


Celebration and Recognition of Individuals, Teams, Leadership and Facilities

“Creating a service culture is not a spectator sport!”  – Brian Lee, CSP

This year we have recruited a world-class faculty of experts in the fields 
of patient experience, staff empowerment/retention and physician 

engagement. Their mission is to share leading edge, proven skills 
and best practices to equip you and your team to sucessfully ignite 
your brightest and best, and empower everyone else to create a 

relationship-centered culture of healing kindness.

 Don’t miss out! Lock in January 27-29, 2020  
on your calendar today. 

Brian Lee, CSP | CEO  
Custom Learning Systems 

H o s p i t a l
C o m p a r e

4 Star
O R

5 Star
Rating

Administrators, CEO, COO, CFO n CNE, CNO, and Nursing 

Leaders n Customer Service & Quality Professionals n  

Education & Training Professionals n Human Resource 

Professionals n Patient Representatives n Physicians/

Providers n Service Excellence Advisors, Ambassadors and 

Frontline Leaders n  Retention & Recruitment Professionals 

n Committee Members n Service Excellence Council 

Members n Healthcare Suppliers & Vendors n Recruiters n 

Volunteers & Volunteer Leadership n OASIS Team Captains
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Who SHOULD ATTEND
Anyone who Believes in Exceptional 
Employee and Patient Satisfaction

YOU AND YOUR TEAM

Celebrating the

Best 

of the 

Best



MONDAYh 01•27•2020
 7:00 am – 6:00 pm Registration & Information Desk 
 8:00 am – 2:00 pm Annual CAHPS Symposium
 8:00 am – 12:00 pm  Leadership Academy 3.0 – Tim Durkin 
 8:00 am – 3:00 pm  Implemention Coordinator Academy – Annual Forum for the Implementation 

Coordinators/Program Directors
 4:00 pm – 6:15 pm  Opening Ceremonies/KEYNOTE  Carpe Chaos: Get Along, Get It Done and 

Have More Fun – Christine Cashen
 6:15 pm – 10:00 pm  Dinner and  

Parade

 6:30 am – 5:00 pm  Registration  
& Information Desk 

 7:00 am – 8:15 am Breakfast  |  Executive Briefing: A CEO’s Journey to Excellence (By Invitation, Breakfast Included)
 8:30 am – 10:00 am KEYNOTE The Pathos Project: The Art of Being With – Marcus Engel
 10:30 am – 11:30 am  Breakouts 1
 11:45 am – 12:30 pm  Lunch
 12:30 pm – 1:45 pm   KEYNOTE This Would Be Funny If It Wasn’t Happening to Me – Jody Urqhart
 2:00 pm – 3:00 pm  Breakouts 2
 3:30 pm – 4:45 pm   KEYNOTE Selfcare for Healthcare – LeAnn Thieman
 4:45 pm –       Free Time

  6:30 am  Registration & Information Desk 
 7:00 am – 8:15 am Breakfast  
 8:30 am – 10:00 am  KEYNOTE The Trust Edge™: How Top Leaders and Organizations Drive 

Business Results through Trust – David Horsager
 10:30 am – 11:30 am  Breakouts 3
 11:45 am – 12:15 pm  Lunch
 12:15 pm – 12:30 pm  Team Bragging Video Awards
 12:30 pm – 1:00 pm  Breakthrough Awards
 1:00 pm – 1:15 pm  Group Photo
 1:30 pm – 2:30 pm  Breakouts 4
 3:00 pm – 4:30 pm   Closing Ceremonies/KEYNOTE Ignite Your Culture and Master the Tornado! – 

Michael Hoffman
 6:00 pm – 7:00 pm  Founder’s Reception
 7:00 pm – 11:00 pm  Dinner, Summit Awards & Dance

Schedule
Conference at a Glance

TUESDAY d 01•28•2020

WEDNESDAY f 01•29•2020
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Carpe Chaos: Get Along, 
Get It Done and Have 
More Fun

Take charge of your 
emotional state and become 
a problem solver!
Seize the chaos! Life is messy. 
Change happens. There is never 
enough time. Well, it is time to 
take back your power and own 
your life!It doesn’t matter what 
happens to you. What does 
matter is your response.What 
have you done to take care of 
YOU lately? 

It is time to Carpe Chaos! Seize your time, seize your 
energy and take the reins so you can be the boss of your 
life - all while enjoying one fantastic ride.

Join Christine for hot tips and strategies to achieve the 
best in your personal and professional life. You’ll leave 
feeling charged up, motivated and excited to get back 
out there and work your magic.

The Pathos Project:  
The Art of Being With 

Discover the power of 
storytelling to transform 
healthcare.
Blending personal narrative with 
proven storytelling techniques, 
Marcus provides a framework 
for compassion which any 
healthcare organization can 
easily implement. Active 
listening techniques, practices 
of compassion, gratitude and 
presence, and inspirational 
stories will reconnect audience 
members with how we can “be 
with.”

This Would Be Funny If It 
Wasn’t Happening to Me 

How to navigate the future 
with enthusiasm & vigor.
Sometimes life just gets in 
the way. Do you ever think, 
“Why can’t things just go the 
way I want for a change?” or 
“Why can’t people just leave 
me alone?” This hilarious and 
provocative presentation shows 
healthcare leaders how to get 
in front of a constantly evolving 
future and proactively drive 
change on your teams. 

Be compelled to face the future and navigate change 
with a sense of urgency and vitality. Embrace challenging 
situations and people with new ideas, innovation and 
conviction. 

The audience will leave knowing how to inspire their 
teams in the midst of change.

