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Epic IT Consulting for the Healthcare Industry 
 

Nordic Consulting, founded in 2010, is the largest Epic consulting firm in the 
country. They focus exclusively on Epic software implementations, extensions, 
upgrades, support and optimization. In 2012, KLAS ranked Nordic Consulting #1 
in Epic Staffing and Implementation Support in its report, Navigating the Sea of 
Epic Consulting. 
 
Interview conducted by: Lynn Fosse, Senior Editor, CEOCFO Magazine 
 
CEOCFO: Mr. Bakken, what is the vision at Nordic Consulting?  
Mr. Bakken: We help healthcare organizations leverage the latest information 
technology innovations to deliver better, safer and more affordable healthcare to 
their patients.  
 
CEOCFO: That is a broad field. Are you working with hospitals? Are you 
working with medical practices? When might they call you in?  
Mr. Bakken: Yes, we work with hospitals, as well as healthcare organizations 
that own many hospitals and clinics. These organizations have standardized on 
Epic software for their electronic medical record platform.  
 
CEOCFO: Is that the most commonly used today? 

Mr. Bakken: It is. Epic’s customers, who are located throughout the country, provide healthcare services to 
more than half of all U.S. citizens. 
 
CEOCFO: Do larger organizations typically work with someone else when they are implementing the 
system or would they turn to you when they are having specific issues that they would like to address? 
Mr. Bakken: We work with healthcare organizations at all phases of their projects. This sector has grown 
exponentially for a couple of reasons. In 2010, two new government regulations went into effect: The 
Affordable Care Act, and the High Tech Act, which paid incentives to healthcare organizations to implement 
electronic medical records. The hope was that healthcare would leverage technology to learn from each other, 
as well as drive down costs to provide safer, better care in the process. Fortunately, this is starting to work. 
That was back in 2010, which happens to be when I started the company. (I actually started Nordic a week 
after the Affordable Care Act was signed into law.) Another thing that’s been good for us is our location in 
Madison, Wisconsin, which happens to be the headquarters of Epic Systems. This gives us a slight competitive 
advantage because all of Epic’s customers have to fly here for training, implementation support and guidance. 
Also, there’s a pool of well qualified potential hires in the area.  
 
CEOCFO: How do you approach your consulting role? There are so many regulations, so much change 
and so much confusion. What is your process?  
Mr. Bakken: There aren’t enough experienced people out there who understand Epic’s software, and the 
demand has grown exponentially over the last four years. Our consultants have an average 10-years of 
experience and four Epic certifications, so they can hit the ground running when a new customer calls us and 
says, “This is brand new to us. Do you have anyone who can help us in this area?” When I say “this area,” 
think of Epic like Microsoft, where there are numerous Microsoft programs like Word, Excel and PowerPoint, 
for example. Epic has more than 50 different applications for areas such as pharmacy, lab work, maternity, 
billing, invoicing and scheduling. Our staff is certified to work with each of those applications, and we’re proud 
to have the most Epic-certified consultants in the country. Nordic was ranked number one by KLAS for Epic 
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Staffing and Implementation. Think of KLAS as the Consumer Reports or the JD Powers of the healthcare 
industry.  
 
CEOCFO: Why do you like Epic? What are the advantages overall?  
Mr. Bakken: What I like about Epic is that they put the patient at the center. The founder, Judy Faulkner, is a 
brilliant woman. She started in 1978. She’s a computer science graduate, like myself. She designed the 
software from the ground up, and it evolved over the last 30-plus years to a platform that all works together. 
There are huge benefits to that. I think that’s why they’re the industry leader. Physicians, nurses and 
healthcare providers like it because everything works together—from the internal application that guides a 
surgeon through the pre-surgery checklist, to the mobile apps around that, to the program that lets patients 
refill their own prescriptions. It allows telemedicine to come into play—hospitals in remote areas can leverage 
the expertise of colleagues in bigger cities for their opinions. Ultimately, that makes care more efficient by 
delivering the right care faster. 
 
CEOCFO: How do you increase the user friendliness for your clients? So many systems claim to be 
and are not. What are you able to do to make it easier? 
Mr. Bakken: We work with over 90 healthcare organizations in 39 states and we’re able to leverage the 
collective experience of our 350 consultants. As a whole, they’ve worked with more than 85 percent of Epic’s 
customers. Our team has seen a lot and we’re able to capture their collective knowledge with software that 
helps them learn from one another. Our customers benefit from our ability to share what we’ve learned. 
Obviously, it’s great to bring in someone who’s “seen the movie before” and says, “Here are some of the things 
you might want to consider.” That’s part of what makes us easy to work with and one reason why clients bring 
us in. In the future, I can imagine the industry leveraging the investment in electronic medical records to drive 
down the cost of healthcare, make care safer and get better results for patients. Less infections, less 
readmissions and fewer accidents. 

