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нлмм [±a ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ƻŦŦŜǊǎ ǘƘǊŜŜ ŎƻƴŎǳǊǊŜƴǘ 
tracks: 

¶ Clinical 

¶ Marketing 

¶ Training 

There are more than 25 sessions to choose from 
including real-life client applications, software training / 
support sessions and strategic presentations examining 
emerging trends in the healthcare call center profession. 
Agenda topics and speakers are subject to change. 

¢ƘŜ [±a ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ŦŜŜ ƛǎ ϷрфрΦ  

Attention Nurses!   

This continuing nursing education activity was approved 
ōȅ ǘƘŜ !ǊƛȊƻƴŀ bǳǊǎŜǎΩ !ǎǎƻŎƛŀǘƛƻƴΣ ŀƴ ŀŎŎǊŜŘƛǘŜŘ 
ŀǇǇǊƻǾŜǊ ōȅ ǘƘŜ !ƳŜǊƛŎŀƴ bǳǊǎŜǎ /ǊŜŘŜƴǘƛŀƭƛƴƎ /ŜƴǘŜǊΩǎ 
Commission on Accreditation. 

Questions?   

Contact Cheryl Baker at 480-633-8200 ext. 296 or 
cheryl@lvmsystems.com  

Wednesday Evening Reception 

Hosted by LVM Staff 

Wednesday, October 19th    

4:15 pm ς 6:00 pm 

9ƴƧƻȅ ŎƻƳǇƭƛƳŜƴǘŀǊȅ ƘƻǊǎ ŘΩƻŜǳǾǊŜǎ ŀƴŘ ōŜǾŜǊŀƎŜǎ 

(cash bar is available). Take advantage of this great 

opportunity to get acquainted with the LVM Team, as 

well as other conference attendees. 
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SanTan Legado Hotel, Gilbert, Arizona 

mailto:cheryl@lvmsystems.com


The Legado Hotel in Gilbert, Arizona captures the beauty and 
hospitality of the Southwest.  This boutique hotel features a 
blend of Tuscan and Mediterranean design with just a hint of 
Spanish Colonial and Moroccan architecture. As a full service 
hotel, guests will enjoy every convenience from room service, 
ŦǊŜŜ ƛƴǘŜǊƴŜǘΣ пнέ Ŧƭŀǘ ǎŎǊŜŜƴ I5 ¢± ǿƛǘƘ ǾƛŘŜƻ ƻƴ ŘŜƳŀƴŘ ŦǊŜŜ 
movies, refrigerator, microwave, coffee maker, fitness center, 
heated pool, day spa services, gift shop, complimentary 
courtesy van service to the neighboring SanTan Village Mall 
and more. Adjacent to the hotel is the SanTan Elegante 
Conference & Reception Center. 

¢ƘŜ ǊƻƻƳ ǊŀǘŜ ŦƻǊ [±a ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ŀǘǘŜƴŘŜŜǎ ƛǎ Ϸммф 
per night, plus applicable taxes and gratuities. To receive this 
discounted rate, you must make your reservation by Sept. 27, 
by calling (888) 695-опноΦ aŜƴǘƛƻƴ ǘƘŜ [±a ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ 
to receive the appropriate rate OR book online at SanTan 
Legado Hotel and use the promo code:  LVM2011. 

Please make your hotel reservations early as only a limited 
number of rooms have been blocked for this conference. LVM 
does not guarantee room availability at the hotel. If hotel 
rooms sell out, there are other hotels within a few miles.   

These websites may help you plan an extended stay in Arizona. 

¶ www.arizonahighways.com             

¶ www.phoenixcvb.com    

¶ www.shopsantanvillage.com 

Transportation Options from Phoenix Sky Harbor 
International Airport 

¶ Taxi ς Approximately $45-$50 one way 

¶ Super Shuttle Shared-Ride Van Service ς call 800-258-3826 
or go to www.supershuttle.com to make your reservation 

¶ Rental cars available on-location at the airport 

Transportation Options from Phoenix/Mesa Gateway Airport 
(serving Allegiant Air) 

Complimentary hotel airport shuttle service is available if you 
are flying into Phoenix/Mesa Gateway Airport (Allegiant Air). 
Airport pickup can be arranged prior to your arrival by 
contacting the hotel, or, upon arrival at the airport, use the 
courtesy phone to arrange for shuttle service to The Legado. A 
courtesy phone is located at the baggage claim area in the 
airport terminal. Guests should retrieve their luggage prior to 
calling.  You will be asked your name, the airline you arrived 
on, and the number in your party.  

Conference Location and Accommodations  

SanTan Elegante and Legado Hotel 

1800 S. SanTan Village Parkway 

Gilbert, AZ 85296 

(888) 695-3423 

http://www.hotelsgilbertarizona.com/
http://www.hotelsgilbertarizona.com/
http://www.arizonahighways.com
http://www.phoenixcvb.com
http://www.supershuttle.com


Tess Niehaus 

VP, Marketing, Communications and 

tƘȅǎƛŎƛŀƴ {ŜǊǾƛŎŜǎΣ {ǘΦ !ƴǘƘƻƴȅΩǎ 

Medical Center 

Tess Niehaus formerly 
served as Vice 
President of 
Marketing, 
Communications 
and Physician 

Services for 
Christian 

Hospital, a member of BJC HealthCare, 
and served for many years as the 
Corporate Director of Marketing for 
.W/Ψǎ ŎƻǊǇƻǊŀǘŜ ƻŦŦƛŎŜΦ aǎΦ bƛŜƘŀǳǎ Ƙŀǎ 
30 years of experience in healthcare 
marketing and sales, including working 
in the healthcare division of Procter and 
Gamble, Inc., and Pfizer Laboratories. 
She is currently the president of the 
Board of Directors for the Society for 
HealthCare Strategy and Market 
Development of the American Hospital 
Association. 

