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University of LVM Tests Super Users  
As many Centaurus users can attest to, there is 
so much to learn about the software. At the 
2011 University of LVM, healthcare call center 
professionals from around the country got an in
-depth look into the power of Centaurus. 

άI enjoyed the face-to-ŦŀŎŜ ǘǊŀƛƴƛƴƎΣέ ǎŀƛŘ 
aŜƭƛǎǎŀ {ŎƛŀƭŘƻƴŜΦ άLǘ ǿŀǎ ŘŜŦƛƴƛǘŜƭȅ ŀ ƎƻƻŘ 
ǊŜŦǊŜǎƘŜǊ ŦƻǊ ƳŜΦέ 

Scialdone, a database support specialist at 
Unity Health System in Rochester, NY, joined 
ƻǘƘŜǊ /ŜƴǘŀǳǊǳǎ άǎǳǇŜǊ ǳǎŜǊǎέ ŀǘ ǘƘŜ ŀƴƴǳŀƭ 
advanced-level learning event. 

ά/ŜƴǘŀǳǊǳǎ ƛǎ ǾŜǊȅ Ǌƻōǳǎǘ ŀƴŘ ŘƻŜǎ ƳƻǊŜ ǘƘŀƴ 
Ƴƻǎǘ ǳǎŜǊǎ Ŏŀƴ ŎƻƴŎŜƛǾŜΣέ ǎŀƛŘ /ƘŜǊȅƭ .ŀƪŜǊΣ 
ƳŀƴƎŜǊΣ ŎƭƛŜƴǘ ǎŜǊǾƛŎŜǎ ŀǘ [±aΦ ά¦ƴƛǾŜǊǎƛǘȅ ƻŦ 
LVM provides attendees the opportunity to get 
ǘƘŜ Ƴƻǎǘ ƻǳǘ ƻŦ ǘƘŜƛǊ /ŜƴǘŀǳǊǳǎ ǎȅǎǘŜƳΦέ 

The five-day program covered topics such as 
reporting and a wide variety of surveys.  

The training session also allowed attendees to 
meet many of the LVM professionals they 
interact with frequently. 

άI got to work with (support specialist) Ken 
(Garcia) and (support specialist, team lead) Paul 
(Farnsworth) in person, and they helped me 
through my challenges and we were able to 
write up a very detailed, very thorough request 
ŦƻǊ Ƴȅ ǇǊƻƧŜŎǘέ {ŎƛŀƭŘƻƴŜ ǎŀƛŘΦ άL ŀƭǿŀȅǎ ŜƴƧƻȅ 
seeing everyone and working together in 
person.  It is valuable to me to place faces with 
names, and build relationships with the staff 
ǘƘŀǘ ǎǳǇǇƻǊǘǎ ƳŜ ǘƘǊƻǳƎƘƻǳǘ ǘƘŜ ȅŜŀǊΦέ  

LVM plans to again host University of LVM in 
the spring of 2012. The sessions are held at 
LVM headquarters.  

ά²ŜΩǾŜ ǊŜŎŜƛǾŜŘ ǘǊŜƳŜƴŘƻǳǎ ŦŜŜŘōŀŎƪ ƻƴ 
¦ƴƛǾŜǊǎƛǘȅ ƻŦ [±aΣέ .ŀƪŜǊ ǎŀƛŘΦ άLǘ ǿƛƭƭ ŎƻƴǘƛƴǳŜ 
to be an important part of the services we offer 
ǘƻ ƻǳǊ ŎƭƛŜƴǘǎΦέ 

LVMôs Paul Farnsworth leads the Intermediate Reporting session at the 2011 University of LVM. 



 

In an era of advancing technologies 

designed to connect people, thousands 

of businesses of all sizes and regions are 

using social media sites to promote their 

products and services. 

LVM Systems is joining other 

organizations from the healthcare call 

center industry by establishing a 

presence on Facebook and on Twitter. 

