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LVM Systems 2011 Usersõ Conference 

¸ŜŀǊ ƛƴ ŀƴŘ ȅŜŀǊ ƻǳǘΣ ǘƘŜ [±a ŀƴƴǳŀƭ ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ǇǊƻǾƛŘŜǎ ǘƘŜ ōŜǎǘ ŜŘǳŎŀǘƛƻƴ ŀƴŘ ƴŜǘǿƻǊƪƛƴƎ ŀǊƻǳƴŘ [±aΩǎ 

flagship healthcare call center software ς Centaurus. Whether you are considering upgrading your call center to 

Centaurus or you are a long-time super user, this conference has something for you. 

Why Attend This Conference? 

Simply put, this is the largest gathering of Centaurus 
users anywhere. As healthcare call centers are asked to 
do more and more, Centaurus has the depth and 
flexibility to adapt to your ever-changing needs. At this 
conference, you can interact with Centaurus and call 
center experts who have overcome many of the 
challenges you face. 

Who Should Attend? 

¶ Healthcare call center managers and staff 

¶ Marketing professionals with call center oversight 

¶ Telephone triage health professionals 

¶ Physician relations personnel 

¶ Centaurus Super Users 

¶ Professionals interested in learning more about LVM 
and/or the healthcare call center industry 

¶ Healthcare call center IT managers  

Continuing Education Credits 

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

Networking 

This is the best and most casual atmosphere in which to 
interact with your peers. Several social functions are 
built into the conference schedule.  

Three Educational Tracks 

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 universe. 
Agenda topics and speakers are subject to change.  
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7:30 ς 8:30 a.m.  Registration and continental breakfast in Elegante Conference Center 
 
8:30 ς 9:30 a.m.  General Session: ²ŜƭŎƻƳŜ ϧ tǊŜǎƛŘŜƴǘΩǎ !ŘŘǊŜǎǎΣ [Ŝǎ aƻǊǘŜƴǎŜƴΣ tǊŜǎƛŘŜƴǘκ/LhΣ [±a {ȅǎǘŜƳǎ  

Clinical Marketing Training 

KEYNOTE ADDRESS:  

Healthcare A to Z ς A 2011 Clinical Update for 
Telephone Triage Nurses 

Dr. David Thompson 

Using CRM to Add Value to the Patient 
Experience Within the Call Center 

Jeff Herman, Product Manager, CPM Marketing 
Group, Madison, WI & Barbara Krah, Director, 
Customer Contact and Marketing Administration, 
Rush University Medical Center, Chicago, IL  

 

KEYNOTE ADDRESS: 

Challenging Calls: What Would You Do? 

Dr. Barton Schmitt 

Making Referring Physician Access Easy 

Mary Ann Hodgers, Information Technology 
Manager, University of Illinois Medical Center, 
Chicago, IL 

N-Centaurus ς Are you ready for a change?  

Kelly McCall, Quality Assurance, LVM Systems 

11:30 a.m. ς 1:00 p.m. Networking Lunch 

Health Care Reform: Leading the Transformation 

Traci Haynes, MSN, RN, BA, CEN, Director, Clinical 
Services, LVM Systems & Suzanne Wells, RN, BSN, 
aŀƴŀƎŜǊΣ !ƴǎǿŜǊ [ƛƴŜΣ {ǘΦ [ƻǳƛǎ /ƘƛƭŘǊŜƴΩǎ 
Hospital, St. Louis, MO 

How We Implemented Consumer Email!  

Sharon Hughart, Senior Manager, ResourceLink 
Information and Referral Service - Catholic 
Healthcare West Arizona Market, Phoenix, AZ  

Support Q&A 

Post Discharge Phone Calls: Balancing Customer 
Service and Clinical Needs  

Teresa Hegarty, RN, Clinical Nurse Manager, 
/ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ /ƻƭƻǊŀŘƻΣ !ǳǊƻǊŀΣ /h 

Promoting the Value of Your Call Center Through 
Internal Marketing 

Lorenzo Sierra, ABC, Marketing and PR Manager, 
LVM Systems 

Disease Management ς ¦ǎƛƴƎ [±aΩǎ .ƭǳŜǇǊƛƴǘ 
DM Care Plans 

LVM Training Team 

Survey Setup 101 

LVM Training Team 

Panel Discussion: 

Medical Home Concept ς What is your organization doing to meet the new regulations and how are 
you incorporating your healthcare call center into that picture? 

