
Seton Asthma Management Excels  
In 2009, the US Environmental Protection 
!ƎŜƴŎȅ ό9t!ύ ŀǿŀǊŘŜŘ {ŜǘƻƴΩǎ !ǎǘƘƳŀ /ŜƴǘŜǊ ŀ 
National Environmental Leadership Award in 
Asthma Management. 

At the award ceremony, EPA Administrator Lisa 
P. Jackson had encouraging words for  Seton 
and other winners.  

ά¸ƻǳ ŀǊŜ ƭŜŀŘƛƴƎ ǘƘŜ ǿŀȅ ǘƻǿŀǊŘ ǊŜŀƭ ǎƻƭǳǘƛƻƴǎΣ 
and giving hope to millions of Americans-many 
of them children-ǿƘƻ ōŀǘǘƭŜ ŀǎǘƘƳŀΣέ ǎƘŜ ǎŀƛŘΦ 
ά²Ŝ ƘŀǾŜ ŀ ƭƻƴƎ ǿŀȅ ǘƻ ƎƻΣ ōǳǘ ǿƛǘƘ ǘƘŜ 
innovation and hard work of organizations like 
ȅƻǳǊǎΣ ǿŜ ŀǊŜ ƳŀƪƛƴƎ ǇǊƻƎǊŜǎǎΦέ 

Progress indeed. Seton was recognized for the 
great progress it made over the course of a two
-year period. Over those two years: 

¶ Emergency department visits decreased 75 
percent 

¶ Inpatient admissions dropped from 77 to 11 

¶ Symptom-free days increased three for every 
14 

¶ Symptom-free nights increased three for 
every 30 

Through its case management program, Seton 
realized per patient savings of $2,132. Overall 
savings were $1.2 million.  

Kenna Griffith, a case manager at Seton, shared 
ǘƘŜ ǘŜŀƳΩǎ ǎǳŎŎŜǎǎ ǎǘƻǊȅ ǿƛǘƘ ŀǘǘŜƴŘŜŜǎ ŀǘ 
[±aΩǎ нлмл ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ƛƴ hŎǘƻōŜǊΦ  

{ŜǘƻƴΩǎ ƻǾŜǊŀǊŎƘƛƴƎ ǇƘƛƭƻǎƻǇƘȅ ǘƻǿŀǊŘ ŀǎǘƘƳŀ 
case management centers around empowering 
patients to manage their asthma through a 
systems of education and care coordination 
featuring five main areas:  

¶ Funding τ ά²Ŝ ǿŀƴǘ ǘƻ ƳŀƪŜ ǎǳǊŜ ƛǘΩǎ 
ŀŎŎŜǎǎƛōƭŜΣ ŀŦŦƻǊŘŀōƭŜ ŀƴŘ ŀŘŜǉǳŀǘŜΣέ DǊƛŦŦƛǘƘ 
said.  
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Seton works with their patients to ensure they are properly administering their asthma medications. 



¶ Physician τ ά²Ŝ ǘǊȅ 
to match them to a 
physician to get a care 
plan, medical 
management and a 
ŘƛŀƎƴƻǎƛǎΦέ 

¶ Pharmacy τ ά²Ŝ 
make sure their 
medications are 
ŀǇǇǊƻǇǊƛŀǘŜΦέ 

¶ Follow-up τ ά²Ŝ 
believe following up is 
an important part of 
ŎŀǎŜ ƳŀƴŀƎŜƳŜƴǘΦέ 

¶ Family τ ά.ŜŎŀǳǎŜ ǿŜ 
Řƻ ƘƻƳŜ ǾƛǎƛǘǎΣ ǿŜΩǊŜ 
ǾŜǊȅ ŦŀƳƛƭȅ ŦƻŎǳǎŜŘ ƻƴ ƻǳǊ ŜŘǳŎŀǘƛƻƴΦέ 

Since winning the award, Seton has set 
out to make changes to their case 
management approach. It has moved 
from a transaction-centered approach to 
a patient-centered approach.  

