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Attention

Patient Representatives & Advocates and

Customer Service Representatives

Telephone Technology brings a Seminar to your desk!
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SPEAKER
Cathy Stouffer has been employed in healthcare for nine years, the last five dedicated to patient advocacy.  Cathy is the Patient Advocate at The Monroe Clinic where she acts as liaison between the patients and the organization regarding all concerns, questions or suggestions that patients or family members may have.  The collection of this data is vital in making recommendations for designing and adapting service enhancement programs.  Cathy also develops and teaches customer service programs.

Cathy is the president of the Wisconsin Society of Patient Representatives.  She has served as the chairperson of the 2000 SHCA Advocacy Coalition Services Work Group and as a member of the 2001 SHCA Chapter Relations Work Group. 

Cathy views SHCA as being a valuable resource for networking.  She was able to form and facilitate a community coalition supporting Bill Moyers’ program, “Dying On Our Own Terms,” with knowledge that was provided as being a part of the 2000 SCHA Advocacy Coalition Services Work Group.  The Monroe Clinic was highlighted in the first quarter 2001 SHCA Newsletter for their accomplishments with the community coalition.  Cathy feels that her involvement at the national level truly strengthens the work at the state level.

[image: image1.jpg]Society
for Healthcare
Consumer Advocacy




NO EXCUSES

February 19, 2002

3:00-4:30 p.m. Eastern
1:00 p.m. –2:30 p.m. Mountain

2:00-3:30 p.m. Central
12:00 noon.-1:30 p.m. Pacific

No Excuses for excellent customer service

Customer service professionals in high customer-contact positions, who want to recover from customer service breakdowns between customers and co-workers, this session is for you!

Cathy Stouffer will assist participants in 

· identifying and assessing your people network;

· in enhancing your mode of communication;

· demonstrating active listening skills;

· identifying characteristics of constructive feedback; and,

· encouraging constructive feedback.

Due to all the financial and manpower constraints in healthcare, Cathy Stouffer believes that we must be serious about providing patients with the tools they need to make safe medical decisions.  To do so, we need to educate staff to assist patients through the health care maze.  With the information shared with you during this conference, you will be able to offer your co-workers the skills needed to be good advocates and assist your patients in being better healthcare consumers.

Who should attend?  Any employee who has direct patient care and is involved in total patient satisfaction.

Why a Telephone Seminar?
Convenient and time saving.  No travel time and expenses at all!  Just call in from your office or anywhere there is a touch-tone phone to hear and participate in this important seminar.  With site pricing (see tuition information), you can invite other listeners to your office - save money and discuss these important issues.

Interactive and fast-paced.  The speaker’s interaction with you, the listener, will make this program enjoyable and you can ask questions from wherever you are.  (Touch-tone phone required.)  

You won’t want to miss this opportunity! 


Interact with Speaker

30 minutes of this program have been set aside so that you can ask questions of the speaker. 

This segment is much like a talk-radio program.


SHCA Telephone

Seminars are

convenient and

cost effective
Get up-to-date information that is critical to your organization right at your office - no travel

time or expense.
Tuition Information
The site license tuition is a great investment for your organization.  

You pay one fee, but you may invite as many people to listen, via speakerphone, as you wish.  

The program fee includes:


one set of materials (you may photocopy); and


one toll-free telephone connection to the seminar.
Site License Fee
Site license fees for callers:

SHCA members
$149 per site

Non members
$169 per site

Note:  Registrations received by KRM after February 12, 2002 will be subject to an $8.00 per registrant surcharge to cover expedited shipping.  

Can’t attend the seminar?

Order the audiotape/materials package from the telephone seminar - including the interactive Q&A session.  The package is the same low price as the seminar - $149 for SHCA members and $169 for nonmembers.  Please add $5.50 for shipping and handling.

Services provided by KRM Information Services, Inc.


No Excuses
Tuesday, February 19, 2002
Check one:

2:00 p.m. - 3:30 p.m. Central
(
Telephone Seminar

(code SHC6787-0)
(
Audiocassette/materials package

  Name

  Title

  Organization

  Street Address

  City
State
Zip

  Phone Number
Fax Number

  e-mail address

Dialing-in instructions for the program, as well as the URL for accessing your conference materials will be e-mailed to you (you will need the Acrobat Reader, available free at www.adobe.com).

 FORMCHECKBOX 
  SHCA Member $149
 FORMCHECKBOX 
  Non-member $169

(Please add $8 if registering after February 12, 2002)

 FORMCHECKBOX 
  Check here if you are unable to receive your materials via the Web.  We will ship a hard copy to you.

 FORMCHECKBOX 
  Audiotape/materials package only

                  FORMCHECKBOX 
 SHCA Member $149
 FORMCHECKBOX 
 Non-member $169

(Please add $5.50 for shipping and handling)

  FORMCHECKBOX 
  Check Enclosed (make payable to KRM)

  FORMCHECKBOX 
  Credit Card Registration


 FORMCHECKBOX 
 MasterCard

 FORMCHECKBOX 
 Visa

 FORMCHECKBOX 
 AmEx

 FORMCHECKBOX 
 Discover

Total $_________________

Card Number


Exp.



Cardholder Signature:  


Four ways to register/order - Payment must accompany registration

1. Mail to:
KRM Information Services, Inc.


PO Box 1187


Eau Claire, Wisconsin  54702-1187
2.  Register on-line at: www.krm.com/regonline/shcvcregs.nsf/shc6787-0
3.  Fax (with credit card information) to:
1-800-676-0734
4.  Call KRM’s Customer Service line:
1-800-775-7654


Society for Healthcare Consumer Advocacy

One North Franklin

Chicago, Illinois  60606

(312) 422-3726
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