The Panel will consist of Advisory Committee Members, LVM Clinical Staff, and other Users. 

4:15 ς 6:00 p.m. Evening Reception 
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Wednesday, October 19  



7:45 ς 8:15 a.m.  Breakfast with the Doctors ς Clinical Benchmarking Results 

4:00 ς 4:30 p.m. General Session and Closing 

11:30 a.m. ς 1:00 p.m. Networking Lunch 

Clinical Marketing Training 

 KEYNOTE ADDRESS:  

!ǊŜ ¸ƻǳ άwŜŦƻǊƳ wŜŀŘȅΚέ  tǊŜǇŀǊƛƴƎ ¸ƻǳǊ /ŀƭƭ 
Center for Success Now and in the Future 

Tess Niehaus, VP, Marketing and Communications, 
{ŀƛƴǘ !ƴǘƘƻƴȅΩǎ aŜŘƛŎŀƭ /ŜƴǘŜǊΣ {ǘΦ [ƻǳƛǎΣ ah 

Support Q & A  

LVM Support Department 

{ǘǊƻƪŜΩǎ DƻƭŘŜƴ IƻǳǊΥ tǊƻǾƛŘƛƴƎ CŜŜŘōŀŎƪ ǘƻ 
Rural Hospitals through Centaurus Reporting 

Donna Williams, RN, ANGELS Call Center Manager; 
& Susan Smith Dodson, MBA, BSN, RN,  University 
of Arkansas for Medical Sciences, Little Rock, AR 

CRM Imports to Centaurus ς Keeping Everyone in 
the Loop 

Julie Hennessy, Manager, Health Access Line, Saint 
!ƴǘƘƻƴȅΩǎ aŜŘƛŎŀƭ /ŜƴǘŜǊΣ {ǘΦ [ƻǳƛǎΣ ah 

Centaurus ς ²ƘŀǘΩǎ bŜǿ ŦƻǊ нлмм ς Product 
Update 

LVM Training Team  

Clinical Q & A Open Forum  

Dr. David Thompson; Dr. Bart Schmitt; Kelli 
Massaro, Level IV RN, QI Education Coordinator, 
/ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ /ƻƭƻǊŀŘƻΣ !ǳǊƻǊŀΣ /h 

Marketing Networking Session Reports: The SQL  

LVM Support Department 
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Release with Care: Reducing Hospital 
Readmission 

Mark Dwyer, COO; Traci Haynes, MSN, RN,BA, 
CEN, Director, Clinical Services, LVM Systems; & 
Amy Birney, MPH, MCHES, Research Scientist, 

aŀƪƛƴƎ ȅƻǳǊ /ŀƭƭ /ŜƴǘŜǊ ǘƘŜ άDƻ ¢ƻέ 5ŜǇŀǊǘƳŜƴǘ 

Judy Warner, RN, Clinical Analyst, United Health 
Services Hospital, Johnson City, NY 

Creating Custom Guidelines 

Angie Hart, Clinical Content Coordinator, LVM 
Systems 

Triage Nurse Performance Evaluation 

Tammy Simon, RN, MSN, Proactive Health 
Program Manager, Marshfield Clinic, Marshfield, 
WI 

Use of Surveys in Registration: Capture the Data 

Karin Podolski, Director, Community Health and 
Outreach & Audry Kilinski, Community Education, 
Delnor Community Hospital, Geneva, IL 

Client Portal: New Enhancements Working for 
You 

Michael Trujillo, Manager, Client Advocacy, LVM 
Systems 

Post Discharge Calls:  Impact on Patient 
Satisfaction  

Janie Dail,  RN, MHA, MBA, Program Director, UNC 
Health Care, Chapel Hill , NC  

TBD Training Open Forum  

LVM Training Team 
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Thursday, October 20  