!ǘ {ǘΦ !ƴǘƘƻƴȅΩǎΣ aǎΦ bƛŜƘŀǳǎ ƻǾŜǊǎŜŜǎ 
marketing and communications strategy 
for the hospital and its physician 
organization and related business lines. 
In her roles at BJC, she has overseen a 
corporate call center, market research, 
customer relationship marketing, and 
patient satisfaction measurement for 13 
hospitals. 

David A. Thompson, M.D., FACEP 

Author of the Adult Triage Protocols and 
Self-Care Guides 

Dr. Thompson is a part-time faculty 
attending emergency 

physician in the 
Northwestern Memorial 
Hospital Emergency 
Department and also 

works clinically in the 
MacNeal Hospital 

Emergency 
Department. He is Board Certified in 
both Internal and Emergency Medicine. 
He served for six years as Medical 
Director and Chair of the Department of 
Emergency Medicine at MacNeal 
Hospital and five years as Medical 
Director of the MacNeal Health 
Network Medical Call Center.  

Dr. Thompson has a strong interest in 
the areas of quality assurance, training, 
and information technology. He has 
developed databases and educational 
tools to promote benchmarking and 
quality improvement for medical call 
centers and the emergency department. 
Working very closely with Dr. Barton 
Schmitt, Dr. Thompson has authored a 
comprehensive set of cross-compatible 
telephone triage protocols. He is the 
author of Adult Telephone Triage 
Protocols 2nd Edition, published by the 
American Academy of Pediatrics (AAP) 
and the author of the Adult HouseCalls 
Online.  

Barton D. Schmitt, M.D., FAAP 

Author of Pediatric Triage Protocols, 
Parent Advice Messages and Self-Care 
Guides 

Dr. Schmitt is a 
Professor of 
Pediatrics at the 
University of 
Colorado School of 
Medicine. He is 

the Medical 
Director of 

the After-IƻǳǊǎ /ŀƭƭ /ŜƴǘŜǊ ŀǘ /ƘƛƭŘǊŜƴΩǎ 
Hospital Colorado. Some of his 
accomplishments include the first book 
on pediatric telephone triage (Pediatric 
Telephone Advice, 1980), the first 
computerized pediatric telephone triage 
algorithms (NHES, 1994), the American 
Academy of Pediatrics publishing the 
printed version of his guidelines 
(Pediatric Telephone Protocols), an 
award winning child care book for 
ǇŀǊŜƴǘǎ ό¸ƻǳǊ /ƘƛƭŘΩǎ IŜŀƭǘƘύΣ ŀƴŘ ƻǾŜǊ 
100 articles and chapters on pediatric 
health care. 

Keynote Speakers  



Registration in Conference Center 

Wednesday, 7:30 ς 8:30 am 

General Sessions 

Wednesday, 8:30 ς 9:30 am 
�t���o���}�u�����˜���W�Œ���•�]�����v�š�[�•���������Œ���•�• 
Les Mortensen, President/CIO, LVM Systems 

Thursday, 4:00 ς 4:30 pm 
Closing General Session 
Wƻƛƴ ȅƻǳǊ ǇŜŜǊǎ ŀƴŘ ǘƘŜ [±a ¢ŜŀƳ ŀǎ ǿŜ ŎƻƴŎƭǳŘŜ ƻǳǊ нлмм ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ  

Keynote Addresses 

Wednesday, 9:40 ς 10:30 am 
Healthcare A to Z �t A 2011 Clinical Update for Telephone Triage Nurses 
David Thompson, M.D., FACEP 

In this session, Dr. Thompson will explore the following areas of interest: 

¶ Review the relevant medical advances and research from the past year 

¶ Update your understanding of health topics that have been in the news 

¶ Identify how to use this health information in your telephone triage care 

Wednesday, 10:40 ς 11:30 am  
Challenging Calls: What Would You Do? 
Bart Schmitt, M.D., FAAP 

In this session, Dr. Schmitt will explore the following areas of interest: 

¶ Which guideline would you use? 

¶ What are the potential serious causes of the main symptom? 

¶ What is the best disposition for this patient? 

Thursday, 8:30 ς 9:20 am  
���Œ�����z�}�µ���^�Z���(�}�Œ�u���Z�������Ç�M�_�����W�Œ���‰���Œ�]�v�P���z�}�µ�Œ�������o�o�������v�š���Œ���(�}�Œ���^�µ�������•�•���E�}�Á�����v�����]�v���š�Z�����&�µ�š�µ�Œ�� 
¢Ŝǎǎ bƛŜƘŀǳǎΣ ±tΣ aŀǊƪŜǘƛƴƎ ŀƴŘ /ƻƳƳǳƴƛŎŀǘƛƻƴǎΣ {ǘΦ !ƴǘƘƻƴȅΩǎ aŜŘƛŎŀƭ /ŜƴǘŜǊ 

Is your call center ready for the changes health care reform promises to make to our industry?  This session will test your overall 
knowledge of some of the high-level reform principles. There will be a competition and prizes for the winner! Once a foundation of 
understanding is established, we will discuss specific implications for success in the call center . . . now and in the future. 

General Sessions and Keynote Presentations  


