
CLIENT SUCCESS STORY 
IMPLEMENTATION

Children’s National Hospital
A grown-up approach to project management helps steady 
RCM at the country’s most complex children’s hospital
Three years in, a framework that prioritizes real-world conditions and human-to-human 

dynamics continues to deliver success—and satisfaction

Children’s National (CNH) is the leading pediatric hospital in the DC-MD-VA region and 

is ranked as one of the top 10 pediatric hospitals in the country by U.S. News & World 

Report. Annually, they treat more than 200,000 children from around the world.

With a large ambulatory practice network, and a footprint that spans three different 

payer geographies (Washington DC, Maryland, and Virginia—each with their own 

requirements and practices) the CNH revenue cycle team faces exponentially complex 

challenges compared to many other organizations. 

To help with their revenue cycle management (RCM) efforts, the CNH team began 

a journey to adopt Cerner’s Clinically driven Revenue Cycle (“CDRC”) in 2019 but 

encountered some setbacks during implementation that stalled progress.

Results

• Engaged leadership  
& C-Suite buy in

In 2020, CNH resolved to bring in a third-party consulting resource to try and put the 

Cerner RCM effort back on track. Engaging with S&P Consultants, a new dynamic was 

soon created that restored the team’s conviction that the Cerner CDRC was a well-

matched solution to the needs of CNH—and that all stakeholders would be ultimately 

pleased with the outcome.

One of the first tasks the S&P team undertook, was to offer a candid assessment of 

the current project dynamics, progress to-date, and a vision for forward progress—by 

introducing a proven approach to project management, S&P InTegritySM.

Aldwin Lindsay, EVP/CFO of Children’s National, remembered that “S&P’s assessment 

to our senior leadership was frank and directed. They helped us see where our IT and 

Project Background



finance teams were getting in each other’s way—and how we 

could better reconcile our objectives. They never took sides,  

but just explained where they thought our project stood in  

a balanced manner that drove us to some valuable insights. 

There were a lot of ‘a ha’ moments that resulted in a much  

more productive path forward.”

“There was some initial organizational nervousness around the 

whole revenue cycle project—which is understandable, with so 

much at-stake. But [the S&P team] did a good job at gaining the 

confidence of our leadership,” Lindsay continued.

Leading the project management effort from the S&P side was 

project executive, Angie Fosnough, who knew that understanding 

the full set of priorities of CN’s senior leadership would be a 

powerful advantage in putting together a project management 

strategy—and one that is often overlooked by project managers 

who limit their scope to IT-only or IT-adjacent activities.

“If we understand, at the highest level, where the organization’s 

priorities are, that can help us all the way down the process 

to order, evaluate, and manage every task, to make sure we’re 

making the fastest, most efficient progress possible. That 

knowledge allows us to prioritize on-the-fly and to make—at 

any stage of the implementation—the kinds of decisions and 

compromises that ultimately support the organization’s most 

critical goals,” Fosnough says.

Project Background CONTINUED

Many project managers face the challenge of earning the 

confidence of teammates and stakeholders who don’t  

report to them (or may not even be part of the same 

organization.) Winning everyone’s trust—and enthusiastic 

engagement—is essential and is greatly helped by honest  

and open communication.

To help people understand the mutually dependent nature of 

the relationships between vendor resources (Cerner, in this 

case), in-house stakeholders that included Finance/RevCycle, 

Clinical, IT, and provider-network users... and S&P Consultants, 

as a project manager, Fosnough uses the analogy of a three-

legged stool.

“Everyone needs to do their part. And no one ‘leg’ is more  

or less indispensable,” she says. “By really emphasizing this  

idea, we quickly became a team of implementation partners.”

Within a few weeks, a sense of shared purpose,  

cooperation—and optimism—had dislodged the old  

stalemates and miscommunications that had threatened  

the original implementation.

“S&P quickly got us beyond the panic phase,” CFO Lindsay 

recalls. “It was clear there was a solid, methodical path forward—

and that S&P had successfully executed on this approach with 

other clients.”

