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With budget cuts being the
new norm, how can you Seton works with their patients to ensure they are properly administering their asthma medications.
continue to incentivize your
feam?. Seton Asthma Management Excels

age

In 2009, the US Environmental Protection  { Symptomfree days increased three for every
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1 Inpatient admissions dropped from 77 to 11
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Maximizing Case Management Tools
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management approach.

from a transactiorcentered approach to
a patientcentered approach.
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In changing its focus, Seton uses three
tools to better serve their patients. They
access a case management model.
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We Do Things Differently

Since 1988, LVM Syste
has not only worked to
create the best
healthcare call center
software in the industry,
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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.
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attribute is our people. Our team is
highly skilled and very dedicated to our
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Since winning the award, Seton has set Seton accesses appropriate care plans.

When it came time to build a sales

our clients and prospective clients.
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to do something different. We hired
professionals from the healthcare call
center world.
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Our three sales team members all were
managers of large call centers. Two

has a marketing background.

When our sales folks say they know
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do.
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| encourage you to get in touch with our
sales team whether you are an LVM

client or not. | hope you find that they
are a great resource to you and your
healthcare call center 9
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Ask the Expert

Establishing a Business Continuation Strategy
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from customer inquiries.
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come to depend on us. | dread to think of what we will do if we are ever unable to get to t
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Steve Cowley, IT Support Specialist, answers: "
Steve Cowley

This winter, news reports showed how many American cities were Potential Business DiSI’UptOfS
pummeled by freezing temperatures and snow. Many of these reports
mentioned how commerce in those cities came to a standstill. Loss of Hardware

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
2LI0A2ya GKFG ¢S OFff aK2dé YR da(
Of ASyita KIFI@Ay3 00Saa G2 [xaQa =+

2 A0K GKS aK2G¢ ONBRdzyRIyGO 2LI-AZ2
party server. Generally, your individual data is replicated at the end of eaf
business day. This allows you to be back in operation on the same busi
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 sayiogrversion of Centaurus
every day (or more frequently if you prefer).

2 AGK GKS 6aO02tRé 2LIiA2y @2dz2NJ RFEGI ¢
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 doe
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, receir
it from you ensures we capture any customizations you have done on yot
end. Next, we will need a full backup copy of your Centaurus database. A
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.
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Clinical Corner

Health Information Topics Now Available on LVM Client Portal

LVM Systems has released the 2010 —

[Earaches in Children

Health Information Topics. LVM clients

EXITE

with access to the Client Services Porte
at lvmsystems.com can download the
information there. The topics allow user:
to update their Health Information
Topics to version 2010.

LVM recommends that you have your
medical director and/or medical advison
committee review each topic before
implementing them.When you review
the topics, you will find that each has
accompanying illustrationsWhile these
illustrations add great value to the
content set, some of the images may nc

Earaches in Children

How does the ear work?

The ear works by receiving sound waves and sending messages to the brain. The outer ear includes the part of the ear you can see and the ear canal,
The sound waves go through the ear canal and hit the eardrum and cause it to vibrate.

The vibration of the eardrum causes the tiny bones in the ear to mowe. This movement sends the sound waves to the inner ear.

The inside of the ear

What causes earaches?

Atube called the eustachian (say: "you-stay-shun®) tube connects the middle ear with the back of the nose. Normally this tube lets fluid drain out of the
middle ear. If bactenia or viruses infect the lining of your child's eustachian tube, the tube gets swollen and fills with thick mucus. This keeps fluid in the
ear from draining normally. Bacteria can grow in the fluid, increasing pressure behind the eardrum and causing pain

The eustachian tubes can become blocked because of allergies, a cold or other infection. In other cases, the adencids (glands near the ear) become
enlarged and block the eustachian tubes.