ά²Ŝ ƘŀǾŜ ǎƻƳŜ ŜȄŎƛǘƛƴƎ ǘƘƛƴƎǎ ƎƻƛƴƎ ƻƴ 

ŀǘ [±aΣέ ǎŀƛŘ [ƻǊŜƴȊƻ {ƛŜǊǊŀΣ ƳŀƴŀƎŜǊ ƻŦ 

marketing and public 

ǊŜƭŀǘƛƻƴǎΦ ά²Ŝ ŀǊŜ 

using Facebook and 

Twitter to encourage 

a two-way dialog 

with our various 

ǎǘŀƪŜƘƻƭŘŜǊǎΦέ 

[±aΩǎ ¢ǿƛǘǘŜǊ ŀƴŘ 

Facebook pages will 

be used to provide 

LVM and industry 

updates and ideas on 

how to build the best 

possible healthcare 

call center.  

LVM will also use 

Facebook and Twitter to check the pulse 

of the industry. 

ά[±a Ǝƻǘ ǘƻ ǿƘŜǊŜ ƛǘ ƛǎ ǘƻŘŀȅ ōȅ ƭƛǎǘŜƴƛƴƎ 

to a wide variety of professionals in this 

ƛƴŘǳǎǘǊȅΣέ {ƛŜǊǊŀ ǎŀƛŘΦ ά²ƛǘƘ ƻǳǊ 

Facebook and Twitter pages, people in 

the industry can share with us their ideas 

for creating the ideal healthcare call 

ŎŜƴǘŜǊΦέ 

To find LVM in either Twitter or 

CŀŎŜōƻƻƪ ŀƭƭ ȅƻǳ ƘŀǾŜ ǘƻ Řƻ ƛǎ ǘȅǇŜ ά[±a 

{ȅǎǘŜƳǎέ ƛƴǘƻ ǘƘŜ ǎŜŀǊŎƘ ōŀǊ ƛƴ ŜƛǘƘŜǊ 

ǇǊƻƎǊŀƳΦ CǊƻƳ ǘƘŜǊŜ ȅƻǳ Ŏŀƴ ŎƭƛŎƪ ά[ƛƪŜέ 

ƻƴ CŀŎŜōƻƻƪ ƻǊ άCƻƭƭƻǿέ ƻƴ ¢ǿƛǘǘŜǊΦ  

Sometimes it is hard to 

believe that LVM has 

been around for nearly a 

quarter century. 

²ŜΩǾŜ ōŜŜƴ ōƭŜǎǎŜŘ ǘƻ 

have so many fantastic 

clients and to have met 

ǎƻ Ƴŀƴȅ ǿƻƴŘŜǊŦǳƭ ǇŜƻǇƭŜΦ LŦ ȅƻǳΩǾŜ 

been in the healthcare call center 

industry for more than a few years, you 

have seen tremendous growth. 

²ƘŜǘƘŜǊ ƛǘΩǎ ƎǊƻǿǘƘ ƛƴ ŘŜƳŀƴŘΣ ǎŜǊǾƛŎŜǎ 

offered, or technology, there is no 

denying the changing landscape.  

At LVM, we are not immune to change.  

In fact, we embrace change, assuming it 

results in increased value to our clients. 

Internally, we have been working very 

hard to improve our support 

methodologies to ensure all current and 

new clients are receiving the amount 

and level of service they signed on to.  

We are working to ensure all parties 

involved understand what is expected 

of our relationship. 

When everyone knows up-front what 

the expectations are, there is less of a 

chance that there will be any 

misunderstandings.  

At LVM, we also give new and existing 

clients avenues where they can be 

brutally honest about any and all issues 

they may have.  

The bottom line is that we will do 

whatever it takes, within the context of 

our agreement, to make you a truly 

satisfied client . 
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Presidentôs Message 

Ensuring Client Value 

Dialogue 
Dialogue is published bi-monthly, at no charge by LVM Systems, Inc. 
4262 E. Florian Ave, Mesa, AZ 85206.  

