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LVM Enters Social Media World President 6s M

In an era of advancing technologies Facebook and Twitter to check the pulse Ensurlng Client Value
designed to connect people, thousands of the industry.
of businesses of all sizes and regions are Somet|mes itis hard to

using social media sites to promote their Gl +a 3204 42 GKSNB AQ belreve%hat'",_
products and services. to a wide variety of professionals in this
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quarter century.

Facebook and Twitter pages, people in
the industry can share with us their ideas A oA A A #
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ﬁ for creating the ideal healthcare call SQOS 0SS 3/
= a ;oA . have so many fantastic Les Mortensen
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LVM Systems is joining other _ o _ clients and to have met o )
organizations from the healthcare call 10 find LVM in either Twitter or a2 Ylye g2yRSNFdA LISz
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marketing and public offered or technology, there isno

NBflFdA2ya denying the changing landscape.
using Facebook and
Twitter to encourage
a two-way dialog
with our various
aitl 1SK2ft R

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.

[taQa ¢ gAl
Facebook pages will
be used to provide
LVM and industry Y
updates and ideas ot
how to build the best
possible healthcare
call center.

When everyone knows ufsont what
the expectations are, there is less of a
chance that there will be any
misunderstandings.

LVM will also use

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 99
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Ask the Expert
You Just Received an LVM Update CD, Now What Do You Do?

¢KS F2ft26Ay3a A& | 02YLRaAaAGS 2F jdSadaz Fd

from customer inquiries.
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Tanya Schoenwolf, Implementation Specialist, answers:

Tanya Schoenwolf

When LVM developers complete a defined set of updates to Perform the Installation

Centaurus, they notify clients of the update and provide an ] ]
opportunity for clients to request a CD that contains all of thos&NC€ you have committed IT resources, give them the CD and

updates. Generally, LVM makes available an update CD once Ve them install the update. You can always contact LVM if
year. you have questions before giving the disc to your IT team.

Another option is to have the LVM team assist you in installing
When you get your update CD, it is important that you install itthe update. There is a charge, but our team members are very
a2 @&2dz KI @S | 00Saa G2 [/ Sydl dedbvérsed ih assisBrg with the/ ipdate Niyduril Stéai inald (0 d
To install your CD, follow these five steps: the update, remind them to first make a back
up of your Centaurus databases.

1. Assess the update

) ) Test What You Have Done
2. Confirm your hardware requirements

Once your IT team has
3. Convene your IT support completed installing

4 t SNF2NY GKS Ayadbttrarzy oYRYuPgaes srpty
check your data. Be

5. Test what you have done sure fo dq this in
ausSaueg Y2
Assess the Update

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

make sure that the updated features are ones you want to Once you have
utilize. You should also assess any custom screens you may installed and
currently have and how the update will affect those screens. tested your

update, call
Confirm your Hardware Requirements LVM to let us
. ' .. _know that you
Before you install the updates, confirm that you have suff|C|entare done y
space on your hard drive. When you do this, check to see if you '
will need additional memory or a new server. If you have any

questions about
[ +aQa dzLIR} U
Installing the updates generally takes two to four hours. You €an contact me at 480
will want to ensure that your IT team will be able to provide ~ 427-3168 or via email at
support.

Convene your IT Support

tschoenwolf@Ivmsystems.cor#®
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Peer Perspective
Chil drends

In the 19th century, British artist John
wdzi 1 Ay &l ARXI avdz €
it is always the result of intelligent
STT2NI b

If you take into consideration the
intelligent efforts taken by the team at
/| KAt RNByQa | 2aLRAdl

can see how they have become a high g

quality healthcare call center.

Teresa Baird, RN, BSN and Kathleen
al NIAyST = wbxX . {b=Z

G!'G GKS / KAt RNByQa
Telephone Care Program we use triage
call reviewas our primary quality
improvement focus to ensure safety,
impact patient outcomes and refine the
ydzZNEAY 3 LINRPOSaazé

{AyOS Ada
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.

G: S RSOS{2LISR 2Ny 2 0yoroQifafi Spbdnanfy ook
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In the revamped version, the QI team is
made up of 10 people doing the work of
one-and-a-half fulltime employees.

2SS FSSt GKI G
one person is really beneficial because it
removes the stigma of personal

LINEFSNBYy OS¢

OFVRYE:

AyOsSLiazy”

al NIAYS]

t al Tec

Hosp

Usi ng QI

" f Managert ! i / KAf RNByQa |
OARRGUTNRLF IS LINPFSHaEA2
supervisor randomly reviews three

calls per quarter. The manager review

is also used when there is a

complaint.

1 ®I2 defore a triage professional can
work remotely, they must complete a
review by the QI Committee.

1 Medical Director The medical
NDY Q a director is brought in as a final review
and determines undereferrals.

Teresa Balrd (left) and Kathleen Martmez share
Hospital shared the quality Imp"OVemen'fhow they approach quality improvement when it

(QI) approach the hospital has developegPmes to training and performance.
since its beginnings in 1988.

