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wheroman@umass.edu
www.linkedin.com/in/wmheromanmd
SUMMARY 
Clinician  Educator  Coach  COO  CEO  Consultant  Speaker 
Certified Physician Executive and Certified Executive Coach with proven senior leadership experience including hospital and national health plan executive leadership positions.  Expertise in leading organizations in strategic planning, goal setting, execution, and results. Servant leader who enjoys referent influence by inspiring trust and strong relationships.  History of aligning organizations emphasizing trust, purpose, and teamwork.  Over 200 consultations with briefs and coaching to hospital and clinic CEOs and professional medical staff based on research of their facilities’ capacity and productivity data presented as information for decision-making and rapid process improvement.  Speaker and facilitator at regional and national meetings. 
· Received training in high reliability organizations (HRO), patient and workforce safety, and psychological safety and just culture. Lead for his organization in implementing and tracking HRO and Patient Safety and Quality measures.

· Experienced, agile, and resilient, medical lead in massive response to the COVID pandemic at 2,412 sites in 30 states and 3 territories providing testing (9,782,019), vaccines (1,053,089), and treatment (19,000) to underserved areas of the U.S.  
· In consultations with military hospitals and clinics, developed clinical, operational, and business case analyses for recapture of primary, specialty, and surgical care for potential savings of $270 million.

· As Chief of Staff, TRICARE Management Activity (TMA), Office of the Assistant Secretary of Defense Health Affairs, collaborating with representatives from all 3 Service Surgeons General offices, led team in developing a reengineering plan to optimize the Military Health System clinics and hospitals. 

Goal: Pay forward my opportunities and experience with passion for Leadership, High Reliability Organization (HRO), Patient Safety and Quality, and for Team and Individual Coaching.
Special skills and abilities include:  
· Team Building/Participative
· Insight into Strategic and Operational Planning
· Educator/Trainer/Coach
· Implementation with Adaptability, Agility and Speed at Scale 
· Relationships and Collaboration
· Emotional Intelligence/Respect for All

· Approachable/Active Listener 

· Servant/Transformational Leader

· Patient/Customer Centered
· Provider and Staff Focused
· Authentic/Genuine

RECENT PROFESSIONAL EXPERIENCE
American Association for Physician Leadership (AAPL)





2017-Present

Cohort Leader and Director, Certified Physician Executive (CPE) Capstone Program.  Physicians complete leadership training with 155 hours of tested AAPL course work or equivalent Master degree. 4-day capstone event emphasizing leadership philosophy, competencies and accomplishment, and project management.  4 capstones a year train a total of 240 candidates. Developed virtual version during the pandemic, allowing for an increase in international participation.  Coaching for the Cohort Leaders and for Participants in the Capstone Program.  Both afford opportunities for coaching at the team and individual level.  
Cognosante /ASM, a part of Accenture Federal Services Contractor to Veterans Health Administration (VHA) Central Offices’ High Reliability Organization (HRO) Leadership Coaching 

2024--2025
VHA’s journey to HRO is a long-term commitment to Veterans and the VHA workforce which supports a vision of becoming the “Safest Health Care System for All”.  VHA’s HRO implementation refers to the framework and activities used to implement common practices and integrate HRO behaviors across the VHA. 
Executive High Reliability Organization (HRO) Leader Coach


       Sept 2024-March 2025

Sponsored Coaching: Approached by Cognosante to become an Executive HRO Leader Coach in August 2024 for two of the Medical Center Directors (MCD) in the VHA system.  Received invaluable training to VHA specifications for implementation of HRO principles and coaching of Medical Center Directors and HRO staff and started in September.  Cognosante was sold to ASM, a part of Accenture Federal Services in January 2025 who continued the contract with VHA. Developed coaching relationship with the two Medical Center Directors and their HRO staff and made measurable progress in coaching them to an intense focus on preventing harm, communicating in a structured and systematic manner, cultivating a culture of safety and continuous learning and improvement.  Received positive feedback from both MCDs.  The contract was in its 6th and final option period through September 2025.  In March 2025, the VHA decided to end the contract early. 
Certified Executive Coach by the Center for Executive Coaching, July 22, 2023