Please extend all editorial questions to: 480-633-8200, ext. 225 or 
dialogue@lvmsystems.com. 
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LVM Enters Social Media World  

Les Mortensen 
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Ask the Expert  

You Just Received an LVM Update CD, Now What Do You Do? 

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

from customer inquiries. 

άL ǊŜŎŜƴǘƭȅ ǊŜǉǳŜǎǘŜŘ ŀƴ ǳǇŘŀǘŜ /5 ŦǊƻƳ [±aΦ L ƪƴƻǿ ƛǘ ƛǎ ŀƴ ǳǇŘŀǘŜ ŦƻǊ Ƴȅ /ŜƴǘŀǳǊǳǎ 

ǇŀŎƪŀƎŜΣ ōǳǘ ŎƻǳƭŘ ȅƻǳ ƘŜƭǇ ƳŜ ŦƛƎǳǊŜ ƻǳǘ ŜȄŀŎǘƭȅ ǿƘŀǘ ǘƻ ŘƻΚέ 

Tanya Schoenwolf, Implementation Specialist, answers: 

Q. 
When LVM developers complete a defined set of updates to 

Centaurus, they notify clients of the update and provide an 

opportunity for clients to request a CD that contains all of those 

updates. Generally, LVM makes available an update CD once a 

year. 

When you get your update CD, it is important that you install it 

ǎƻ ȅƻǳ ƘŀǾŜ ŀŎŎŜǎǎ ǘƻ /ŜƴǘŀǳǊǳǎΩ ƭŀǘŜǎǘ ŀƴŘ ƎǊŜŀǘŜǎǘ ŦŜŀǘǳǊŜǎΦ  

To install your CD, follow these five steps: 

1. Assess the update 

2. Confirm your hardware requirements 

3. Convene your IT support 

4. tŜǊŦƻǊƳ ǘƘŜ ƛƴǎǘŀƭƭŀǘƛƻƴ όƛƴƛǘƛŀƭƭȅ ǘƻ ȅƻǳǊ άǘŜǎǘέ ŘŀǘŀōŀǎŜύ 

5. Test what you have done 

Assess the Update 

When you first receive your CD, review the release notes and 

make sure that the updated features are ones you want to 

utilize. You should also assess any custom screens you may 

currently have and how the update will affect those screens. 

Confirm your Hardware Requirements 

Before you install the updates, confirm that you have sufficient 

space on your hard drive. When you do this, check to see if you 

will need additional memory or a new server. 

Convene your IT Support 

Installing the updates generally takes two to four hours. You 

will want to ensure that your IT team will be able to provide 

support.  

Perform the Installation 

Once you have committed IT resources, give them the CD and 

have them install the update. You can always contact LVM if 

you have questions before giving the disc to your IT team. 

Another option is to have the LVM team assist you in installing 

the update. There is a charge, but our team members are very 

well versed in assisting with the update. If your IT team installs 

the update, remind them to first make a back 

up of your Centaurus databases.  

Test What You Have Done 

Once your IT team has 

completed installing 

your updates, spot 

check your data. Be 

sure to do this in 

άǘŜǎǘέ ƳƻŘŜΦ  

And Finally 

Once you have 

installed and 

tested your 

update,  call 

LVM to let us 

know that you 

are done.  

If you have any 

questions about 

[±aΩǎ ǳǇŘŀǘŜ /5Σ ȅƻǳ 

can contact me at 480-

427-3168 or via email at 

tschoenwolf@lvmsystems.com. 

