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In Reply Refer To:

To Whom It May Concern:

I have known Bonnie Hovel for the past 13 years, since January 1994, in various capacities while

she worked for the VA Puget Sound Health Care System and as a consultant after she retired

from Federal Service in November 1998.

As an employee, she was initially hired as the Total Quality Improvement (TQI) Coordinator.
The TQI program was the start of the VA's National Improvement efforts that have led to the

recognition that the VA is the best Health Care System in America. She was the primary staff

advisor for quality to the facility's senior leaders and other managers. The purpose of these

efforts was to foster an environment and culture of "quality in daily work" (doing the right thing

the first time, every tirne, and all the time). Specific activities included facilitating off-site

Leadership retreats and meetings to build ateam,leadership and support to the Quality Council,

and helping to guide the Council in establishing organizational objectives and goals (the vital

few).

During this time the VA consolidated the VA Medical Centers at Seattle and American Lake

under a single management team. Ms. Hovel was a key individual in working through the

cultural differences between the two organizations to develop and disseminate common Mission,

Vision, & Values statements. She was instrumental in bringing together employees from

different backgrounds and work environments to prepare them for the change to a single
management structure, to work towards quality in daily work and prepare them for future changes

in their work. This included large rnulti-disciplinary work groups in Primary Care, Mental

Health, and cross-functional teams in Cardiac Care, Depression, High Blood Pressure, and Safety

in Patient Admissions.

When Washington State was developing the State-wide plan for Health Care Refonn the VA

Medical Center participated in the planning to prepare for its post reform role. The VA

conducted several customer surveys to determine the needs and preferences of its current and
potential future patients. She worked with Boos, Allen, & Hamilton and the Gallup Organization

to design and conduct focus groups related to Patient Satisfaction, and developed and reported

findings to the organization.

Ms. Hovel developed, implemented, and coordinated an internal Customer Service training
program for all employees. During this period of time the VA Medical Center had the highest

customer satisfaction in the VA nationwide. She also developed an Employee Satisfaction
Survey which was used to assess and improve the environment for staff.

Ms Hovel designed the program, developed and trained a cadre of internal facilitators
(approximately 40 staff) to conduct team development and quality improvement activities at all

levels of the organization and use the skills leamed in their daily work as well as meetings.
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After her retirement in November 1998, she continued to provide services to VA Puget Sound
Health Care system through her company, GroupWyse (Organization Development Services).
These included teaching a recuring, annual Basic Facilitator Training course and Facilitator
Skills Enhancement in2003 and 2005. In addition, she conducted in-depth interviews of
ernployees and conducted a series of meetings for the Business Office and Fee Services Sections
Of the Health Plan Management Service Line focusing on how to work in the changing
environment and the impoftance of teamwork. This involved using the Learning in Action
Technologies model to increase awareness of the role of self-accountability and self-reflection in

working through relationships.

My dealings and experience with Ms. Hovel over the past 13 years have all been positive. She
has proven to be exceptionally effective in dealing with those backgrounds and concerns that each
individual brings with them to the work site. In my experience in a Health Care Environment,
this 'soft side' of change is the critical factor that must be addressed to effectively adapt to and
embrace change.

I would not hesitate to recommend Ms. Hovel to provide assistance to various organizations,
including health care clinics, government agencies and nonprofit orgutizations to assist with
planning and implementing appropriate, necessary change. Her continued involvement will result
in improved productivify that will more than pay for the cost of her services.

Please feel free to contact me if you have any questions or would like additional information.

VA Puget Sound Health Care System

Sincerely,