2023-Present
Fulfilled rigorous requirements including best practices in executive coaching utilizing active inquiry. 
Individual Coaching since certification to present. 
United Health Group (UHG), Minnetonka, MN / San Diego, CA



2013-2023
UHG is a multinational health insurance and services company selling insurance products under UnitedHealthcare, and health care services and care delivery aided by technology and data under Optum. Optum Serve (OS) is Optum’s business line interacting with federal, state, county, and municipal healthcare agencies. OS is also the business line for preparedness and emergency response for government and private companies. 
Chief Medical Officer, Optum Serve Clinical Services and Quality, Preparedness, and Emergency Response (OSPER)









 
2022-2023

With UHG emphasis on clinical quality, patient and workforce safety, High Reliability Organization (HRO), and preparedness and emergency response, CMO duties were refocused at OS in 2022. 
· Lead at OS for UHG pursuit of HRO, patient and workforce safety, and clinical quality.  OS representative at UHG CMO’s Quality and Patient Safety Summit in September 2022. This included training by Institute for Healthcare Improvement (IHI) on implementation of the National Action Plan to Advance Patient Safety and pursuit of High Reliability.  It also included training on implementation of a Culture of Safety, Psychological Safety and Just Culture by David Marx, founder of Just Culture Company.
· Educated and coached OS leadership, middle management, and frontline staff on importance of quality, safety, and HRO.

· Lead on administering the IHI Self-Assessment Tool on status of patient and workforce safety to OS leadership as well as to middle management and frontline staff. 

· As OS’s Lead, partnered with Optum Health Quality and Patient Safety who described OS as most engaged business line within Optum Health.  

· Lead in the development of OS quality and safety metrics that were reported to Optum Health and to UHG CEO/Board level.
· Established OS patient safety and quality committee that oversaw reporting of near misses and harm in peer review setting to include all OS contracts with patient interaction. Metrics and peer review led to root cause analysis (RCA), corrective action plans (CAP), and quality improvement projects (QIP) with measurable results.
· Developed comprehensive instruction on HRO and patient safety and quality for University of California, San Diego’s (UCSD) “Current Topics in Healthcare” series and presented to students in UCSD’s Master in Advanced Studies (MAS) Leadership of Healthcare Organizations Program. 
Chief Medical Officer (CMO), Optum Serve (OS), Optum 




2018-2022
First CMO at newly formed Optum Serve reporting to OS CEO. 
· Logistics Health Incorporated, (LHI), now Optum Serve Health Services was acquired with several contracts including DOD Reserve Health Readiness Program (RHRP), Veterans Benefit Administration (VBA) nationwide contract providing disability assessments for compensation and pensions, Case Management for the National Institute for Occupational Safety and Health (NIOSH) World Trade Center Health Program for 9/11 beneficiaries, and other health maintenance contracts including two large railroads. Through relationships and collaboration, clinical integration of LHI with OS was successfully achieved. 
· Assumed oversight of 11 Medical Directors including Optum Serve Health Services contracts, recruited, hired, and supervised Med/Surg and Behavioral Health Medical Directors for the 3 VA Community Care Network (VACCN) contracts and recruited Deputy CMO to assist in the COVID response contracts. 
· Nurse Advice Line (NAL) serving Department of Defense (DOD) beneficiaries worldwide.  