ά²Ŝ ǿŀƴǘŜŘ ŀ ǇŀǘƛŜƴǘ-centered 
approach because we wanted to see 
what was going on with that patient at 
ǘƘŀǘ ǘƛƳŜΣέ DǊƛŦŦƛǘƘ ǎŀƛŘΦ  

In changing its focus, Seton uses three 
tools to better serve their patients. They 
access a case management model. 

ά²Ŝ ƴƻǿ ƘŀǾŜ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ ǎŜŜ ǘƘŜ 
ǇŀǘƛŜƴǘΩǎ ŜƴǘƛǊŜ ǊŜŎƻǊŘ ƻƴ ƻƴŜ ǎŎǊŜŜƴΣέ 
she said.  

Within the case management model, 
Seton accesses appropriate care plans.  

ά²Ŝ ƘŀǾŜ ǳƴƛǉǳŜ ŎŀǊŜ Ǉƭŀƴǎ ŦƻǊ ŀǎǘƘƳŀΣ 
ŘƛŀōŜǘŜǎ ŀƴŘ ƻǘƘŜǊ ŎƻƴŘƛǘƛƻƴǎΦέ ǎƘŜ ǎŀƛŘΦ 

Seton then accesses what it calls 
sequenced tasks, which are actually a 
variety of surveys. Seton conducts six 
ŘƛŦŦŜǊŜƴǘ άǎǳǊǾŜȅǎέ ǘƻ ƳƻƴƛǘƻǊ ǇŀǘƛŜƴǘǎΩ 
ongoing status.  

Griffith customized her sequenced tasks 
interface to enable case managers to 
access any of the surveys on a single 
screen. The interface also allows the 
Seton case managers to review a given 
ǇŀǘƛŜƴǘΩǎ ƘƛǎǘƻǊȅΦ 

Since 1988, LVM Systems 

has not only worked to 

create the best 

healthcare call center 

software in the industry, 

ǿŜΩǾŜ ŀƭǎƻ ǿƻǊƪŜŘ ƘŀǊŘ 

to create a great work environment. 

We started out with just a handful of 

people. We now have 60 employees, 

most of whom work out of our office in 

Mesa, Ariz. 

LΩǾŜ ŀƭǿŀȅǎ ǎŀƛŘ ǘƘŀǘ [±aΩǎ ōŜǎǘ 

attribute is our people. Our team is 

highly skilled and very dedicated to our 

clients.  

When it came time to build a sales 

team, we wanted the people selling our 

product to have the same dedication to 

our clients and prospective clients. 

LƴǎǘŜŀŘ ƻŦ ƘƛǊƛƴƎ άL Ŏŀƴ ǎŜƭƭ ƛŎŜ ǘƻ 

9ǎƪƛƳƻǎέ ǘȅǇŜ ǎŀƭŜǎ ǇŜƻǇƭŜΣ ǿŜ ŘŜŎƛŘŜŘ 

to do something different. We hired 

professionals from the healthcare call 

center world. 

Our three sales team members all were 

managers of large call centers. Two 

have nursing backgrounds and the third 

has a marketing background.  

When our sales folks say they know 

ǿƘŀǘ ȅƻǳΩǊŜ ƎƻƛƴƎ ǘƘǊƻǳƎƘΣ ǘƘŜȅ ǊŜŀƭƭȅ 

do.  

I encourage you to get in touch with our 

sales team whether you are an LVM 

client or not. I hope you find that they 

are a great resource to you and your 

healthcare call center. 
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Maximizing Case Management Tools  
Continued from front page 

In this example, the Seton case manager has the ability to click on 
the H (history) button to see how the patient had previously answered 
any given survey question. 
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Ask the Expert  

Establishing a Business Continuation Strategy 

¢ƘŜ ŦƻƭƭƻǿƛƴƎ ƛǎ ŀ ŎƻƳǇƻǎƛǘŜ ƻŦ ǉǳŜǎǘƛƻƴǎ ŀǎƪŜŘ ŀǘ [±a {ȅǎǘŜƳǎΩ нлмл ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ŀƴŘ 

from customer inquiries. 