Job Number One: Restore Trust and Cooperation

All parties credit S&P’s InTegrity framework with providing this 

flexible, but methodical, approach to implementation project 

management—driven by the successful execution of successive 

“checks and markers” that then trigger adjacent or subsequent 

tasks and events.

The InTegrity methodology—combined with 25+ years of field 

experience—is a powerful combination in propelling a successful 

implementation forward.

“Above everything else, S&P brought an incredible depth of 

knowledge to our Revenue Cycle project. Working with Cerner, 

they lifted the relationship to a different level,” says Mary 

Daymont, VP Revenue Cycle & Care Management for Children’s 

National. “S&P changed the relationship our revenue group  

has—both with our own IT department, and Cerner. And it wasn’t 

just agreeing with everything we said either. They were very 

helpful in helping all parties understand the needs, priorities 

and practical capabilities of the other stakeholders, really 

serving as a ‘translator’ among the parties.”

S&P InTegrity — An Implementation Approach for the Real World
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S&P InTegrity is comprised of a defined implementation process, that extends beyond many typical implementation frameworks to 

create a “full-picture” context for the project. This allows for proactive engagement of all appropriate stakeholders at the right times, 

respecting everyone’s time and resource investments.

Activities, Responsibilities, and Confirmations (Testing) are arrayed to ensure that key dependencies are recognized 100% of the time, 

while providing the flexibility to engage in concurrent progress wherever possible.

S&P InTegrity in a Nutshell...



Much of the COVID-19 response revolved around communications 

methodology—and an extreme appreciation for the time 

constraints of clinicians facing unprecedented challenges.

Moving previously in-person meeting onto remote video-

conferencing platforms required an evolved approach to  

inter-personal communications skills.

“You really need to step-up your careful-listening skills,” Fosnough 

suggests. “You don’t have the old advantages of watching body 

language or glances exchanged between stakeholders, but you 

still need to pick-up on the subtle clues around people’s feelings 

about their responsibilities and mutual commitments.”

Additionally, with 25-30 people participating in some remote 

sessions, the project manager needs to ensure everyone’s  

voice is heard—while maintaining efficiency and engagement  

of the participants.

“If you’re invited to a meeting, we are 100% sure why you’ve 

been asked to attend and what insights or decisions we need 

from you,” Fosnough stresses. “Busy people will not tolerate 

their time being wasted and that can quickly lead to vital 

stakeholders becoming disengaged. Our methodology—and the 

ability to conduct peer-to-peer interactions across the entire 

spectrum of an organization—are great safeguards against this 

common pitfall and were really appreciated.”

Instead of long, “all-hands” meetings, Fosnough held daily 

meetings that were highly focused in specific areas such as 

Aged Encounters, Provider Operations, Work Queues, Technical 

Issues, etc.

“I like to create specialized ‘SWAT Teams’ where everyone 

has amazing skills that can be hyper-focused onto specific 

objectives,” Fosnough explains. “InTegrity calls for ‘sprints’ that 

allow us to make fast progress on congruent work and activities. 

If one team is waiting on a particular dependency, they’re 

trained to ask, ‘While we’re waiting, what else can we make 

progress on?’”

By the middle of 2021, many people on both the CNH team and 

the S&P side were acknowledging that not only had the remote 

implementation not hindered the efforts but may have been 

even more efficient than the older way of working.

“It was obviously challenging to plan a go-live during a 

pandemic!” Daymont explains. “[The S&P Team] made it as 

painless as possible, with robust communication and hybrid 

training sessions [in-person and remote] so that the go-live 

came off without a hitch. The feedback from our clinicians and 

[ambulatory network] partners was overwhelmingly positive. 

There wasn’t a single complaint—and this was during a time 

when so many of them were focused on COVID, distracted, 

fatigued, and worried,” she says.