· Medical Lead in RFP and implementing the worldwide Nurse Advice Line (NAL) for the Defense Health Agency (DHA). Instrumental in overseeing nurse guidelines and working with Program Manager and DHA to meet contract requirements for responsiveness and safety. Partnered with OS Information Technology in the development of the NAL database built to contract specifications.  
· Oversaw development of the quality and safety program including peer review and data reporting to DHA. The NAL serves 9M beneficiaries worldwide and delivers 1200 calls per day. The NAL decreased Urgent Care and ER visits by 26% while achieving measurable quality and patient safety. 
· Lead in selecting telehealth services and implementing acute care telehealth pilot within the NAL contract.  
· Instrumental in URAC accreditation of the NAL program.
· VA Community Care Networks (VACCN), Regions 1,2,3. (36 states, Puerto Rico, U.S. Virgin Islands, District of Columbia)
· As CMO, oversaw implementation of quality and safety and peer review infrastructure to meet contract requirements for all 3 large VA Community Care Network contracts.
· Developed excellent relationships with VHA Medical leadership at VHACO, VISN, and VAMC levels.  

· Chaired monthly VA/OS Quality and Safety Committee for all 3 regions. Metrics led to Root Cause Analysis, Corrective Action Plans, and Quality Improvement Projects for measurable results. These meetings received continuous praise from VA clinicians and leadership in attendance.  
· COVID Pandemic Response
· Medical Lead in massive COVID response nationwide
· Became Subject Matter Expert (SME) on CDC COVID information and response and as internal consultant/integrator to multidisciplinary OS teams including education, equipment and supply logistics, staffing, policy/procedures, quality and patient and workforce safety, and multiple growth and business development activities including RFIs and RFPs. 

· Also served as clinical liaison to federal, state, and local health agencies and private companies for quick joint decision making based on ever-changing scientific evidence and CDC guidelines at points in time. Adaptability, Agility, Speed, Resilience, Relationships, and Collaboration were invaluable traits in these unprecedented endeavors. 

· Most of the government sites and contracts were in underserved areas. 60% of patients were minorities.
· Connected to C-Suite but also invaluable connection to front line staff at the sites with on-site visits to give thanks and encouragement as well as weekly virtual Zoom educational and status updates with site leads. 

· Developed efficiency, quality, and safety metrics for the multiple sites nationwide to include testing, vaccine storage/transport and vaccinations, monoclonal antibody treatment, antiviral treatment, and Test to Treat sites delivering rapid testing and antiviral therapies in the same visit. Rapidly developed electronic health record collaborating with telemedicine subcontractor and state health department that gave telehealth physicians a structured safe record with guidelines to determine high risk patients and drug interactions with antivirals as well as safe dosing to meet FDA requirements and reporting. 
· Medical Lead for contract in running border intake health clinic sites for asylum seekers in California that included COVID testing, quarantine and isolation management as well as treatment, vaccination, acute care needs, and management of chronic conditions while at the intake centers.
· Medical Lead for large events, sites, and contracts for testing, vaccines, and treatment at scale for federal agencies, state and county health departments, FEMA, and private industry. 
· Medical Lead for nationwide COVID Response, May 2020 – March 2023
· Testing: 1,743 sites in 30 states. 9,782,019 tests for 4,200,589 patients May 2020 – March 2023. 
· Vaccines: 523 sites in 16 states and 3 U.S. Pacific territories. 1,053,089 vaccinations for adults and children. May 2020 – March 2023
· Monoclonal Antibodies: 3,987 patients evaluated for monoclonal antibody Rx for CA Department of Public Health (CDPH) and at sites in 3 Pacific territories for FEMA. 
· Test to Treat sites: sites that offered testing and Rx at same visit and site. 749,382 tests, 27,000 evaluated for high-risk conditions for antiviral Rx (Paxlovid or Lagevrio), 19,000 antiviral treatments dispensed at 146 sites in CA. June 2022 – March 2023
United Healthcare Military & Veterans (UHCM&V)





2013-2017
Healthcare Support Contractor for TRICARE, West Region.

Chief Medical Officer Reported to President, UHCM&V. Oversight of Clinical Services which included UM, CM, DM, Clinical Quality, Population Health, and Medical Directors. Also responsible for consultation to Military Treatment Facilities (MTFs) service lines (O.R. Suites, PT, clinics, etc.) providing data, analysis and coaching/recommendations on recapturing care from the network.  