άhǳǊ Ŏŀƭƭ ŎŜƴǘŜǊ Ƙŀǎ ƎǊƻǿƴ ǉǳƛǘŜ ŀ ōƛǘ ŀƴŘ ƘŀƴŘƭŜǎ Ƴŀƴȅ Ŏŀƭƭǎ ŜǾŜǊȅ ŘŀȅΦ hǳǊ ŎƻƳƳǳƴƛǘȅ Ƙŀǎ 

come to depend on us. I dread to think of what we will do if we are ever unable to get to the 

Ŏŀƭƭ ŎŜƴǘŜǊ ōŜŎŀǳǎŜ ƻŦ ǿŜŀǘƘŜǊ ƻǊ ƻǘƘŜǊ ƴŀǘǳǊŀƭ ŘƛǎŀǎǘŜǊΦ ²Ƙŀǘ ǎƘƻǳƭŘ ǿŜ Řƻ ǘƻ ōŜ ǇǊŜǇŀǊŜŘΚέ 

Steve Cowley, IT Support Specialist, answers: 

Q. 

This winter, news reports showed how many American cities were 

pummeled by freezing temperatures and snow. Many of these reports 

mentioned how commerce in those cities came to a standstill.  

We know that several LVM clients were affected by the weather. To help 

prepare our clients for any disruption in business, we have prepared two 

ƻǇǘƛƻƴǎ ǘƘŀǘ ǿŜ Ŏŀƭƭ άƘƻǘέ ŀƴŘ άŎƻƭŘΦέ .ƻǘƘ ƻǇǘƛƻƴǎ ŀǊŜ ǇǊŜŘƛŎŀǘŜŘ ƻƴ 

ŎƭƛŜƴǘǎ ƘŀǾƛƴƎ ŀŎŎŜǎǎ ǘƻ [±aΩǎ ±ƛǊǘǳŀƭ /ŀƭƭ /ŜƴǘŜǊΣ ƻǊ ±//Φ  

²ƛǘƘ ǘƘŜ άƘƻǘέ όǊŜŘǳƴŘŀƴǘύ ƻǇǘƛƻƴΣ ȅƻǳǊ Řŀǘŀ ƛǎ ŀŎǘƛǾŜƭȅ ǎǘƻǊŜŘ ƻƴ ŀ ǘƘƛǊŘ-

party server. Generally, your individual data is replicated at the end of each 

business day.  This allows you to be back in operation on the same business 

day should you be unable to work from your location. 

The hot option is especially helpful if you have custom screens with your 

Centaurus product. Essentially, we are saving your version of Centaurus 

every day (or more frequently if you prefer). 

²ƛǘƘ ǘƘŜ άŎƻƭŘέ ƻǇǘƛƻƴ ȅƻǳǊ ŘŀǘŀōŀǎŜ ƛǎ ƴƻǘ ƪŜǇǘ ŀŎǘƛǾŜ ƻƴ ŀ ŎƻƳǇǳǘŜǊΦ [±a 

does, however, keep a backup of your information readily available. The 

ramp up time is longer than with the hot option, but can generally be 

completed before the end of a business day (assuming the disruption does 

not occur at the end of the day). 

Getting started is relatively easy. The fist thing you will need to do is to 

make a copy of your Centaurus installation. While LVM has a copy, receiving 

it from you ensures we capture any customizations you have done on your 

end. Next, we will need a full backup copy of your Centaurus database. And, 

finally, we would need a list of required users. 

Once we have everything, we will install and verify items like: connectivity 

to the VCC; functioning software; and access to your database. 

