Achieving Customer Engagement in Business and Healthcare

Sponsored by:  Minnesota Council for Quality & 

Minnesota Healthcare Quality Professionals

October 12-13, 2010

Bloomington, Minnesota



 Half-day  Workshops:  October 12th

Title:    7 Principles to Fully Engage Your Customers
Workshop Leader:   Bryan Williams  DM

 

Description:    This session will equip all attendees with the knowledge and skills needed to provide exceptional service in any industry. 

 

Session topics:

* Principle 1:    Be eager to serve

* Principle 2:    Be welcoming

* Principle 3:    Create an inclusive atmosphere

* Principle 4:    Create a total service experience

* Principle 5:    Turn customers into ambassadors

* Principle 6:    Offer a gracious goodbye

* Principle 7:    Earn your customers' confidence

Title:    Harnessing Revolutionary Tools in Your Organization
Workshop Leaders:   Lee  Aase  and  Gary Oftedahl,  MD

Lee Aase





Director, Center for Social Media




Mayo Clinic





Participants will:

* Be able to describe the massive and irreversible changes inherent in the

social media revolution

* Understand how one well-respected and traditional organization in a

regulated industry has used social media tools to accomplish

business-related goals

* Describe potential applications of social media in their organizations,

along with an initial concept of how to move into implementation.

Lee Aase is director of the Mayo Clinic Center for Social Media, a first-of-its-kind social media center focused on health care, which builds on Mayo Clinic's leadership among health care providers in adopting social media tools. Mayo Clinic has the most popular medical provider channel on YouTube and active, popular outposts on Twitter and Facebook. With its News Blog, podcast blog and Sharing Mayo Clinic, a blog that enables patients and employees to tell their Mayo Clinic stories, Mayo has been a pioneer in hospital blogging.  By night, Lee is Chancellor of Social Media University, Global (SMUG), a free online higher education institution that provides practical, hands-on training in social media for lifelong learners.  Prior to joining Mayo Clinic in 2000, Lee spent more than a decade in political and government communications at the local, state and federal level. He received his B.S. in Political Science from Mankato (Minn.) State University in 1986.

Gary Oftedahl,   MD

Chief Knowledge Officer

Institute for Clinical Systems Improvement

Bloomington, Minnesota

For seven years Dr. Oftedahl has worked with ICSI on quality improvement, adaptive leadership and the collaborative process. He has helped create and lead collaborative initiatives on culture change, human factors in the ambulatory care environment, transitions of care in treatment of heart failure, and use of patient satisfaction in improving quality of care.   His impact on health care improvement earned him recognition as one of the 100 most influential health care leaders in 2008 by Minnesota Physician magazine. He has spoken at multiple conferences around the country highlighting the work in Minnesota, and advancing the concept of collaboration in transforming health care.  Prior to ICSI, Dr. Oftedahl has served as Medical Director and Medical Director for Quality with Olmsted Medical Center in Rochester, Minnesota and served as Medical Director of five long-term care facilities.  Before becoming Chief Knowledge Officer at ICSI, Dr. Oftedahl was the organization’s Medical Director.

OCTOBER   13TH
Opening Keynote:

Title:    Culture is the Game
Speaker:       Janet Crutchfield

                     Senior Corporate Director of Quality

                     The Ritz-Carlton Hotel Company, LLC

Objectives:

· To orient the audience to the Ritz Carlton approach to customer engagement
· To discuss deployment successes  and struggles
Professional Experience 
Janet Crutchfield is currently the Senior Corporate Director of Quality for The Ritz-Carlton Hotel Company.  She is responsible for the deployment of customer improvement strategies worldwide.    Janet is a Senior Member of the American Society for Quality and certified Quality Manager of Quality & Organizational Excellence.   She has served as a Judge for the World Team Excellence Competition and an Examiner for the Maryland state quality award
Breakout Session
Title: Involving Patients and Families in Their Health Care

Speakers    Cally Vinz  and  Janet Schuerman
Cally Vinz   RN  is the Vice President for Clinical Products and Strategic Initiatives at the Institute for Clinical Systems Improvement (ICSI) providing leadership and direction for the evidence based documents, education and collaborative programs as well as strategic initiatives.  Ms. Vinz is a registered nurse and has over 30 years of experience in clinical, administrative and leadership roles in both ambulatory care and hospitals in large integrated systems, small rural settings and industry.  Some areas of responsibility and expertise include: nursing, care delivery, quality improvement, employee and patient safety, evidence-based guideline development, clinical decision support, shared decision making, electronic medical record implementation, presentation and program development, facilitation, collaboration, education development, process and system improvement, spread and measurement.