· Developed “Quality Consult Rounds” (QCR) that involved specialists developing referral guidelines and talks to the PCMs to improve the quality of referrals and decrease patients being sent to the network. This decreased purchased care spend in one medical center Orthopedics Department by 16% in the first 6 months. This was subsequently implemented in 12 Physical Therapy (PT) and 3 Orthopedics clinics.
· Changed PT initial visits from 20 to 12. This with QCRs, decreased utilization by 10% for $9M in savings.
· Case and Disease Management avoided $5.5M in costs with interventions based on gaps in care identified in Impact Pro the predictive risk modeling tool.
· With consultations and business case analyses, convinced MTFs to use a task order vehicle to fill vacant positions due to deployments. 214 positions filled saved the government $10M in healthcare costs.
· Oversaw Clinical Quality Management which included successful NCQA Health Plan Accreditation. 
· Consultations to MTFs included 40 Primary Care Clinics, 44 Surgical and Medical Specialty Clinics and Service Lines, and 4 ER Transfer Centers for accumulative $149M in cost savings from recapture. 
TriWest Healthcare Alliance, Phoenix, AZ / San Diego, CA




2004 - 2013
Healthcare Support Contractor for TRICARE, West Region.
Vice President, Health Plan Design & Management

Developed and operationalized a consultative service to optimize healthcare delivery in 55 military medical centers, hospitals, and clinics with the goal of integrated, quality population-based health care that was accessible, data-driven, and measurably effective and efficient.
· Developed projects involving clinical, operational, and business case analyses to recapture care from the civilian network back into the military facilities that produced a potential savings of over $121 million. 
· Consulted in over 125 Primary Care Clinics with executives, physicians, and staff to improve clinic efficiency stressing the principles of Patient Centered Medical Home. These facilitated 3-day sessions resulted in increased access and decreased purchased care costs in the ER by 11%, primary care costs by 14%, and urgent care cost by 43%. These included in briefs and out briefs and coaching for Commanding Officers (CEOs).
· Consulted in Behavioral Health clinics, ERs, Surgical Services (including referral management, clinics, pre op, O.R., and post op areas), OB-GYN, Physical Therapy, and other specialties improving demand and capacity management, visit/case productivity, and efficiency.
· Assisted academic medical centers with strategic planning and with recapture of patients and cases for Graduate Medical Education (GME) programs and provider proficiency.
· Published “Demand Forecasting and Capacity Management in Primary Care”, Physician Executive Journal, January/February 2012, Vol. 38 Issue 1.
· Presented “Practical Implementation of Patient Centered Medical Home” at the 46th Annual Uniformed Services Pediatrics Seminar, in Seattle, Washington in March 2012.  
Education, Certification

· MD, University of Arkansas College of Medicine, Little Rock, 1975.

· MBA, University of Massachusetts, Amherst, 2006.

· CPE, Certified Physician Executive, Certifying Commission in Medical Management (included 256 tested hours, American College of Physician Executives (ACPE, now AAPL), 2003.

· CEC, Certified Executive Coach, Center for Executive Coaching, 2023

· Board Certified, Pediatrics, Feb 1981
· Board Certified, Neonatal-Perinatal Medicine, Oct 1981.