!ƭƭ ƻŦ ǘƘƛǎ ǎƘƻǳƭŘ ŀǇǇŜŀǊ ǘǊŀƴǎǇŀǊŜƴǘ ǘƻ ȅƻǳǊ ŎǳǎǘƻƳŜǊǎΦ ¢ƘŜȅ ǿƻƴΩǘ ƪƴƻǿ 

ȅƻǳΩǊŜ ƴƻǘ ƛƴ ǘƘŜ ƻŦŦƛŎŜΦ 

LŦ ȅƻǳ ŀǊŜ ƛƴǘŜǊŜǎǘŜŘ ƛƴ ƭŜŀǊƴƛƴƎ ƳƻǊŜ ŀōƻǳǘ [±aΩǎ ōǳǎƛƴŜǎǎ Ŏƻƴǘƛƴǳŀǘƛƻƴ 

ƻǇǘƛƻƴǎΣ ȅƻǳ ŀǊŜ ŜƴŎƻǳǊŀƎŜŘ ǘƻ ŎƻƴǘŀŎǘ ȅƻǳǊ ƭƻŎŀǘƛƻƴΩǎ ǎŀƭŜǎ ŎƻƴǎǳƭǘŀƴǘΦ  

Steve Cowley 

Potential Business Disruptors  

Loss of Hardware  

Blizzard  

Power Outages  



LVM Systems has released the 2010 

Health Information Topics. LVM clients 

with access to the  Client Services Portal 

at lvmsystems.com can download the 

information there. The topics allow users 

to update their Health Information 

Topics to version 2010.   

LVM recommends that you have your  

medical director and/or medical advisory 

committee review each topic before 

implementing them.  When you review 

the topics, you will find that each has  

accompanying illustrations.  While these 

illustrations add great value to the 

content set, some of the images may not 

be deemed appropriate by your 

organization.   

If you or your review team decide not to 

use specific topics, simply mark them as 

ά5ƻƴΩǘ ¦ǎŜέ ŀƴŘ ǘƘŜȅ ǿƛƭƭ ƴƻǘ ŀǇǇŜŀǊ ƛƴ 

ά[ƻƻƪ ¦Ǉέ ŀƴŘ άaŀǘŎƘέ ǇƻǊǘƛƻƴǎ ƻŦ ȅƻǳǊ 

Centaurus interface.  For clients with 

²Ŝō[ƛƴƪΣ ǎŜƭŜŎǘ ǘƘŜ άbƻ ²Ŝōέ ƻǇǘƛƻƴ 

and the topic will not be displayed. 

Below are explanations of the updated 

content sets. 

Family Doctor 

This content set addresses consumer and 

patient inquiries regarding diseases, 

conditions, prevention measures and 

treatments.   

The health topics are written and 

reviewed by physicians and patient 

education professionals associated with 

the American Academy of Family 

Physicians (AAFP).  The AAFP developed 

this library as a robust collection of 

patient handouts for their member 

physicians to use in their practices.   

LVM now offers redlines, which provide a 

comparison between the 2009 and the 

2010 versions.  

A total of 513 English topics and 70 

Spanish Topics have been 

updated.  Thirty-seven new English topics 

and 54 new Spanish topics have been 

added. 

MedlinePlus 

MedlinePlus health information website 

links are a service of the U.S. National 

Library of Medicine and the National 

Institutes of Health.   

Nurse Reference  

This content set is available only for 

licensed Schmitt/Thompson Triage 

clients. These topics are meant to serve 

as a reference for triage nurses as they 

answer callers' inquiries regarding 

diseases, conditions, procedures and 

prevention measures.   

The collection represents the topics most 

requested by LVM clients. The condition 

topics include common headings like:  

¶ Definition/identification 

¶ Cause 

¶ Incubation period 

¶ Duration 

¶ Expected course 

¶ Transmission 

¶ Communicability period 

¶ Method of control (prevention) 

Treatment and care advice are NOT 

included in the topics, since callers with 

active symptoms (seeking treatment 

advice) should be triaged. 