Tanya Schoenwolf 



 

In the 19th century, British artist John 

wǳǎƪƛƴ ǎŀƛŘΣ άvǳŀƭƛǘȅ ƛǎ ƴŜǾŜǊ ŀƴ ŀŎŎƛŘŜƴǘΤ 

it is always the result of intelligent 

ŜŦŦƻǊǘΦέ 

If you take into consideration the 

intelligent efforts taken by the team at 

/ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ ƛƴ !ǳǊƻǊŀΣ /ƻƭƻΦΣ ȅƻǳ 

can see how they have become a high-

quality healthcare call center. 

Teresa Baird, RN, BSN and Kathleen 

aŀǊǘƛƴŜȊΣ wbΣ .{bΣ /tb ŦǊƻƳ /ƘƛƭŘǊŜƴΩǎ 

Hospital shared the quality improvement 

(QI) approach the hospital has developed 

since its beginnings in 1988. 

ά!ǘ ǘƘŜ /ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ !ŦǘŜǊ IƻǳǊǎ 

Telephone Care Program we use triage 

call review as our primary quality 

improvement focus to ensure safety, 

impact patient outcomes and refine the 

ƴǳǊǎƛƴƎ ǇǊƻŎŜǎǎΣέ .ŀƛǊŘ ǎŀƛŘΦ  

{ƛƴŎŜ ƛǘǎ ƛƴŎŜǇǘƛƻƴ /ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ 

used a reactive QI approach that was 

punitive in nature. In 2004, the team 

began using the Centaurus survey 

module to greatly enhance its QI 

approach.  

ά²Ŝ ŘŜǾŜƭƻǇŜŘ ƻǳǊ ƻǿƴ ŎǳǎǘƻƳƛȊŜŘ vL 

ǎǳǊǾŜȅ ƛƴ нллсΣέ .ŀƛǊŘ ǎŀƛŘΦ άLƴ нллф ǿŜ 

ǊŜǾŀƳǇŜŘ ŀƴŘ ƛƳǇǊƻǾŜŘ ƛǘΦέ 

In the revamped version, the QI team is 

made up of 10 people doing the work of 

one-and-a-half full-time employees. 

ά²Ŝ ŦŜŜƭ ǘƘŀǘ ƘŀǾƛƴƎ ŀ vL ǘŜŀƳ ǾŜǊǎǳǎ 

one person is really beneficial because it 

removes the stigma of personal 

ǇǊŜŦŜǊŜƴŎŜΣέ aŀǊǘƛƴŜȊ ǎŀƛŘΦ  

Baird and Martinez noted that every 

triage professional participates in the QI 

program at least once a quarter.  

When developing their QI survey, 

/ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ ŜǎǘŀōƭƛǎƘŜŘ мл ǘȅǇŜǎ 

of reviews.  

ά²ƘŜƴ ƛƴŦƻǊƳŀǘƛƻƴ ƛǎ ŎƻƭƭŜŎǘŜŘ ŦǊƻƳ ŀ 

variety of sources there is more 

ŎǊŜŘƛōƛƭƛǘȅ ǘƻ ǘƘŀǘ ŘŀǘŀΣέ aŀǊǘƛƴŜȊ ǎŀƛŘΦ  

The 10 review types are:  

¶ Self τ This type of review is less 

formal, but it gives the triage 

professional the opportunity to track 

exemplary or challenging calls for 

their annual review. 

¶ Peer τ These quarterly reviews are 

vital as many professionals relish the 

validation of their peers. 

¶ Education τ These are done on an as 

needed basis for triage professionals 

on the verge of being put on a 

performance plan. 

¶ Manager τ !ǘ /ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭΣ 

ǘƘŜ ǘǊƛŀƎŜ ǇǊƻŦŜǎǎƛƻƴŀƭΩǎ ƛƳƳŜŘƛŀǘŜ 

supervisor randomly reviews three 

calls per quarter. The manager review 

is also used when there is a 

complaint. 

¶ QI τ Before a triage professional can 

work remotely, they must complete a 

review by the QI Committee. 

¶ Medical Director τ The medical 

director is brought in as a final review 

and determines under-referrals. 

