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Today’s Session
» A New Playbook for Making Change 

» Today’s Change Environment: Where People Are Today 

» Leveraging Stability to Create Change 

» Looking Ahead 
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Trusted strategic communications consulting 
devoted to healthcare providers
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Our Services

Strategic Positioning
Launch or reposition your 
brand and elevate your 
reputation to attract the 
talent and financing you need, 
to earn or restore trust and to 
capture opportunities to 
change healthcare.

Issue Navigation
Prepare for and protect your 
organization’s reputation 
through issues like government 
investigations, data breaches, 
certificates of need, labor issues, 
medical errors and other high-
stakes moments.

M&A
Align with partner 
organizations quickly and 
with great support to advance 
your mission, prepare to 
integrate, protect your 
reputation and close deals on 
time.

Change Management
Tell a powerful story and 
adjust the cadence of change 
so your employees and 
stakeholders are inspired by 
your vision, understand 
upcoming priorities and 
support decisions that help 
you meet your goals.

A B O U T  J A R R A R D



SECTION I:

A New Playbook for 
Making Change
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Pre COVID-19: Change Playbook

Create Urgency Articulate 
Outside Threat

Share Dire 
Consequences
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Now: Change’s New Playbook

Provide Stability Leverage MV&V Honor Caregivers



SECTION II:

Today’s Change
Environment 
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Demographics

SOURCE: Jarrard Phillips Cate & Hancock in Partnership with Public Opinion Strategies. ”National Online Survey: Coronavirus,” April 25, 2020
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Our Collective Mindset 

SOURCE: Jarrard Phillips Cate & Hancock in Partnership with Public Opinion Strategies. ”National Online Survey: Coronavirus,” April 25, 2020

78%

78% are worried they 
or someone in their 
immediate family might 
catch the coronavirus

51%
51% rated their feelings 

of safety in a healthcare 
facility as a 5 or lower 

on a 10-point scale.
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Our Collective Mindset 

54%

15%

15%

4%

3%

3%

3%

4%

4%

The Coronavirus

The economy and jobs

Healthcare

Social Security & Medicare

Illegal immigration 
& border security

Education

Terrorism and national security

Taxes and spending

None of the above

54%
believe the coronavirus is 
the most important issue 
facing the country

SOURCE: Jarrard Phillips Cate & Hancock in Partnership with Public Opinion Strategies. ”National Online Survey: Coronavirus,” April 25, 2020
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Our Collective Mindset

45%
had a change in their 
employment status 
due to the outbreak

27%
say they or someone 
in their household 
lost their job

25%
experienced cuts 
in compensation

SOURCE: Jarrard Phillips Cate & Hancock in Partnership with Public Opinion Strategies. ”National Online Survey: Coronavirus,” April 25, 2020



14Journal of the American Medical Informatics Association, Volume 27, Issue 6, June 2020, Pages 957–962, https://doi.org/10.1093/jamia/ocaa067

Now

Pre-COVID

TELEHEALTH PATIENTS PER DAY

100

600+

Healthcare’s Biggest Changes: Telehealth

https://doi.org/10.1093/jamia/ocaa067


15
1KFF 
2Kaufman Hall
3Pew Research Center  

IN HEALTHCARE OUTSIDE OF HEALTHCARE

1.5
MILLION

Jobs were lost in 
February – April1

100
PERCENT

In March, hospital 
margins fell by 
more than2

52.7
MILLION

Americans filed for 
unemployment 
insurance

Unemployment rose higher in three months of 
COVID than it did in two years of the Great 
Recession3

Change & Uncertainty: Unemployment



16Heid, Markham. “Mental Distress Among Americans Has Tripled During Pandemic.” Time, Time, 7 May 2020, time.com/5833619/mental-health-coronavirus/.

Change & Uncertainty: Mental Health

1/4
of American adults met criteria that 
psychologists use to diagnose 
serious mental distress and illness

700%
increase when compared 
to pre-pandemic data (2018)

ROUGHLY TRANSLATES TO A
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5%-7%
of Americans met the criteria for a 
diagnosis of depression, during 
pre-pandemic life1

50%
of the US population is currently 
experiencing depressive symptoms2

1Hamblin, James. “Is Everyone Depressed?” The Atlantic, Atlantic Media Company, 22 May 2020,  
www.theatlantic.com/health/archive/2020/05/depression-coronavirus/611986/.

2Liu S, Yang L, Zhang C, et al. Online mental health services in China during the COVID-19 
outbreak. Lancet Psychiatry. 2020;7(4):e17-e18. doi:10.1016/S2215-0366(20)30077-8

A recent study shows about

Change & Uncertainty: Mental Health
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Number of people in US who said they 
protested, according to polls:

Change & Uncertainty: Civil Unrest

4,211
More than

cities have experienced protests. 
This includes all states, territories and 
Washington, D.C., plus more than 60 
international countries1

“U.S. Civil Unrest.” Disasterphilanthropy.org, 21 July 2020, disasterphilanthropy.org/disaster/u-s-civil-unrest/.

