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Our health care system faces fundamental change over the next ten years. But where is the
change going and how will we be better off and where will we be worse off? The bad news is:
Quality gaps are still everywhere. Safety is scary and risks are everywhere. Costs are increasing at
near or into double-digit rates. Waste is extensive. Delivery systems are outmoded. Access for many
is restricted.

So what is the good news? Technologies are bringing new and better diagnostics and
therapies. Outcomes are being measured better. Best practices and accountability is better
understood. Patients, families and consumers are more informed and taking more control over their
health treatment and disease prevention.

Will the good news solve the problems of the bad news? Perhaps a little, but largely no and
in some cases matters could be made worse. Then where can many of the answers to improvement
be found? In most cases the bad news problems are the result of poor systems and process designs
and not due to poor people. Indeed the persons delivering health care in the U.S. are the best in the
world. So the answers can be found by improving the systems and processes of delivery. And we
know how to do this improvement by using a management science systems approach based on
information and decision-aiding models coupled with outcome measures, best practices and systems
accountability. This approach has made the United States the envy of the world in business and
military sectors. Can it be applied in health care delivery with similar results? The short answer is
yes but it will not be easy and will take some time. Fortunately, an increasing number of operations
research/management science persons are working on these improvements in the health care sector.
Also because of several Institute of Medicine white papers, many providers in the health care
delivery community are beginning to embrace systems thinking to help solve many problems.

I will discuss the bad news, the good news and the pending system and operational changes
and challenges facing health care delivery. Then I will conclude with some of the new and excellent
work being done and what still needs to be done to greatly improve quality, safety, costs and access
for American citizens.
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