For assistance, please contact Angie Hart 

at angie@lvmsystems.com, or LVM 

Systems support at 480-633-8200.  
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Clinical Corner  

Health Information Topics Now Available on LVM Client Portal  

This piece on earaches in children is just one example of the many updated or new topics in the 
2010 set of Health Information Topics. 

http://www.lvmsystems.com
mailto:angie@lvmsystems.com
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Topic of the Month  

Sailing Into the Sunset with Software Presents Potential Peril  

For many, a sunset symbolizes the end of 

ŀ ƘŀǊŘ ŘŀȅΩǎ ǿƻǊƪΦ CƻǊ ƻǘƘŜǊǎΣ ǘƘŜȅ ŜƴƧƻȅ 

the colors of the sky as the sun sneaks 

under the western horizon. 

IƻǿŜǾŜǊΣ ƛŦ ƛǘΩǎ ȅƻǳǊ ƘŜŀƭǘƘŎŀǊŜ Ŏŀƭƭ 

center software that is sunsetting, there 

are no spectacular colors. 

For many months, 

Centramax Triage 

customers have known 

that their software 

product was scheduled to 

sunset in March of 2011. 

Many made 

arrangements to secure a 

new software solution.  

Yet there are many who 

have not made 

arrangements to deal 

ǿƛǘƘ /ŜƴǘǊŀƳŀȄΩǎ ǎǳƴǎŜǘΦ 

²ƘŜǘƘŜǊ ƛǘΩǎ ŀ ŦƛƴŀƴŎƛŀƭ ƻǊ 

functional decision, you 

should be aware of 

possible outcomes if you 

decide not to update your 

healthcare call center 

software. The following tips are general 

in nature and apply to any sunsetting 

software. 

What Does it Mean for a Software to 

ά{ǳƴǎŜǘΚέ 

According to Minneapolis-based law firm  

.ƻƴƴŀōŜŀǳΣ {ŀƭȅŜǊǎΣ {ǘƛǘŜǎ ϧ 5ƻŜΣ ά! 

vendor may sunset support for a number 

of reasons, but its reasoning usually boils 

down to the fact that the vendor desires 

to redirect its internal resources to 

another, more lucrative, IT product line 

ƻǊ ǎŜǊǾƛŎŜΦέ 

The bottom line is that your software is 

no longer available to you in the manner 

in which you originally purchased it. You 

may find that continued use of your 

sunsetted software is at best 

unsupported and at worst illegal. 

What Should I Do? 

First and foremost, you should take your 

software agreement to your legal 

department to determine what liabilities 

your organization faces as a result of 

using sunsetted healthcare call center 

software.  

You might also consider switching to 

another software vendor or upgrading to 

ȅƻǳǊ ǾŜƴŘƻǊΩǎ ƴŜǿ ǎƻŦǘǿŀǊŜΦ  

I Hear You, But . . .  

You may be thinking that because your 

current vendor provides little or no 

support anyway, why switch? That 

ŀƴǎǿŜǊ Ƴŀȅ ƭƛŜ ƛƴ ȅƻǳǊ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ 

mission or operating values. Is your 

mission to provide less-than-adequate 

service? Or do your operating values 

include providing patients with out-dated 

or non-existing medical protocols? Of 

course not. You did not get into this 

business to settle with mediocrity.  

Another issue you may be facing is that 

ȅƻǳǊ Ŏŀƭƭ ŎŜƴǘŜǊ ƛǎ άǳƴŘŜǊ ƳŀƴŀƎŜƳŜƴǘΩǎ 

ǊŀŘŀǊΦέ LƳŀƎƛƴŜ ǘƘŜ ŘƛŦŦƛŎǳƭǘȅ ȅƻǳΩƭƭ ŦŀŎŜ ƛŦ 

ǘƘŜ ŦƛǊǎǘ ǘƛƳŜ ȅƻǳ ƎŜǘ ƻƴ ƳŀƴŀƎŜƳŜƴǘΩǎ 

radar is when an angry 

mom fires off a letter to 

ȅƻǳǊ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ 

management complaining 

about how your call center 

could not help her 

determine a course of 

ŀŎǘƛƻƴ ŦƻǊ ƘŜǊ ŎƘƛƭŘΩǎ 

ailment.  