26 Million Kaiser Family Foundation

23 Million Civis Analytics

18 Million NORC

15 Million PEW



Healthcare providers and 
hospitals are the most trusted 
sources of information on 
critical healthcare issues
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A Bright Spot

SOURCE: Jarrard Phillips Cate & Hancock in Partnership with Public Opinion Strategies. ”National Online Survey: Coronavirus,” April 25, 2020



SECTION III:

Leveraging Stability to 
Create Change 
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Shrink Time and Change

"We seem to be at a new temporary 
normal," said Dr. Corey Slovis, chairman 
of emergency medicine at Vanderbilt. 
"We'll see how long that lasts."

Tamburin, A. (2020, March 22). “Wartime mentality”: In fight against coronavirus, Nashville’s doctors, nurses are on the front line. The Tennessean. 
https://www.tennessean.com/story/news/health/2020/03/22/coronavirus-doctors-front-line-fight-covid
19/5073677002/?fbclid=IwAR32vWSreigdkyvBtf3ql1VGQA8MjkrnbruZXpm0T-AX8vaVQCrYIZTeimM
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Shrink Time and Change

» Strategy shift = series of sprints vs. a marathon 

» Identify what hasn’t changed for your organization 

» Small steps vs. bold moves 

» Separate facts from fear
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Double Down on Perennials 

At Lee Health, we strive to live by the ExceptionalLee Promise, which states: 
“We promise to listen and communicate effectively, embrace empathy, act 
with compassion and continually improve care – creating a safe, comforting 
and healing environment for our patients, their families and each other.”

This standard of kindness, empathy and compassion is meant for everyone 
and can lead to more than physical healing. We firmly believe the Promise is 
something we can all embrace now more than ever. 

Dr. Larry Antonucci, CEO Lee Health 



26

How To: Double Down on Perennials

» Lean on your mission, vision and values 

» Turn to guiding principles vs decisions 

» Highlight your organization’s impact 
on larger issues 
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Honor Your Caregivers 
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Why Honor Your Caregivers?
» COVID-19 has reminded us of what/who is important 

» Motivation = the higher calling aspect of healthcare 

» People must see themselves in change, transformation 

» Clinicians’ voices have clout 
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Redefine the Wins
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Redefine the Wins
» Inherent desire to be successful in all of us 

» How has the pandemic changed your “wins”?

» Show your workforce how win in COVID-19 environment 
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Celebrate the Wins

Her letter: "Hi, my name is Genna. I am in the 3rd grade. I think 
you guys are doing Great," the letter says. "I have been washing my 
hands and I am not touching face. I know you are doing your best to 
stop this."

Their response: "Her message was just what our health care teams 
needed to see and includes great advice for all of us," the hospital said.
St. Luke's put photos of her letters out to the media in hopes of finding 
out the little girl's name and a couple hours later they were able to find 
who penned the letter.

St. Luke's to little girl who wrote 
them letter: Thank you

Staff, CBS2 News. “St. Luke's to Little Girl Who Wrote Them Letter: Thank You.” KBOI, KBOI, 7 May 2020, 
idahonews.com/news/local/st-lukes-to-little-girl-who-wrote-them-letter-thank-you.
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Celebrate the Wins
» The single best change accelerant!

» More important than ever in today’s heavy environment 

» Should flow/support your redefined wins 
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It Takes a Village

“Learn as much as you can 
from the people doing the work 
and collaborate to the fullest 
extent possible.”

Dr. Penny Wheeler, CEO Allina Health System 

“What America needs from its leaders during a crisis.” CBS Sunday Morning. CBS Interactive Inc., 12 Apr. 2020.
https://www.youtube.com/watch?v=CoBJAb0nXlw

https://www.youtube.com/watch?v=CoBJAb0nXlw
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It Takes a Village
» Every successful change campaign needs a team 

» The best change teams reflect political advisory teams 

» Peer-to-peer involvement is more powerful 

» Be fluid, pivot and responsive 
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Over Communicate 
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Over Communicate
» None of this matters unless you communicate it 

» In change, communications is a behavior, not a tactic 

» Strategic approach to communications 
» Set ground rules 

» Prioritize stakeholders 

» Messenger counts 

» Leverage multiple channels 

» Cadenced timeline

» Rinse, repeat (7x) 



SECTION IV:

Looking Ahead
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Change is Here to Stay 
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Lean Into This Moment 

SOURCE: Jarrard Phillips Cate & Hancock in Partnership with Public Opinion Strategies. ”National Online Survey: Coronavirus,” April 25, 2020
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You Have a Critical Role
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Key Takeaways 
» It’s time for a new playbook for change  

» To drive change and innovate, stabilize first 

» Leverage perennials unique to healthcare providers 

» MVV 

» Guiding principles 

» Bigger impact 

» Lean into this moment!
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Thank you…

Molly Cate

MCate@jarrardinc.com