Moving Project Management From In-person to (Largely) Remote

Two of the hallmarks of the S&P InTegrity approach include the 

framework’s flexibility and its scalability, both of which came 

into play during the Children’s National Cerner Clinically driven 

Revenue Cycle implementation.

During the course of the implementation, the scope was 

expanded to include additional departments and practice groups 

across the Children’s National network. New stakeholders were 

introduced from groups such as Patient Accounting, Patient 

Access, and Charging—along with a large group of end-users and 

managers from CNH’s extended provider network.

Designed to scale, the S&P InTegrity framework was seamlessly 

expanded to now include these larger constituent groups—

bringing along the same tools and strategies.

But an expanded scope wasn’t the only “curveball” thrown 

at this project. Within months of the project’s kick-off, the 

COVID-19 pandemic forced a completely new way of working 

onto everyone involved with the effort.

A Project Management Strategy That’s Flexible and Scalable



MORE ABOUT S&P CONSULTANTS, A NORDIC GLOBAL COMPANY

At S&P Consultants we use a proven framework—S&P InTegrity—that lets clients confidently forecast the allocation of 

resources and the likely timing of a merger project. This process has been tested dozens of times under real-world 

conditions. Our dedication to doing right by our clients has earned us recognition by KLAS including a 2021 “Best 

in KLAS” award for implementations requiring eight or fewer resources and a 2022 “Best in KLAS” award for 

Technical Services. Learn more.

According to CNH’s CFO, Lindsay, this effort to communicate 

value is felt both down—and up—the chain of command: “S&P 

was able to get our leadership engaged, which made a real 

difference in the ultimate success of the project. They were 

able to provide unbiased feedback, based on their experiences 

with other clients. Their advice was always blunt and direct, and 

I think our C-suite really appreciated that. It enabled them to 

make clearer decisions.”

An attitude of respect and openness often pays great dividends, 

according to Fosnough. “Everyone comes to work wanting to do 

a good job,” she explains. “We give them the tools to do it, and 

the candid feedback that holds them accountable.”

From the C-suite, Lindsay has been pleased with the way the 

implementation project has been managed: “The implementation 

has gone well, overall. Our biggest stressor was around 

professional coding, where millions of dollars are at-stake, but so 

far that has gone well. I am glad that we have the tools now in-

place to make some real progress.”

Daymont, the VP of Revenue Cycle agrees: “Our CEO and  

Board have been incredibly pleased with the ability to clearly see 

metrics at the macro level—and we have reported some great 

KPIs since implementing the Cerner revcycle solution. So many 

doors have been opened to us now in terms of revenue cycle 

management. Moving from an over-reliance on paper, to a 21st-

century system with optimization options to use natural language 

processes and AI technology for tasks like docu-coding is very 

exciting. We wouldn’t be where we are if it wasn’t for S&P.” 

Sharing the Results. Sharing the Credit. Sharing the Rewards.

Helping stakeholders see a larger picture—and how their 

individual efforts contribute to wide-scale organization 

progress—is another area that S&P Consultants emphasize in 

their approach to project management.

Sometimes it’s a matter of educating contributors who are 

participating in an IT implementation for the first time—and, 

as a result, have a very different sense of urgency. Fosnough 

recalled a pharmacy group on one project that thought they 

could have three weeks to complete a status input request. “We 

had to negotiate something better,” she laughs, “but I spend a 

lot of time on the phone—negotiating with busy people—finding 

out what can work for their group, and for the larger effort.”

“I try to help people gain some perspective and motivation 

around each discrete task,” Fosnough says. “Helping people 

understand that there are opportunities to improve upstream 

activities that will have a huge effect—in billing, for example, 

because the causes and effects aren’t always apparent to 

each group individually. I also stress the ultimate value of a 

given activity—tying our improvements to the bottom-line or 

operational costs whenever possible,” she explains. “I’ll say, ‘If 

you invest an hour a week on this now, it will help you go much 

faster—forever in the future.’”

Each Success Builds Towards the Next
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