In her white paper 

άLƴŦƻǊƳŀǘƛƻƴ ¢ŜŎƘƴƻƭƻƎȅΥ 

The Dark Side of 

{ǳƴǎŜǘǘƛƴƎΣέ ŀǘǘƻǊƴŜȅ WŜƴ 

C. Salyers writes:  

άtǳǊŎƘŀǎŜǊǎ ǿƘƻ ƘŀǾŜ 

negotiated a perpetual 

license to use the IT 

product are legally entitled 

ǘƻ ŎƻƴǘƛƴǳŜ ǳǎƛƴƎ ƛǘΦέ  

If you do not have a perpetual license for 

a given software and you continue using 

it after it has passed its sunset date, you 

are in danger of receiving a cease and 

desist letter from the software 

manufacturer. At that point, if you 

continue using the software, you run the 

risk of additional legal action.  

Again, these tips and bits of information 

can be applied to just about any type of 

sunsetting software. The bottom line is 

that you owe it to your team and your 

organization to ensure you are complying 

with any and all intellectual laws 

pertaining to the software you use every 

day. 

Is there anything more poetic than sailing off into the sunset? Far less poetic is a 
software product that sunsets, which requires the user to make other arrangements. 
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As we reach the second quarter 

of 2011, most of us are well 

ŜƴǘǊŜƴŎƘŜŘ ƛƴ ǘƘŜ άƴŜǿ ƴƻǊƳŀƭέ 

that exists post Great Recession. 

We are doing more with less. 

We are forgoing pay increases 

for the chance to remain 

employed. 

Lƴ ǘƘŜ άƴŜǿ ƴƻǊƳŀƭΣέ ǎǘǊŜǎǎ 

levels are higher than ever. For 

example, in a study by the 

Online Journal of Issues in 

Nursing, it was found that about 

38 percent of hospital nurses  

ǊŜǇƻǊǘŜŘ ŜȄǇŜǊƛŜƴŎƛƴƎ άƘƛƎƘέ ƻǊ 

άǇǊƻōƭŜƳŀǘƛŎέ ōǳǊƴƻǳǘΦ 

While it is impossible to give assurances that the economy has 

ǘǳǊƴŜŘ ǘƘŜ ŎƻǊƴŜǊ ŀƴŘ ǘƘŀǘ ǿŜ ŀǊŜ άŀƭƭ ǊƛƎƘǘΣέ ƛǘ ƛǎ ǇƻǎǎƛōƭŜ ŦƻǊ 

healthcare call center managers to motivate their teams with a 

variety of lowς or no-cost ideas. 

A good start is to understand some of the top motivators for 

American employees. In a recent article in Entrepreneur.com, 

5ǊΦ 5ŀǾƛŘ WŀǾƛǘŎƘ ǎŀȅǎ ǘƘŀǘ ƳƻƴŜȅ ƛǎ ƴƻǘ ŀƴ ŜƳǇƭƻȅŜŜΩǎ Ƴŀƛƴ 

motivator, recognition is. To that end, he provided the 

following tips: 

¶ Praise the employee for a job well done--or even partially 

well done. 

¶ If an employee is bored, involve that individual in a 

discussion about ways to create a more satisfying career 

path, including promotions based on concrete outcomes. 

¶ State your clear expectations for task accomplishment. 

¶ Ensure that the job description involves a variety of tasks. 

¶ 9ƴǎǳǊŜ ǘƘŀǘ ǘƘŜ ŜƳǇƭƻȅŜŜ ǎŜŜǎ ǘƘŀǘ ǿƘŀǘ ƘŜΩǎκǎƘŜϥǎ ŘƻƛƴƎ 

impacts the whole process or task that others will also be 

part of. 