9 Orientation Preceptor RN During
Baird and Martinez noted that every the first six to 12 weeks of

triage profpsgianal participgtés Muthe @1dzNEmployment this survey is used to

program at least once a quarter. show progress or lack thereof.

When developing their QI survey,

o i 1 FirstYear Monthlyt During the first
/ KAt RNByQa | 2aLAGl f

yodt,t brifgb Prdtelsiorfbl n¥s'tnrel & LIS

calls per month reviewed by a charge

2 sy BYES sTotWRl KRip®A V& U

I Eeven to 10 calls per month after
Gkra PG se

1 24-Hour Admission This review is
R2yS Ay O2yadzyOiAzy
| 2ALIAGEE Qa St SOGNRYA
system when a child has been
admitted to a facility within 24 hours

AL ARO®
KSYe ANE R TR 2% d

variety of sources there is more

ONBRAOGATAGE (2 al NILAYyST al Al

The 10 review types are:

9 Selft This type of review is less
formal, but it gives the triage

9 100 Calk This review is used up to
10 times per year and focuses on one
guideline at a time.

1 Peert These quarterly reviews are
vital as many professionals relish the
validation of their peers.

9RAGZNDA b2GSY ¢KA& &

Kt @A ¥ Jedlicatnt TR WY dofeNE K A 3Kt ATKGE 2F . | ANROQA
needed basis for triage professionals Presentation. An iepth version is

FOLAtLGES 2y [+a {@&ad

Qn the verge of being put on a

derfofmardtoRan, website. 99
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Topic of the Month

Conferences Provide Knowledge Building Opportunities

In the current LVM Systems ad campaignCall Center Times. It is scheduled for Ju
GKSNBE Aa Fy IR (A f25tRough22inQlévelaidS y i ® ¢
GKAa O2yGSEGIZ O2YYAGYSyd NBTtSOGa [z
commitment not only to clients, but also 1 NS conference is geared toward

to the entire healthcare call center
industry.

[ +aQa O2YYAlUYSy
manifested by its longime, ongoing
support of educational events. Between
June and October, LVM and many
healthcare call center professionals will
participate in:

1 The 23rd Annual Conference of
Healthcare Call Centers

9  The 8h Annual National Telehealth
Conference

f ¢KS Hamm |
Conference

ta {éa

TheConference of Healthcare Call
Centersis presented by the Healthcare

lics

lihicare Call Cenier

Excellence

June 22-24, 2011
Intercontinental Hotel on the Campus of
:: Cleveland Clinic

Cleveland, OH

02 KBRS MyeRdzi&KNE RS |

>
Reach for théh

healthcare call center professionals
looking for concrete ideas that will help
them improve their call center. The

G/ dzf GAQGFGAYy3I 9EOST
The cost is $750 for subscribers to the
Healthcare Call Center Times and $850
for non-subscribers. You can get more
information by calling 77377-6131.

LVMés Angie Hart (left) an
St. Louis Childrends Hospi
2010 LVM Usersd Conference
The201] +a ! &SNE&EQis/ 2y FSN

scheduled for Oct. 19 and 20 in Gilbert,
Ariz
GKS / KAf RNB

TheNational Telehealth Conferenge
GKAOK Aa K2alSR oe Yy Q

Physician Network, is scheduled for Sept. Wh|le a vast majority of attendees to this
22and 23 in Bloomington, Minn. The conference are Centaurus users, because

GKSYS 2F GKAa &5+ NOe gl of eroprpng. exegneg |, &y

F2NJ GKS {0 NE®E LVM clients will benefit.

' GKS ' aSNBEQ / 2y FSNB
featured learning tracks in the areas of:

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 administratorshe 1
O2yFSNByOS 2FFSNA
small group sessions.

Marketing (focused on marketing
and referral issues)

Clinical (focuseq on triage and .
G [ grdi€edlisstids)i K+ { LIST 1 SNJ

1 Training (irdepth training
specifically geared to Centaurus
users)

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.
The cost is $595. For more information or

to register, visit www.lvmsystems.com
after June 1. @@

More information is available at:
www.cpnonline.orcpr 6128137435.
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Management Moment
Making Work/Life Balance Work for You and Your Team

1 Address concerns about
deadlines and deliverables earlAs
soon as you see that a deadline is
unrealistic, communicate your

% concern to your employerR 2 y Q (i
), wait until the deadline passes.

In many nursing surveys, one of the
top issues that comes up often is

work/life balance or lack thereof. As &
healthcare call center professional
you experience many of the same 3
work/life issues faced by clinical, £

in-the-field nurses.
n Take all of your allotted

. vacation time.Taking
& vacation allows you to come

LYy KA&a ¢gKAGS L
-Life Balance for Nurses

OwSI ffeHvé N ‘ . % back to work refreshed and
Woodruff, MSN, RMBC, ) R /%, more productive.