Acute ear infections usually clear up within 1 or 2 weeks. Sometimes, ear infections last longer and become chronic. After an infection, fluid may stay in

be deemed appropriate by your
0rgan|zat|on . the middle ear. This may lead to more infections and hearing loss &l

This piece on earaches in children is just one example of the many updated or new topics in the

If you or your review team decide not to 2010 set of Health Information Topics.

use specific topics, simply mark them as

G52y Qi ! asSé¢ yR GKS& gAfft y20 | LIWISIN Ay _ o

a[ 221 'L¥E FyR aal i 8%9 versigng ¢ x 2 ya 2F @82 dEmuested by LVM client3he condition
: . : topics include common headings like:

Centaurus interfaceFor clients with . Atotal of 513 Epglish topics and 70

2SO0[AYy12 &St SO0 K&y 0ilhdopfshive bednldl A 2 Y
and the topic will not be displayed. updated. Thirty-seven new English topics

Below are explanations of the updated 514 54 new Spanish topics have been
content sets. added.

Definition/identification
Cause

Incubation period

Family Doctor MedlinePlus

Duration

This content set addresses consumer angeqjinePlus health information website
patient inquiries regarding diseases, linksare aservice of the U.S. National
conditions, prevention measures and | jrary of Medicine and the National

treatments. Institutes of Health.

Expected course

Transmission

= =A2 =4 =4 -4 -4 -2

The health topics are written and Communicability period

reviewed by physicians and patient

education professionals associated with This content set is available only for

the American Academy of Family licensed Schmitt/Thompson Triage
Physicians (AAFPyhe AAFP developed clients. These topics are meant to serve
this library as a robust collection of as a reference for triage nurses as they
patient handouts for their member answer callers' inquiries regarding
physicians to use in their practices. diseases, conditions, procedures and

) ) ) prevention measures.
LVM now offers redlines, which provide a

comparison betweetthe 2009 and the

Nurse Reference
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@Ilvmsystems.com, or LVM
The collection represents the topics most Systems support at 48633-8200.49
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Topic of the Month

Sailing Into the Sunset with Software Presents Potential Peril

For many, a sunset symbolizes the end ofn which you originally purchased it. You or non-existing medical protocols? Of
I KFNR RIF2Qa 42 NJ] o maezfind thatcénnNg dse of yobré  Sofuse Bot. You did not get into this
the colors of the sky as the sun sneaks sunsetted software is at best business to settle with mediocrity.

under the western horizon. unsupported and at worst illegal. ) o
Another issue you may be facing is that

| 26 SOSNE AT AlGQa & AdeMBhesidi ba? K OF NB OF f fe2dzNJ OFtt OSYyGSNI Aa a
center software that is sunsetting, there NI RFNXWé¢ LYIF3IAYyS GKS R
are no spectacular colors. First and foremost, you should take your ¢ & § A NEG GAYS &2dz 35
software agreement to your legal radar is when an angry
i mom fires off a letter to
Centramax Triage 3 2dNJ 2NEEFYAT I GA
customers have known i management complaining

”:itdth;" Saosﬂs\f\c/:ifd od b about how your call center
proauct w u ‘ could not help her

sunset in March of 2011. ~ determine a course of

Many made FOGA2Yy F2NJ KSNJ
arrangements to se_:cure ‘ ailment.

new software solution.

For many months,

In her white paper
GLYF2NXIGA2Y ¢S
The Dark Side of
{dzyaSdaAay3aze I
C. Salyers writes:

Yet there are many who
have not made
arrangements to deal
gAGK [ Sy (N
2 KSGKSNI AGQ
functional decision, you dt dzNOKIF &SNER 6 K2
should be aware of negotiated a perpetual

possible outcomes if you s there anything more poetic than sailing off into the sunset? Far less poetic is a license to use the IT

decide not to update yoursoftware product that sunsets, which requires the user to make other arrangements. product are legally entitled
healthcare call center G2 O2y(AydzS dzaA
software. The following tips are general
in nature and apply to any sunsetting
software.

department to determine what liabilities

your organization faces as aresult of | yoy do not have a perpetual license for
using sunsetted healthcare call center 5 given software and you continue using
software. it after it has passed its sunset date, you
are in danger of receiving a cease and