¶ Orientation Preceptor RN τ During 

the first six to 12 weeks of 

employment this survey is used to 

show progress or lack thereof. 

¶ First-Year Monthly τ During the first 

year, a triage professional has three 

calls per month reviewed by a charge 

ƴǳǊǎŜ ŦƻǊ ǘƘŜ ŦƛǊǎǘ ǎƛȄ ƳƻƴǘƘǎΦ LǘΩǎ 

seven to 10 calls per month after 

that.  

¶ 24-Hour Admission τ This review is 

ŘƻƴŜ ƛƴ ŎƻƴƧǳƴŎǘƛƻƴ ǿƛǘƘ /ƘƛƭŘǊŜƴΩǎ 

IƻǎǇƛǘŀƭΩǎ ŜƭŜŎǘǊƻƴƛŎ ƳŜŘƛŎŀƭ ǊŜŎƻǊŘǎ 

system when a child has been 

admitted to a facility within 24 hours 

of a triage call.  

¶ 100 Call τ This review is used up to 

10 times per year and focuses on one 

guideline at a time. 

9ŘƛǘƻǊΩǎ bƻǘŜΥ ¢Ƙƛǎ ǎǘƻǊȅ ŎƻǾŜǊǎ ƻƴƭȅ 

ƘƛƎƘƭƛƎƘǘǎ ƻŦ .ŀƛǊŘΩǎ ŀƴŘ aŀǊǘƛƴŜȊΩǎ 

presentation. An in-depth version is 

ŀǾŀƛƭŀōƭŜ ƻƴ [±a {ȅǎǘŜƳΩǎ /ƭƛŜƴǘ tƻǊǘŀƭ 

website. 
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Peer Perspective  

Childrenôs Hospital Using QI Techniques to Maximize Productivity 

Teresa Baird (left) and Kathleen Martinez share 
how they approach quality improvement when it 
comes to training and performance. 
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Topic of the Month  

Conferences Provide Knowledge Building Opportunities  

In the current LVM Systems ad campaign 

ǘƘŜǊŜ ƛǎ ŀƴ ŀŘ ǘƛǘƭŜŘ ά/ƻƳƳƛǘƳŜƴǘΦέ Lƴ 

ǘƘƛǎ ŎƻƴǘŜȄǘΣ ŎƻƳƳƛǘƳŜƴǘ ǊŜŦƭŜŎǘǎ [±aΩǎ 

commitment not only to clients, but also 

to the entire healthcare call center 

industry. 

[±aΩǎ ŎƻƳƳƛǘƳŜƴǘ ǘƻ ǘƘŜ ƛƴŘǳǎǘǊȅ ƛǎ 

manifested by its long-time, ongoing 

support of educational events. Between 

June and October, LVM and many 

healthcare call center professionals will 

participate in: 

¶ The 23rd Annual Conference of 

Healthcare Call Centers 

¶ The 8th Annual National Telehealth 

Conference  

¶ ¢ƘŜ нлмм [±a {ȅǎǘŜƳǎ ¦ǎŜǊǎΩ 

Conference 

The Conference of Healthcare Call 

Centers is presented by the Healthcare 

Call Center Times. It is scheduled for June 

22 through 24 in Cleveland.  

This conference is geared toward 

healthcare call center professionals 

looking for concrete ideas that will help 

them improve their call center. The 

ǘƘŜƳŜ ŦƻǊ ǘƘƛǎ ȅŜŀǊΩǎ ŎƻƴŦŜǊŜƴŎŜ ƛǎ 

ά/ǳƭǘƛǾŀǘƛƴƎ 9ȄŎŜƭƭŜƴŎŜΦέ 

The cost is $750 for subscribers to the 

Healthcare Call Center Times and $850 

for non-subscribers. You can get more 

information by calling 770-377-6131. 

