

“We were looking to transi-
tion our medical practices into
other models. Southwind’s
communication skills and
expertise in working with
physicians were a pleasant sur-
prise. They were able to get the
physicians to believe in them.
They balanced the role of advo-
cate for the physicians with the
change with which they were
charged.”

“They were open and honest
in their approach. They helped
physicians understand the cur-
rent reality of environment and included them
in the change planning. We’ve since reduced
the number of employed physicians and tran- ‘ﬁ

sitioned others that left employment to private
SOUTHWIND

practice in our hospitals.”
HEALTH PARTNERS, L.L.C®

“The physicians respected
Jack immediately...He pinpoints
in a nanosecond what needs
to be done operationally.
Nothing is too big or too

small for him to handle.”

Elizabeth Glaser, Senior Vice President
Charter Professional Services Corporation
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OPPORTUNITIES
FOR IMPROVEMENT

hile the survey results

included a lot of positive

feedback, some respon-

dents pinpointed areas of
concern. Suggestions for improvement were
identified by Southwind’s leadership as a
critical component of the stakeholder assess-
ment, and they are valued highly.

“We’re straight with our clients and we
are grateful that they were straight with us,”
said John Deane, Southwind President. “We
want to get better at what we do. These sug-
gestions are an important part of the survey
because they will help us achieve that goal.”

“Southwind did a great job
leading administrative meetings
C O MMU N I CAT E ’ and explaining their plans;
C O MMU N I CAT E however, | think our physicians
y

may have appreciated more

C O MMU N I CAT E ' regular, up-to-date and timely

communications.
It seems that in managing change, one cannot Dr. Mitch Rein, Chief of Obstetrics and
over-communicate. “Southwind prides itself Gynecology, North Shore Medical Center

on communication at the administrative and
executive level,” said Deane. “But one or two
respondents indicated that the need for

OO

enhanced routine communication is greater ment, “Occasionally I'd hear things as one

than we may have recognized.” does in the informal setting of a medical
Dr. Mitch Rein, Chief of Obstetrics and group. That could have been satisfied with

Gynecology at North Shore Medical Center more uniform communications.”

said, “I am a big believ- Deane responded,

er in communication. “In an environment of

Southwind did a great . organizational change,

jf)b leadil.lg administra- “We will build more the psychological
tive meetings and f d . . aspects of that change
explaining their plans; requent and more innovative .., e hard on people.

however, I think our communication into our It’s understandable.
physicians may have plans going forward.” Change impacts people’s
appreciated more regu- : lives, and as a result,
lar, up-to-date and John _Deane, President the desire for informa-

. . Southwind Health Partners . . .
timely communications. tion can be insatiable.

Perhaps this could I The responses we
have been done received tell us that we
through a variety of should give further
media such as regular meetings, written com- attention to helping individuals through the
\H j munications and e-mail.” change process as well. We will build more
Dr. Steve Miller, Chief Medical Officer frequent and more innovative communica-
SOUTHWIND at BJC Healthcare underscored that senti- tion into our plans going forward.”
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