What Does it Mean for a Software to You might also consider switching to )
desist letter from the software

a{dzyasuKe another software vendor or upgrading to

- - : o B2dNJ BSyR2NDRA ySs A@npiRGen A hat point, ifyou
According to Minneapolibased law firm y y continue using the software, you run the

- 2yylhostdz {FtesSNARy LUAlRe 9 5252 4! yisk of additional legal action.
vendor may sunset support for a number

of reasons, but its reasoning usually boilsYou may be thinking that because your Again, these tips and bits of information

down to the fact that the vendor desires current vendor provides little or no can be applied to just about any type of

to redirect its internal resources to support anyway, why switch? That sunsetting software. The bottom line is

another, more lucrative, IT productline I y&8SNJ YI & tAS Ay &hatdalogeNidlyolntdar d@ndl oyt Q &

2NJ AaSNIBAOS D¢ mission or operating values. Is your organization to ensure you are complying
mission to provide lesthan-adequate with any and all intellectual laws

The bottom line is that your software is

) . service? Or do your operating values pertaining to the software you use every
no longer available to you in the manner

include providing patients with oedated  day. ¢
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Management Moment
Low- or No-Cost Ideas to Keep Your Team Motivated

As we reach the second quarte* and negative aspects.

of 2011, most of us are well

SYGNBYyOKSR Ay 1 Allow for an appropriate
that exists post Great Recessic amount of autonomy for the

employee based on previous and

We are doing more with less.
anticipated accomplishment.

We are forgoing pay increases
for the chance to remain

employed. T Increase the depth and

breadth of what the employee is
LY GKS aySg y2 _ currently doing.
levels are higher than ever. Fol
example, in a study by the

Online Journal of Issues in “
Nursing, it was found that abou_
38 percent of hospital nurses may pertain to your center, there
NB LJZ2 NU SR SELIS N are other things you can do to

GLINBOE SYI GAOE 0dzNy 2dzlii @ keep your team motivated. For example, Greg Fellows, an

While it is |mp055|ble to give assurances that the economy haAustrallan business coach and motivational expert, writes a

GdzNYy SR GKS O2NYSNI FyR GKI ?g WhR[gshe Ists 400 idgag for matiyating gmployeewith pp . » 4

healthcare call center managers to motivate their teams with a rlow-cost |deas including:
variety of lovg or no-cost ideas. 1 Letting employees nominate others due an award.

1 Provide the employee with
adequate opportunity to succeed.

While not all of these suggestions

A good start is to understand some of the top motivators for 1 Giving a hamper filled with goodies.
American employees. In a recent article in Entrepreneur.com,
5N 51 OAR WFGAUGOK aléa GKIG YRNSRIARIYRI4LIVA S YLNR &SRO Al &I W
motivator, recognition is. To that end, he provided the
following tips: 1 Declaring days of appreciation for outstanding
contributions.

1 Praise the employee for a job well dorar even partially
well done. 1 Sending notes of appreciation.

f If an employee is bored, involve that individual in a 1 Allowing occasional controlled lateness.

discussion about ways to create a more satisfying career A A L .
. . ys fying { SYRAY3I y20Sa 2F I LIWIINBOAIUGAZ2Y
path, including promotions based on concrete outcomes. .
exceptional work.

State your clear expectations for task accomplishment. i .
1 y P P 1 Arranging for a stellar employee to have lunch with your

Ensure that the job description involves a variety oftasks. FF OAf AG&Qa /9ho

1 9yadNB GKFEiG (KS SyLX 2&s$$ 4% Bupliclyligtingithagieys gnd gugceszas anéstersinR 2 A v 3
impacts the whole process or task that others will also be ~ cOmmon areas.

art of. . : .
P At Dialogue, we would like to hear about some of the creative

1 Make sure that the employee feels that what he/she is things you do to keep your team motivated. Please share your
doing is meaningful. ideas at dialogue@Ivmsystems.com or via our Facebook or
Twitter accounts$®
1 Provide feedback along the way, pointing out both positive
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Professional Profile LVVM News

Well s Tapped into the Sgﬁp&e(s:ret o f

Name: Suzanne Wells, BSN, RN
Don Kowalski has

Title: Manager, Answer Line joined LVM
Organization{ G ® [ 2dzAa / KAf RNBy Q& | {eaisSvaqQ 1
team. Layne

Hometown: St. Louis, MO

School(s){ i@ al NBQa /2ft5838 2F hfp
nursing); Webster University (BSN); Webster University: Suzanne Wells

currently pursuing MS in Nursing. Will graduate in spring 2012.