The National Telehealth Conference, 

ǿƘƛŎƘ ƛǎ ƘƻǎǘŜŘ ōȅ ǘƘŜ /ƘƛƭŘǊŜƴΩǎ 

Physician Network, is scheduled for Sept. 

22 and 23 in Bloomington, Minn. The 

ǘƘŜƳŜ ƻŦ ǘƘƛǎ ȅŜŀǊΩǎ ŎƻƴŦŜǊŜƴŎŜ ƛǎ άwŜŀŎƘ 

ŦƻǊ ǘƘŜ {ǘŀǊǎΦέ 

This conference is for an audience of 

nurses and physicians who are focused 

on emergent, urgent and/or telephone 

care. The conference will also be of value 

to office and call center triage nurses, 

physicians, and administrators. The 

ŎƻƴŦŜǊŜƴŎŜ ƻŦŦŜǊǎ ά[ǳƴŎƘ ǿƛǘƘ ŀ {ǇŜŀƪŜǊέ 

small group sessions. 

The cost before Aug. 31 is $525 for RNs 

and $575 for MDs. After Aug. 31 it is 

$595 for RNs and $650 for MDs. 

More information is available at:  

www.cpnonline.org or 612-813-7435. 

 

The 2011 [±a ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ is 

scheduled for Oct. 19 and 20 in Gilbert, 

Ariz. 

While a vast majority of attendees to this 

conference are Centaurus users, because 

of the depth of programming, even non-

LVM clients will benefit. 

!ǘ ǘƘŜ ¦ǎŜǊǎΩ /ƻƴŦŜǊŜƴŎŜ ǘƘŜǊŜ ŀǊŜ ǘƘǊŜŜ 

featured learning tracks in the areas of: 

¶ Marketing (focused on marketing 

and referral issues) 

¶ Clinical (focused on triage and 

protocol issues) 

¶ Training (in-depth training 

specifically geared to Centaurus 

users) 

The cost is $595. For more information or 

to register, visit www.lvmsystems.com 

after June 1. 

LVMôs Angie Hart (left) and Lisa Swerczek from 
St. Louis Childrenôs Hospital reconnect at the 
2010 LVM Usersô Conference. 

http://www.cpnonline.org/
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In many nursing surveys, one of the 

top issues that comes up often is 

work/life balance or lack thereof. As a 

healthcare call center professional 

you experience many of the same 

work/life issues faced by clinical, 

in-the-field nurses. 

Lƴ Ƙƛǎ ǿƘƛǘŜ ǇŀǇŜǊ ŎŀƭƭŜŘ ά²ƻǊƪ

-Life Balance for Nurses 

όwŜŀƭƭȅΗύέ ŀǳǘƘƻǊ 5ŀǾƛŘ ²Φ 

Woodruff, MSN, RN-BC, 

/b{Σ /9b ǎŀȅǎΣ άbǳǊǎŜǎ 

have difficulty with work

-life balance because 

nurses are socialized to a caretaking role. 

And even though much has changed in the 

nursing field there is still an underlying 

ŎǳǊǊŜƴǘ ƻŦ ǘƘŜ άŎŀƭƭƛƴƎέ ƳŜƴǘŀƭƛǘȅ ǘƘŀǘ ŀǎƪǎ 

nurses to exceed their comfort zones for the good 

of their employer. Outside of work, nurses take the caretaking 

role into their other relationships too, often taking on much 

more responsibility at home and in the community than they 

ŀǊŜ ǊŜŀƭƛǎǘƛŎŀƭƭȅ ŀōƭŜΦέ 

²ƛǘƘ ǎƻ ƭƛǘǘƭŜ άȅƻǳέ ǘƛƳŜΣ ǿƘŀǘ ƛǎ ŀ ƘŜŀƭǘƘ ǇǊƻŦŜǎǎƛƻƴŀƭ ǘƻ Řƻ ǘƻ 

ensure a quality work/life balance?  