· Perinatal-Neonatal Fellowship, Uniformed Services University of the Health Sciences, Bethesda, MD  1979-1981

· Pediatric Residency, National Naval Medical Center, Bethesda, MD 1975-1978.
Licensure, Professional Associations, Awards, Appointments, Publications

· Medical Licenses: California #C-42263, Arkansas #C-4938
· American Association for Physician Leadership, AAPL (Formally American College of Physician Executives, ACPE), Fellow. Distinguished Fellow, 2020

· American Academy of Pediatrics, Fellow

· American Academy of Pediatrics Uniformed Services Pediatric Section Lifetime Outstanding Service Award, March 2003
· American Hospital Association Federal Healthcare Executive Award for Excellence, March 2004
· PICU and Pediatric subspecialty procedures area at Naval Medical Center, San Diego named “W. Mitch Heroman Children's Health Center and PICU” announced at Navy Retirement Ceremony
· California Association of Neonatologists, Member
· Advisory Board and Lecturer, University of California, San Diego’s Master in Advanced Studies (MAS) Leadership of Healthcare Organizations Program. 2019 - 2024
· 17 publications (5 first author); full CV available on request
Military Medicine Professional Experience 1981-2004
U.S. Naval Surface Forces, Amphibious Base, Coronado, CA




2003 – 2004
Command responsible for training, equipping and maintaining readiness of Surface Forces ships.
Force Surgeon

Physician in charge of 400 healthcare providers on 204 surface vessels and 40 shore commands caring for 96,000 Sailors and Marines in the Pacific and Atlantic Fleets.
Naval Hospital, Marine Corps Base, Camp Pendleton, CA




2000 - 2003
Health system for 128,000 covered lives: active duty, family members, and retirees.  

Commanding Officer (Chief Executive Officer), responsible for core hospital, 11 clinics in 2 states, 1800 employees, and a budget of $81 million.  
· Saved $9.5 million on network purchased care by recapturing patients into the clinics and hospital.  Awarded “Best Managed Health System” by Regional Command.

· Implemented disease management programs in diabetes, congestive heart failure, and childhood asthma.  Annual HbA1Cs in diabetic patients increased from 27% to 90%.  In good control from 75% to 89%.  

· Implemented same day appointing in primary care clinics with 99% access on same day
· Established call center and maintained goal of call abandonment rate of less than 4%. 
· Implemented a 9-visit vs. 14-visit prenatal protocol later adopted by the Military Health System.  The Maternal Infant Service awarded California Council for Excellence’s Malcolm Baldrige-based “California Eureka Award”.

· Decreased time from consult to first specialty visit from 4 weeks to 9 days. 

· Awarded Surgeon General’s “Best Navy Hospital in Customer Service Award”.

TRICARE Management Activity (TMA), Office of the Assistant Secretary of Defense for Health Affairs (ASDHA), Pentagon, Washington DC / Falls Church, VA




1998-2000
TMA managed TRICARE, the military health insurance program 

Chief of Staff, Executive level support to Director, TMA.  
· Led the development of TMA’s first strategic plan and performance metrics. 

· Led the Military Health System (MHS) Reengineering Coordination Team (representatives from each of the Surgeons General offices) that developed a plan to optimize clinics and hospitals to recapture care.

Naval Medical Center, San Diego, CA (NMCSD) 






1981 – 1998
Military’s largest medical center: 3,650 employees, $175 million budget.
Deputy Commander (Chief Operating Officer)





1996 - 1998
· Acting Commander (CEO), June – August, 1998

· Implemented extended evening and weekend clinic & main operating room hours.

· Decreased outsourcing of care to the network resulting in a savings of $28.6 million. 

Director, Graduate Medical Education 






1994 – 1996
· 356 fellows, residents, and interns in 34 training programs. 5 year RRC accreditation 
Chairman and Residency Program Director, Pediatrics 
5 year RRC accreditation
1992 – 1996
Director, Pediatric Critical Care Division, NICU and PICU



1991 – 1992
Director, Newborn Medicine and Intensive Care Unit 




1981 - 1991

· Justified construction of the Navy’s first Pediatric ICU. Opened March 1991.

· Justified and expanded Newborn Intensive Care Unit from 12 to 36 beds. 1990
· Justified sponsorship by the Uniformed Services University of the Health Sciences to establish the Pediatric Advanced Life Support (PALS) Program in the Military. Started and taught PALS Instructor Courses at 22 MTFs worldwide. 