 
CEOCFO: Do you know if hospitals and medical organizations make use of what you provide or do 
they sometimes just implement and then let it go? Do you do follow ups in that direction? 
Mr. Bakken: They absolutely use it. They have to. Government payments for Medicare and Medicaid make up 
roughly 60 percent of every hospital’s revenue. Every hospital’s biggest customer is the government. Now, the 
government is saying, “We are going to pay you this much for this type of surgery or this type of sickness or 
this type of injury.” The only way healthcare organizations will get reimbursed by the government is to show 
what procedures they performed and prove that they have the results. Epic software gives our customers the 
technology to prove they’re getting the intended outcomes required by the government, and that they did the 
work in order to be reimbursed.  
 
CEOCFO: Would you pick an area and provide a concrete example of how you have augmented Epic 
so that it runs better?  
Mr. Bakken: One of our clients, a large healthcare organization in North Central Wisconsin, is a good 
example. They hired Nordic to look at their Epic implementation to see if we could optimize it. They were an 
early Epic adopter who’d been using the system for a number of years. Over time, there were software 
upgrades, new features and enhancements they hadn’t done. We were able to come in and point out a number 
of features that they’d already purchased but which hadn’t been activated. Our Optimization team showed 
them ways to use the software to get a lot more done with fewer people, and they were thrilled!  
 
There’s a shortage of nurses and doctors, so anytime they can free up time for more strategic things, it drives 
down the cost for everything. That’s just one example of how a healthcare organization can save millions of 
dollars a year without having to let people go. Technology can be used to fine-tune processes, drive care 
delivery and eventually to identify superior care, from the sense where you can look at individuals and say, 
“This physician is getting great results. His or her patients have fewer infections and less readmissions. 

“Our job is to constantly prove our value, just like any business, by coming up with 
ways to leverage software to help healthcare organizations lower their costs, while 
improving care and making people healthier at the same time.” - Mark Bakken 
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They’re getting good things done. What are they doing that’s different than everyone else? Whatever they’re 
doing, let’s tweak all of the software and let everyone else start doing those things so we can get the same 
results across the entire organization.”  
 
CEOCFO: Would you tell us about your new office? 
Mr. Bakken: Our new office is wonderful! Last year, we were spread out in three different buildings, so it’s 
great to have everyone in one place. The new space also allows us to have a Remote Solutions Center, which 
is another way we can help organizations drive down costs. Our clients can work with the same highly 
experienced consultants, but for 30-40 percent less, plus they don’t have to pay for travel and lodging to have 
them on site. We can do help desk calls. We can do testing. We can do report writing for the government’s 
Meaningful Use standards and other things. Think of it – instead of sending work offshore to India, it’s “on 
shore” to Madison! 
 
CEOCFO: Business is good, so how do you continue the trajectory? How are you able to 
accommodate all of the business that I am sure is going to continue, given the healthcare situation?  
Mr. Bakken: Healthcare is under a major transformation, as I said. There are many challenges for the industry 
to continue to do things more efficiently. Software and information technology are the equivalent of robots in 
the manufacturing world—they allows us to set up repeatable processes, which can help keep costs down. Our 
job is to constantly prove our value, just like any business, by coming up with ways to leverage software to help 
healthcare organizations lower their costs, while improving care and making people healthier at the same time.  
 
CEOCFO: Why is Nordic Consulting Partners an exceptional company? 
Mr. Bakken: It’s our people. They’re the reason we’ve grown so fast. We are just four-years-old. We have over 
400 employees and are doing business in 39 states. We hire the best people—we know what to look for in a 
good consultant. They’re the people who have the right attitude, who can connect with other people and are 
good mentors. They’re able to transfer knowledge to people who’ve never worked with the software before. 
They have great communications skills. They’re very diplomatic. They know how to build consensus. It’s not 
easy to find people with those soft skills, who also have technical experience. We find people who have all 
that, which is very unique. Customers are looking for people who can roll up their sleeves, get the work done, 
but who also come in and don’t cause issues. They hit the ground running and get results. And when we leave, 
the health system’s team can take it from there. That’s what has made us successful. 
 

 
BIO: Mark is an experienced IT executive and seasoned entrepreneur with more than 20-years of IT consulting 
experience. As Nordic’s co-founder, he combined his passion for business with a vision of delivering superior 
IT consulting to the healthcare industry. 
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