In Canada, the first week in May is National Mental Health 

Week. To help their citizens cope with work/life balance issues, 

the Canadian Mental Health Association put together the 

following work/life balance tips that work well anywhere. 

At Work 

¶ Schedule brief breaks for yourself throughout the day. 

Your productivity and effectiveness will increase if you take 

even a ten-minute break every two hours. Overall, you will 

get more accomplished. 

¶ At the end of each day, set your priorities for the 

following day. Be realistic about what you can achieve in 

the time you have available. 

¶ Make a distinction between work and the rest of your life. 

Protect your private time by turning off electronic 

communications.   5ƻƴΩǘ ōŜ ŀǾŀƛƭŀōƭŜ нпκтΦ 

¶ Address concerns about 

deadlines and deliverables early. As 

soon as you see that a deadline is 

unrealistic, communicate your 

concern to your employer - ŘƻƴΩǘ 

wait until the deadline passes. 

¶ Take all of your allotted 

vacation time. Taking 

vacation allows you to come 

back to work refreshed and 

more productive. 

At Home 

¶ Create a buffer between work 

and home. After work, take a brief walk, 

do a crossword puzzle, or listen to some 

ƳǳǎƛŎ ōŜŦƻǊŜ ōŜƎƛƴƴƛƴƎ ǘƘŜ ŜǾŜƴƛƴƎΩǎ 

routine. 

¶ Decide what chores can be shared or let go. Determine 

which household chores are critical and which can be done 

by someone else.  Let the rest go. 

¶ Exercise. 9ǾŜƴ ƛŦ ƛǘΩǎ ƻƴƭȅ ŦƻǊ мр ƳƛƴǳǘŜǎ ŀǘ ŀ ǘƛƳŜΣ ȅƻǳΩƭƭ 

feel more energized and refreshed. 

¶ Create and implement a household budget. Start by 

setting aside some money from each pay check for the 

future. 

¶ Make healthy food choices. Healthy eating gives you and 

your family more energy. 

¶ Pursue a hobby. Either with friends or family or for some 

quality time on your own. 

In Your Community 

¶ Make choices.  Social, community and volunteer 

obligations pull us in many directions. Choose the ones that 

ŀǊŜ Ƴƻǎǘ ŦǳƭŦƛƭƭƛƴƎ ŀƴŘ ƭŜŀǊƴ ǘƻ ǎŀȅ ΨƴƻΩ ǘƻ ǘƘŜ ǊŜǎǘΦ 

¶ Manage expectations. Be clear at the outset about how 

much time or support you can contribute to community 

ƻǊƎŀƴƛȊŀǘƛƻƴǎ ƻǊ ȅƻǳǊ ŎƘƛƭŘǊŜƴΩǎ ǎŎƘƻƻƭ ŜǾŜƴǘǎΦ 

Management Moment  

Making Work/Life Balance Work for You and Your Team 
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LVM News  

Staff Updates 

LVM Systems continues to add 
quality professionals to the team.  

Joseph Jensen has 
joined LVM as 
a .Net Product 
Developer on 
the .Net 
Applications 
team. 

Jensen has a BS in 
computer 
information systems from Arizona 
State University. He has been 
programming for nearly 20 years. 

At LVM, Jensen will design and 
develop custom programs for clients 
using Centaurus in the .Net 
environment. 

Shaun Tracey has 
joined LVM as a 
Support Specialist 
on the Support 
Services team. 

Tracey graduated 
May 2011 from 
Arizona State 
University with a 
BAS in operations 
technology. He has eight years of IT 
experience. 

At LVM Tracey will provide support 
to a variety of LVM clients. 

Spring/Summer Closings 

Please note that in honor of the 
Memorial Day holiday on May 30 
and the Fourth of July holiday, LVM 
will be closed. Clients needing 
emergency assistance can find 
contact information on the LVM 
website. 