[ b{Z /9b alg - © (o

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
OdzNNBy i 2F GKS aOFft A
nurses to exceed their comfort zones for the good
of their employer. Outside of work, nurses take the caretaking 7 Decide what chores can be shared or let g@@etermine

role into their other relationships too, often taking on much which household chores are critical and which can be done
more responsibility at home and in the community than they by someone elseLet the rest go.

I NE NBFtAaAadGAOFEte | ofSodé

To)

1 Create a buffer between work
and home.After work, take a brief walk,
do a crossword puzzle, or listen to some
y deaﬁo oSTzNB 0SIAAYYAY
routlne

ExerC|se9®S)/ AT AGQa ¥S§: ;22 MPp .
aa

. i . oA . . Al
2ZAUK az2 ftAUGUES aez2dzz UAYSZ g Kkl méré‘enérga&%hdﬁéﬁ&hebmz -t
ensure a quality work/life balance?

1 Create and implement a household budgedtart by
setting aside some money from each pay check for the
future.

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. 1 Make healthy food choicesHealthy eating gives you and

our family more energy.
At Work y y %

1 Pursue a hobbyEither with friends or family or for some
1 Schedule brief breaks for yourself throughout the day. quality time on your own.
Your productivity and effectiveness will increase if you take
even a teAminute break every two hours. Overall, you will N Your Community

et more accomplished. . . .
g P 1 Make choices.Social, community and volunteer

I Atthe end of each day, set your priorities for the obligations pull us in many directions. Choose the ones that
following day. Be realistic about what you can achieve in FNB Yzad Fdzg FAEEAY3I YR €SN

the time you have available. .
y 1 Manage expectationsBe clear at the outset about how

1 Make a distinction between work and the rest of your life. much time or support you can contribute to community
Protect your private time by turning off electronic 2NBF YAl FGAZYya 2N e2d@ OKAE RNJ

communications. 52y Qi 06S @At F6fS HNnkT®
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Professional Profile LVM News
Haynes Sees Continual Changes Coming

Name: Traci Haynes

Staff Updates

LVM Systems continues to add

Title: Director of Clinical Services quality professionals to the team.

Organization'LVM Systems Joseph Jensen has
joined LVM as
a .Net Product
Developer on
the .Net
School(s):M.S., Nursing, University of Phoenix; B.A., e Applications
Management of Health Services, Ottawa University; ‘ team.

Diploma of Nursing, Wesley School of Nursing Traci Haynes

Location: Mesa, AZ

Hometown: Scottsdale, AZ

) . o . . ) Jensen has a BS inJoseph Jensen
Business/charitable organizationsmmediate Past President, American Academy of = computer

Ambulatory Care Nursing (AAACN); Member of Sigma Theta Tau Internatidml information systems from Arizona
Honors Society of Nursing; Member of the Emergency Nurses Association State University. He has been

Family: Married 37 years (to my high school sweetheart) and have three wonderful [DIEELEMIIGE 51 MEE0h) 20 HEns.

adult children, and one amazing grandson At LVM, Jensen will design and
RSNE¢ o \ﬁ%}’?&‘lg Custegn pLoPrams &k cfiegys
o ~ using Centaurus in the .Net
Famous quote that best defines youKatherine Grahamy ¢ 2 f 2 S 6 KI (i e®idmnie@. | YR
0 S

feelthat it matterscK 2 4 O2dzf R Fye@ i KAy 3 Y2NB Fdzy Ké
Shaun Tracey has

Your recent (or current) reading listt ¢ KS ocnc [ St

Person you admiremostt KSNB | NB &2 YIyeés 620K LINEbifed dvMasa {17 3 i LIS N&
difficult to chogse. Howeyer, without the gujdance of my parent§ and their Wis:dom, Support Specialist

AyardaKuoz FyR adzZJ2Nuz L g2dzZ RYyQu o0S & Kghthe Suppbrt U 2

How did you get started in this business? Q@S 6 S Sy -plus yedrdlEn&kh T 2 l@ rwces team.

of which was spent in the Emergency Dept. When my family moved from one state  Tracey graduated

to another, | accepted a position to implement and manage a Medical Call Center. | May 2011 from

did that for several years before going to work as an Implementation Project Arizona State

alyh3SNI F2NJ GKS O2YLI}ye 6K2 LINRJIARSR 2daNersdwitfa a2t dz
in Telehealth Nursing Practice for nearly 20 years. BAS in operations

2Kl G Aa GKS Y2ad KSELIFdAd | ROA oenmdzmas;ecﬂe%’;g%é‘é Hipegeiohtyearg of thny Lo

to lifelong learning!

At LVM Tracey will provide support

What are some of your biggest challenges$®hink of them as opportunitieg : :
to a variety of LVM clients.

wanting to meet (at the very least), and hoping to exceed expectatidgth those

with whom [ interact and my own. Spring/Summer Closings

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.

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

What advice do you have for professionals entering this professidrésten your emergency assistance can find
seatbelt! Embrace change and explore how you can position yourself to better contact information on the LVM
facilitate healthcare delivery to our clients, consumers, patients, members, website. g

populations, etc. @9
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