¶ Make sure that the employee feels that what he/she is 

doing is meaningful. 

¶ Provide feedback along the way, pointing out both positive 

and negative aspects. 

¶ Allow for an appropriate 

amount of autonomy for the 

employee based on previous and 

anticipated accomplishment. 

¶ Increase the depth and 

breadth of what the employee is 

currently doing. 

¶ Provide the employee with 

adequate opportunity to succeed. 

While not all of these suggestions 

may pertain to your center, there 

are other things you can do to 

keep your team motivated. For example, Greg Fellows, an 

Australian business coach and motivational expert, writes a 

blog where he lists 100 ideas for motivating employee with noς 

or low-cost ideas, including: 

¶ Letting employees nominate others due an award. 

¶ Giving a hamper filled with goodies. 

¶ /ǊŜŀǘƛƴƎ ŀ άǇŀǎǎ ŀǊƻǳƴŘέ ŀǿŀǊŘΦ 

¶ Declaring days of appreciation for outstanding 

contributions. 

¶ Sending notes of appreciation. 

¶ Allowing occasional controlled lateness. 

¶ {ŜƴŘƛƴƎ ƴƻǘŜǎ ƻŦ ŀǇǇǊŜŎƛŀǘƛƻƴ ǘƻ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ ŦŀƳƛƭȅ ŦƻǊ 

exceptional work.  

¶ Arranging for a stellar employee to have lunch with your 

ŦŀŎƛƭƛǘȅΩǎ /9hΦ 

¶ Publicly listing thank-yous and successes on posters in 

common areas. 

At Dialogue, we would like to hear about some of the creative 

things you do to keep your team motivated. Please share your 

ideas at dialogue@lvmsystems.com or via our Facebook or 

Twitter accounts. 

Management Moment  

Low- or No-Cost Ideas to Keep Your Team Motivated 
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LVM News  

Staff Updates 

Don Kowalski has 
joined LVM 
{ȅǎǘŜƳǎΩ {ǳǇǇƻǊǘ 
team. Layne 
Peterson has 
joined the 
Training team. 

Kowalski studied 
computer science 
as a member of 
the US Army. He 
is a veteran of 
both Desert 
Storm and 
Somolia. At LVM, 
Kowalski will 
work with clients 
to provide 
desired 
customization. 

Peterson is a graduate of Northern 
Arizona University. Before joining 
LVM he was a high school teacher 
for eight years. At LVM Systems, 
Peterson will help clients get the 
most out of their LVM products. 

2011 University of LVM Taking 
Registrations 

LVM Systems is hosting the 2011 
University of LVM April 4 through 8 
at LVM headquarters in Mesa, Ariz.  

ά/ŜƴǘŀǳǊǳǎ ƛǎ ƪƛƴŘ ƻŦ ƭƛƪŜ ǘƘŜ ƘǳƳŀƴ 
mind. You can accomplish a whole 
lot using only a fraction of its 
ǇƻǘŜƴǘƛŀƭΣέ ǎŀƛŘ Cheryl Baker, 
manager, client servicesΦ ά¦ƴƛǾŜǊǎƛǘȅ 
of LVM gives attendees the ability to 
utilize parts of E-Centaurus they 
ƴŜǾŜǊ ƪƴŜǿ ŜȄƛǎǘŜŘΦέ 

To register or for more information, 
go to lvmsystems.com. 

Name:  Suzanne Wells, BSN, RN  

Title: Manager, Answer Line  

Organization: {ǘΦ [ƻǳƛǎ /ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ  

Hometown: St. Louis, MO  

School(s): {ǘΦ aŀǊȅΩǎ /ƻƭƭŜƎŜ ƻŦ hΩCŀƭƭƻƴΣ ah ό!ǎǎƻŎƛŀǘŜ ŘŜƎǊŜŜ ƛƴ 
nursing); Webster University (BSN); Webster University:  
currently pursuing MS in Nursing.  Will graduate in spring 2012. 