Peterson has

a hioingdthes 2 O & |
Training team.

Kowalski studied
Business/charitable organization®residentElect American Academy of Ambulatory = computer science Don Kowalski
Care Nursing; Affiliate member AAP Section on Telehealth Care; Meviibsuri as a member of :
Organization of Nurse Leaders; Member LVM Advisory Board. the US Army. He
is a veteran of
both Desert

Storm and

Your recent (or current) reading listét¢ KS 2 2 NI RQ& a2aid t 2 ¢ S NBoblia. AtSVMR ¢
Principle: How to Become a Servant Leader 6 &8 WI YSa / @ | dzy ( S Kawwalski will

work with clients

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

Famous quote that best defines yourhe lyrics from the James Taylor sdrig i ide
Secret of Liféave become very important to me over the yeaisii NB vy 2§ 2 WNECG 2 2 a5

KENRS AGQE F f208t8 NARSOE CLIE) Layne Peterson
customization.

Person you admire most: 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 Peterson is a graduate of Northern

rest of his life. | admire him for his tenacity, spirit and continued drive. Arizona University. Before joining
. L _ _ ) LVM he was a high school teacher
How did you get started in this businessgot started in the call center industry 26 for eight years. At LVM Systems

years into my nursing career when | had a strong desire to transition my clinical skills pgaterson will help clients get the
in pediatrics and my managerial skills to a different and challenging environment. most out of their LVM products.
2 KIFG Aa GKS Y2ad KSELFdzZ | ROAOSWHeRIdzZQPS, NSEOSA GSK & 2 dzNJ LJIN
was a brand new manager in home care, | expressed how happy | was that I finally ZOIELPn'YerS'ty Oﬁ LV}}\/P/Taklng
had all my positions filled! Our lead hospice nurse, Pat, who was nearby and Registrations
2PSNKSFNRE 1 dza3KSR FyR &l AR rewerd t Ay 3 L\]T &75);’159

YT VE

U

i‘\/ %{;ﬁsixé\e ]ﬁagi\ya
nversitygcr)‘i1 k@?il rouugﬁ‘éS a u?

at LVM headquarters in Mesa, Ariz.

FAYA&GKSRHE h@dSNJ GKS @SFNBRI LQ@#S KIR
I LILJ & t-HearteByet fedlidi&approach to change.

What are some of your biggest challengeShange management. Things are always = _ | 5 5 .
changing in healthcare. The challenge is keeping up with change and successfully @/ SY Ul dzNHza A& {(AYyR 2

leading staff through it. Another big challenge for me right now is life balance. mind. You can accomplish a whole

lot using only a fraction of its
What is the most interesting call or situation you can recallthink the most LJ2 G Sy (i AQhdryEBaked | A R
interesting triage call | handled was when | was in home care. An adult male patient manager, client servicds ¢! Y A 9S N&
called after hours to tell us that he had inadvertently injected model train track oil of LVM gives attendees the ability to
into his IV rather than normal saline. utilize parts of ECentaurus they
What do you think the future has in store for the healthcare call center field? YSOSNI 1ySs SEA&GSROE

This is a very exciting time in health care. Implementation of Health Care Reform = To register or for more information,
provides registered nurses working in ambulatory care settings with a wonderful go to lvmsystems.con

opportunity to be present at the table as institutions strategize. It will be interesting

to experience future changes in the delivery of health c@i.

Dialogue March/April 2011 7