Janet Schuerman,   MBA is the Project Lead for the ICSI Shared Decision Making (SDM) project. As a facilitator at ICSI,  Jan is also involved in the Accelerating Cultural Transformation Collaborative and the Member Relations, Education, and Technology Teams.  Previously, Jan worked for a health plan in Hawaii before becoming the Director of Member and Provider Relations and Tertiary Care Contracting for a health plan in Northwestern Pennsylvania. In addition to her health care experience, Jan has extensive business experience in companies throughout the world.
Objectives:
· Describe the concept and philosophy of patient / family centered care

· Outline the key elements that support patients and families in making decisions about their health care.

· Identify the importance of recognizing patients preferences and values in health care delivery

· Describe the relational components of shared decision making

Breakout Session

Title: The Impact of Real Time Point of Care Surveys

Panel:

·    Charlie Lick   MD                Allina  

                                                 Medical Director:  Buffalo Hospital ED
·    Micah Benson                      Children’s Hospitals of Minnesota

                                                Quality and Safety Improvement Consultant
·    Anne Gibbons                      HealthEast 
                                                Director of Guest Relations and Communications: 
                                                Bethesda Hospital
·    Deb Stumm                          Fairview
                                                VP Quality:  Fairview Lakes,    Wyoming, MN
·    Theresa Tungseth                VA Medical Center

Nursing and Quality
Objectives:

· To understand the impact of point-of-care surveys on satisfaction and improvement processes.  
· To understand how the introduction of point-of-care surveys has changed existing satisfaction processes.
· To understand what struggles come with point-of-care survey technology .
Breakout Session

Title:   “Using Innovation to Promote Stakeholder and Customer Engagement”

Speaker:   Theresa Wagner, 

Continuous Improvement Facilitator and Innovation Champion, 

Cargill Kitchen Solutions, Inc.

Theresa Wagner champions continuous improvement and innovation at Cargill Kitchen Solutions.  She has a B.S. degree in Food Science from South Dakota State University and has been with Cargill since 1997.  She has worked in various Quality, Operations, Process Improvement, and R & D roles.  In 2006, she was promoted to Continuous Improvement Facilitator and was named to the Business Leadership Team.  In 2008, she was assigned the role of Innovation Champion.  Theresa has been a key leader in sustaining a culture of excellence.  She serves as an examiner for the Cargill Business Excellence process and is a Senior Examiner for the MBNQA Board of Examiners.  Cargill Kitchen Solutions, formerly Sunny Fresh Foods, is a leading marketer of high value, further-processed egg products throughout North America.  Cargill Kitchen Solutions is known for premium breakfast products, first-to-market innovations, impeccable service and developing partnering relationships with customers that share the same core values.  Cargill Kitchen Solutions delivers on this by building a culture that leverages its core values, innovation, and stakeholder engagement to build customer engagement.  Key elements of this approach include a systematic process for innovation that focuses on communicating customer requirements broadly within the organization so all stakeholders can contribute to exceeding customer requirements and innovate against new requirements.  The system also includes a portfolio management process with associated metrics to ensure the right projects are being worked on at the right time, collaboration is enabled with all key stakeholders, and value is delivered to both Cargill Kitchen Solutions and its customers.

Objectives:

· Learn how to develop approaches to communicate customer requirements broadly within an organization so all stakeholders contribute to exceeding customer needs

· Hear how systematic innovation can contribute to building customer relationships 

· Learn how Cargill has built a culture that leverages its core values, innovation, and stakeholder engagement to build customer engagement

Breakout Session

Title:      How the Internet is Changing  Customer Engagement

Speaker:      Jay Wardle   
                    Manager Strategic Planning  
                    Target.com 

Objectives:

· Learn how voice of the customer is captured in the  .com  division of an international company.