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  



The Legado Hotel in Gilbert, Arizona   

For those whose luggage includes a briefcase, you will 
ŜƴƧƻȅ ¢ƘŜ [ŜƎŀŘƻΩǎ ǇǊŀŎǘƛŎŀƭ ǎŜǊǾƛŎŜǎ ǎǳŎƘ ŀǎ ǊƻƻƳ 
service, fast & easy breakfast buffet, and ideal location to 
local businesses and the loop 202. The Legado Hotel is 
near the Phoenix Mesa Gateway Airport. Conference or 
corporate guests and traveling families will appreciate 
the contemporary luxury with ample breathing room and 
convenient proximity to local tourist amenities and 
attractions such as SanTan Village Mall, Big League 
Dreams, Polar Ice, and Gilbert Rodeo Park. 

aŀƴȅ ƻŦ ¢ƘŜ [ŜƎŀŘƻΩǎ ǎǇŀŎƛƻǳǎ ǊƻƻƳǎ ƘŀǾŜ ŘƻǳōƭŜ 
queen-size beds and some even have more sleeping 
accommodations with a pull-out sofa sleeper, or perhaps 
your preference is a luxurious king-sized bed with deep 
ǎƭŜŜǇ Ǉƛƭƭƻǿ ǘƻǇ ŦƻǊ ŀ ƎǊŜŀǘ ƴƛƎƘǘΩǎ ǊŜǎǘΦ  

5ƛƴŜ ŀǘ ǘƘŜ Ŧǳƭƭ ǎŜǊǾƛŎŜ .ǊƻŎƪΩǎ .ŀǊ ϧ wŜǎǘŀǳǊŀƴǘ ŀǘ ǘƘŜ 
Legado Hotel and enjoy traditional American cuisine and 
cuisine favorites from around the world. Relax in a 
comfortable, casual setting with menu selections 
moderately priced for a conservative travel budget. 

Directions to Legado Hotel From Sky Harbor 
International Airport 

¶ Start out going East on E. Sky Harbor Blvd 

¶ Take AZ-202-LOOP East toward TEMPE 

¶ Take AZ-101 LOOP South (EXIT 9) 

¶ Take AZ-202-LOOP East (EXIT 61C) on the LEFT 

¶ Take the WILLIAMS FIELD ROAD (Exit 40)  

¶ Turn LEFT onto Williams Field Road  

¶ Turn Right onto San Tan Village Parkway 

¶ Hotel is North on San Tan Village Parkway on the left 
(west side)  

Accommodations and Directions  



Get this Form to LVM . . . 
 
BY MAIL 
Mail form(s) with payment to: LVM Systems 
    Attn: Cheryl Baker 
    4262 E. Florian Ave. 
    Mesa, AZ 85206 
BY FAX 
Fax form(s) with credit card information to: 480-892-7016 
Attn: Cheryl Baker 
 
ONLINE  
Register online at www.lvmsystems.com/conference 
 
Cancellation Policy 
LVM Systems guarantees a full refund if written notice is received on 
or before Sept. 30. Cancellations received after Sept. 30 are not 
eligible for a refund. Another individual may attend in place of the 
original registrant at no additional cost. 

Please Complete a Form for Each Registrant Payment Information 

Your registration will be confirmed only after the conference fee of 
$595 has been received by LVM Systems. Please do not send 
registration form without payment.  

A check for $595 made payable to LVM Systems is enclosed. 

I authorize LVM Systems to charge $595 to my  

Visa Master Card 

First name as you wish it to appear on your badge 

Full Name 

Title   Organization 

City   State   ZIP 

Phone   Email 

Address 

Print name as it appears on card 

Card Number 

Expiration     Security Number  

City   State   ZIP 

Signature 

Billing Address 

Hotel Registration 
 
To reserve your room at the conference rate of $119 per night, call 
888-695-опно ŀƴŘ ƳŜƴǘƛƻƴ ǘƘŜ [±a ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜΦ ¸ƻǳ Ƴŀȅ ŀƭǎƻ 
book online at www.santanlegado.com and use the promo code: 
LVM2011. There are a limited number of rooms so book today to 
ensure you get the conference rate.  

Registration  

American Express 