Name:  Traci Haynes    

Title:  Director of Clinical Services 

Organization: LVM Systems  

Location:  Mesa, AZ 

Hometown:  Scottsdale, AZ 

School(s):  M.S., Nursing, University of Phoenix; B.A., 
Management of Health Services, Ottawa University; 
Diploma of Nursing, Wesley School of Nursing 

Business/charitable organizations:  Immediate Past President, American Academy of 
Ambulatory Care Nursing (AAACN); Member of Sigma Theta Tau International ς The 
Honors Society of Nursing; Member of the Emergency Nurses Association 

Family:  Married 37 years (to my high school sweetheart) and have three wonderful 
adult children, and one amazing grandson 

Your recent (or current) reading list:  ά¢ƘŜ ослϲ [ŜŀŘŜǊΣέ ōȅ WƻƘƴ /Φ aŀȄǿŜƭƭΦ 

Famous quote that best defines you:  Katherine Graham, ά¢ƻ ƭƻǾŜ ǿƘŀǘ ȅƻǳ Řƻ ŀƴŘ 
feel that it matters ς Ƙƻǿ ŎƻǳƭŘ ŀƴȅǘƘƛƴƎ ōŜ ƳƻǊŜ ŦǳƴΚέ  

Person you admire most:  ¢ƘŜǊŜ ŀǊŜ ǎƻ ƳŀƴȅΣ ōƻǘƘ ǇǊƻŦŜǎǎƛƻƴŀƭƭȅ ŀƴŘ ǇŜǊǎƻƴŀƭƭȅΣ ƛǘΩǎ 
difficult to choose.  However, without the guidance of my parents and their wisdom, 
ƛƴǎƛƎƘǘΣ ŀƴŘ ǎǳǇǇƻǊǘΣ L ǿƻǳƭŘƴΩǘ ōŜ ǿƘƻ L ŀƳ ǘƻŘŀȅΦ 

How did you get started in this business?  LΩǾŜ ōŜŜƴ ŀ ƴǳǊǎŜ ŦƻǊ ол-plus years, much 
of which was spent in the Emergency Dept.  When my family moved from one state 
to another, I accepted a position to implement and manage a Medical Call Center.  I 
did that for several years before going to work as an Implementation Project 
aŀƴŀƎŜǊ ŦƻǊ ǘƘŜ ŎƻƳǇŀƴȅ ǿƘƻ ǇǊƻǾƛŘŜŘ ƻǳǊ Ŏŀƭƭ ŎŜƴǘŜǊ ǎƻƭǳǘƛƻƴΦ  LΩǾŜ ōŜŜƴ ƛƴǾƻƭǾŜŘ 
in Telehealth Nursing Practice for nearly 20 years. 

²Ƙŀǘ ƛǎ ǘƘŜ Ƴƻǎǘ ƘŜƭǇŦǳƭ ŀŘǾƛŎŜ ȅƻǳΩǾŜ ǊŜŎŜƛǾŜŘ ƛƴ ȅƻǳǊ ǇǊƻŦŜǎǎƛƻƴŀƭ ƭƛŦŜΚ  Commit 
to lifelong learning! 

What are some of your biggest challenges?  I think of them as opportunities ς 
wanting to meet (at the very least), and hoping to exceed expectations ς both those 
with whom I interact and my own. 

What do you think the future has in store for the healthcare call center field?  
Change!  Healthcare reform is changing the delivery of healthcare and increasing the 
demand for prevention, care coordination, and transitional care.  Healthcare call 
centers are integral in every aspect of these changes. 

What advice do you have for professionals entering this profession?  Fasten your 
seatbelt!  Embrace change and explore how you can position yourself to better 
facilitate healthcare delivery to our clients, consumers, patients, members, 
populations, etc. 

Haynes Sees Continual Changes Coming 

Professional Profile  

Traci Haynes 

Shaun Tracey 

Joseph Jensen 