· Learn how the .com market is influencing customer satisfaction in the traditional retail sector.

· Learn how knowledge is shared across these diverse approaches.
Lunch  Keynote:

Title: The Needs of the Patient Come First:    Service Excellence at Mayo Clinic 
 

Organization: Mayo Health System and Mayo Clinic

 

Presenters:

G. Richard Locke, III, MD    Mayo Clinic Rochester Physician Service Champion

Kimberly K. Illg,                   Mayo Clinic Rochester Quality Service Strategy Coordinator

J. Alan Fleischmann,  MD     Mayo Health System Physician Service Champion

Patricia E. Dahl                      Mayo Health System Service Excellence Administrator

Kristen Johnson, RN

Mayo Nurse Service Champion
Keynote Bios

G. Richard Locke III, MD is a consultant in the Division of Gastroenterology and Hepatology and has a joint appointment in the Division of Health Care Policy and Research at the Mayo Clinic, Rochester, Minnesota.  He is a Professor of Medicine at Mayo Medical School.  He is a past vice chair for planning and quality of the GI Division.  He is now Service Champion on the CPQOC (Clinical Practice Quality Oversight Committee) at Mayo Clinic Rochester and the Mayo Service Excellence Committee of Mayo Clinic.  He also serves on the executive committee of the Mayo Clinic Program on Professionalism and Bioethics.  He is a graduate of DePauw University and Harvard Medical School and an alumnus of the University of Minnesota Internal Medicine Program.  He completed his GI fellowship at the Mayo Clinic. 

J. ALAN FLEISCHMANN MD MMM is a Medical Vice President of Franciscan Skemp and a family physician who practiced in Caledonia, Minnesota MN for 19 years.  He has responsibility for Service Excellence for Franciscan Skemp and for both Service Excellence and Professionalism for the Mayo Health System. He received his medical degree from University College Cork of the National University of Ireland in 1975.  He did his post graduate training in London at both Guy's Hospital and University College Hospital, becoming a member of both Royal College of Physicians in 1978 and a member of the Royal College General Practitioners in 1980 before coming to Caledonia to join the Franciscan Health System in 1987. Dr. Fleischmann is a Certified Physician Executive and a Senior Bush Medical Fellow.  He obtained his Master of Medical Management Degree from the Heinz School of Business of Carnegie Mellon University in 2000. He is a 2005 MacMillan Scholar and in 2007 completed Leadership Black Belt training at the Juran Institute of the Carlson School of Management in Minneapolis, MN.
Kimberly Illg, joined Mayo Clinic in August of 2007 as the Service Strategy Coordinator within Quality Management Services in Rochester. She has a Bachelors of Science Degree from Mankato State University in Marketing and Management. Prior to Mayo, her professional career was in retail, working 18 years for both Wal-mart Stores Inc. and Target Stores/Corporation Inc. in the Minneapolis/St Paul area. She has had extensive experience in customer service, service training development, Customer Relationship Management, gaining the “Voice of the Customer/Patient” and as a patient.

Patricia (Tricia) Dahl, Associate Clinic Administrator at Albert Lea Medical Center and Service Excellence and Professionalism and Ethics Administrator for the Mayo Health System.  Employed by ALMC for past 21 years in a variety of roles.  Currently directly responsible for the operations of ALMC Express Care and five regional medical clinics and leading service excellence and performance improvement initiatives. Within the Mayo Health System, partners with Dr. Alan Fleischmann leading the MHS Service Excellence Committee. Roles include membership on the MHS Quality Management Team, Mayo Service Excellence Committee, Mayo Clinic Program on Professionalism and Ethics Steering Committee and the planning teams for the Service Excellence Collaboratives and Mayo Conference on Quality, Safety and Service.  Received a Bachelor of Arts and Master of Arts in Organizational Management from Concordia University St. Paul, Minnesota.  