Business/charitable organizations: President-Elect American Academy of Ambulatory 
Care Nursing; Affiliate member AAP Section on Telehealth Care; Member-Missouri 
Organization of Nurse Leaders; Member LVM Advisory Board. 

Family: Husband, Jeff (we met in high school, been married 33 years); daughter 
Becky/husband Chris; son Dryden; son Brennan/wife Courtney; two grandchildren. 

Your recent (or current) reading list:  ά¢ƘŜ ²ƻǊƭŘΩǎ aƻǎǘ tƻǿŜǊŦǳƭ [ŜŀŘŜǊǎƘƛǇ 
Principle:  How to Become a Servant LeaderΣέ ōȅ WŀƳŜǎ /Φ IǳƴǘŜǊΦ     

Famous quote that best defines you:  The lyrics from the James Taylor song The 
Secret of Life have become very important to me over the years, άǘǊȅ ƴƻǘ ǘƻ ǘǊȅ ǘƻƻ 
ƘŀǊŘΣ ƛǘΩǎ ŀ ƭƻǾŜƭȅ ǊƛŘŜΦέ  

Person you admire most: I admire Father Mike, the assistant pastor of my parish 
church.  Mike is 39 years old and is a quadriplegic, confined to his wheelchair for the 
rest of his life.  I admire him for his tenacity, spirit and continued drive.   

How did you get started in this business? I got started in the call center industry 26 
years into my nursing career when I had a strong desire to transition my clinical skills 
in pediatrics and my managerial skills to a different and challenging environment.  

²Ƙŀǘ ƛǎ ǘƘŜ Ƴƻǎǘ ƘŜƭǇŦǳƭ ŀŘǾƛŎŜ ȅƻǳΩǾŜ ǊŜŎŜƛǾŜŘ ƛƴ ȅƻǳǊ ǇǊƻŦŜǎǎƛƻƴŀƭ ƭƛŦŜΚ When I 
was a brand new manager in home care, I expressed how happy I was that I finally 
had all my positions filled!  Our lead hospice nurse, Pat, who was nearby and 
ƻǾŜǊƘŜŀǊŘΣ ƭŀǳƎƘŜŘ ŀƴŘ ǎŀƛŘ άCƛƭƭƛƴƎ Ǉƻǎƛǘƛƻƴǎ ƛǎ ƻƴƎƻƛƴƎ {ǳȊƛΦ ¸ƻǳΩƭƭ never be 
ŦƛƴƛǎƘŜŘΗέ  hǾŜǊ ǘƘŜ ȅŜŀǊǎΣ LΩǾŜ ƘŀŘ Ƴŀƴȅ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ǘƻ ǊŜŎŀƭƭ ǘƘƛǎ ƳƻƳŜƴǘ ŀƴŘ 
ŀǇǇƭȅ tŀǘΩǎ ƭƛƎƘǘ-hearted yet realistic approach to change.  

What are some of your biggest challenges? Change management.  Things are always 
changing in healthcare.  The challenge is keeping up with change and successfully 
leading staff through it. Another big challenge for me right now is life balance.   

What is the most interesting call or situation you can recall? I think the most 
interesting triage call I handled was when I was in home care.  An adult male patient 
called after hours to tell us that he had inadvertently injected model train track oil 
into his IV rather than normal saline.  

What do you think the future has in store for the healthcare call center field? 

This is a very exciting time in health care.  Implementation of Health Care Reform 
provides registered nurses working in ambulatory care settings with a wonderful 
opportunity to be present at the table as institutions strategize.  It will be interesting 
to experience future changes in the delivery of health care.    

Wells Tapped into the ñSecret of Lifeò  

Professional Profile  

Suzanne Wells 

Layne Peterson 

Don Kowalski 