Objectives:
1. Understanding of the Mayo Clinic Culture “The Needs of the Patient Come First”


2. Understanding of the team concept that engages physicians in leading efforts to improve the patient experience.

3. Overview of methods Mayo Clinic uses to listen to the voice of the customer and engage the customer in creating an optimal patient experience

4. Overview of methods Mayo Clinic uses to respond to the voice of the customer, including engagement of the customer 

Breakout Session
Title:      Tools of Public Engagement at Dover-Eyota Schools

Speaker:    Bruce Klaehn

                  Superintendent:  Dover-Eyota Public Schools

Bruce Klaehn,  as superintendent of the school district,  has been instrumental in the school district’s  Minnesota Council for Quality Baldrige journey.  
Objectives:

· Trace the District’s Category 3  (Customer)  journey.
· Describe innovative approaches to Voice of the Customer  “listening” and deployment.

· Discuss “shared decision making”  from both the student and parent perspectives.
Breakout Session
Title:     Minnesota’s Vision: Health Care Homes

Speaker:      Marie Maes-Voreis 

Marie RN BSN, MA, brings 32 years of nursing and health care leadership experience to her role as Minnesota Department of Health / Minnesota Department of Human Services

Director of the Health Care Homes project.  She is responsible for the program implementation of Health Care Homes legislation as a joint government private sector project.  Prior to joining MDH Marie worked as a Director of Primary Care Communication systems at Park Nicollet Health Services and the Director of the Family Medicine clinics at Hennepin County Medical Center (HCMC).  She was also a Quality Improvement/Planning Specialist with HCMC.  She managed the successful implementation of medical home using a multi-disciplinary team care model in family medicine and has extensive experience with implementation of the EPIC electronic health record.   Marie is passionate about supporting health care services for the underserved and residency and nursing education.  Marie has a Masters degree in Health and Human Services Administration from St. Mary’s University and a Bachelors degree in Nursing from the College of St. Benedict.

Objectives: 

· Understand how a health care home improves the patient/consumer experience

· Understand legislation and requirements affecting health care home requirements

· Learn about health care home progress in Minnesota

Title:     VOC  Innovation  Smorgasbord  

Panel Members:

· Camie Melton Hanily
Director of Communications 
Eden Prairie Schools
· Tessa Billman                                                                              
Family Coordinator ~ Families as Partners                                                                            Children's Hospitals and Clinics of Minnesota

· Jay Wardle

      Manager Strategic Planning,  

      Target.com 

· Theresa Wagner 
 Continuous Improvement Facilitator 

 Cargill Kitchen Solutions 

OBJECTIVES:

 To convey a broad spectrum of Customer Engagement innovations:
· Deployment

· Listening posts

· Integration with Strategic plans

· Measurement

· Definitions of  Voice of the Customer

· Definitions of Customer

· Feedback mechanisms

Closing  Keynote:

Title:     Achieving Customer Advocacy at US Bank through Technology, People.
Speaker:    Howell (Mac) McCullough
                  Executive Vice President, Chief Strategy Officer

                  U.S. Bancorp

Howell (Mac) McCullough is executive vice president and head of the Enterprise Revenue Office, an organization that is focused on driving revenue growth by better understanding and acting on our customers’ needs, preferences and behaviors. He is also a member of the U.S. Bancorp Managing Committee.   Previously, McCullough held a number of financial positions within U.S. Bancorp and its predecessors, including chief financial officer for Payment Services, director of Investor Relations, director of Corporate Development, and director of Financial Analysis and Planning.  Before joining the Company in 1993, McCullough held a number of financial positions in banking and insurance, including director of Corporate Development at Huntington Bancshares, treasurer at First Commerce Corporation, manager of Financial Analysis and Planning at Texas Commerce Bancshares and controller at Armco Reinsurance Managers.  McCullough earned his bachelor’s degree in Accounting from the Ohio State University and an MBA with a concentration in Finance from the Wharton School of the University of Pennsylvania.  McCullough is a member of the board of directors of InstaMed Holdings, Inc., a healthcare payments company and The Minnesota Zoo. He also represents U.S. Bank on the Strategy Committee of Viewpointe, one of the largest providers of check image exchange and archive services in the United States .