Selfcare for Healthcare 
Caregivers who are healthy 
in mind, body and spirit 
deliver better patient care, 
improving outcomes, and 
employee and patient 
satisfaction.
Most healthcare providers 
didn’t choose their professions 
because of great hours, pay 
and working conditions! 
Chicken Soup for the Nurse’s 
Soul coauthor LeAnn Thieman 
reminds them why they did…

and why they stay. By sharing stories, LeAnn uplifts, 
encourages and honors caregivers, championing their 
daily contributions and sacrifices. Her tools teach daily 
practices to care for their minds, bodies and spirits. 

With compassion and humor, she brings healing and 
hope to her colleagues. Renewed and recharged, they 
sign on and stay longer, improving recruitment and 
retention, patient care and the hospital’s bottom line. 

Christine Cashen, 
CSP, CPAE
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KEYNOTE SESSIONS

Marcus Engel, 
M.S, CSP, CPXP

Jody Urqhart

LeAnn Thieman, 
CSP



The Trust Edge™:  
How Top Leaders and 
Organizations Drive 
Business Results through 
Trust 

Trust is a fundamental, 
bottom line issue.
Without it, leaders lose teams, 
salespeople lose sales, and 
organizations lose reputation, 
retention of good people, 
relationships and revenue. 
But with trust, individuals and 
organizations enjoy greater 
creativity, productivity, freedom 
and results. 

Through David’s industry leading research and firsthand 
experience working with the world’s highest performing 
organizations, David reveals how top leaders and 
organizations drive business results to become the most 
trusted in their industry.   

Ignite Your Culture and 
Master the Tornado!

We are not the victims of 
a successful culture… we 
create it! Michael will show 
you how. 
Through interaction and a heck 
of a lot of fun, Michael Hoffman 
ignites and equips people with 
the tools and skills needed to 
transform every interaction into 
an experience that has real 
influence. Ignite your head and 

equip your heart with how to be a real “Master” of this 
crazy tornado of a profession… where family is created, 
and people walk away saying “This is why we come 
here!” 

• Discharge and Care Transitions Made  
Simple 

• Rules to a Fair Fight: Keeping Workplace 
Conflict Healthy 

• Five Behaviors of a Cohesive Team 
• Grow and Develop New Leaders Around You 
• The Everyone’s a Caregiver Learning 

Breakthrough 
• Service Excellence Initiative: We Did It Our Way
• The CEO Roundtable 
• Nine Compelling Reasons Why Every Clinic 

Should Become a Patient Centered Medical 
Home 

• Feedback is the Breakfast of Champions: Don’t 
Skip Breakfast 

• Engaging a Multigenerational Workforce 
• Ignite, Market and Grow Swing Bed/Transitional 

Care Programs 
• Standing Inside the Fire: Developing Synergy 

Across a Large Organization 
• Visual Management: The Heart of LEAN

• Make Google and Rate MDs Your Ally and 
Friend 

• CareSay™ Update:  Disrupting the Way 
Healthcare Listens to Improve 

• Making Meetings Matter 
• Inspired Leadership: How to Keep Yourself & 

Others Motivated & Inspired 
• Rev Up Bold Strategies to Boost Revenue and 

Patient Financial Satisfaction 
• Huddle Up! Our Journey to Implementing 

Gemba Boards 
• Patient-Driven Clinic Work-Flow Redesign 
• Listening Between the Lines 
• How to Give Effective Corrective Feedback: 

Master the C.A.R.E. Model 
• Pro-Active Service & Service Recovery 
• Secrets and Insights of a Successful Service 

Excellence Council 
• New Hire Orientation: Inspiring a Compassionate, 

Patient-Driven Career from Day One 
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MORE KEYNOTE SESSIONS

David Horsager, 
MA, CSP, CPAE

Michael 
Hoffman, CSP

BREAKOUT SESSIONS



Pre-Conference Opening Keynote | 8:00 am – 9:00 am

Leading in a Multigenerational Workplace: Harnessing CPR Engagement
Karen McCullough, CSP

Growing engagement with “CPR Engagement Strategies” where all  
generations feel Connected, Protected, and Respected.
The healthcare workforce now has up to five generations working side-by-side. This wealth  
of talent provides organizations access to a deep well of experience and expertise. It also 
challenges leaders and healthcare professionals to better understand what engages and 
drives their multigenerational teams.

Leadership Academy 3.0 | 9:15 am – 12:00 pm*

Welcome to the 2020 edition of the CLS Leadership Academy
Tim Durkin, CSP
Back with us is Tim Durkin bringing his successful and proven tools, tips and  
techniques for healthcare executives. If you missed last year fear not, and if  
you attended last year fear not either. Why? Because Tim will be bringing new ideas as 
well as reviewing the “greatest hits” from last year. Learn insights that will allow you to 
lead more effectively in a multi-generational, volatile and at times chaotic, healthcare  
environment. All ideas are proven and practical. *Enjoy a free afternoon – please be back at 
4:00 pm for the opening ceremonies.

Implementation Coordinator Academy | 9:15 am – 3:00 pm**

Annual Forum for the Implementation Coordinators/Program Directors 
Facilitated by Pam Greene
“ I love the PD session. It is such a great time to share ideas, support and  
encourage one another. One of my favorite sessions of the conference.”

“ Such a great session. I’m walking away with so many new ideas. I was excited  
before for our new journey, but I’m leaving with renewed energy.”

**Lunch included

Annual  
CAHPS Symposium | 9:15 am - 2:00 pm

Details on page 7   

Pre-Conference h 01–27-2020
Schedule
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  8:00 am –   9:00 am Opening Keynote
  9:15 am – 12:00 pm Leadership Academy 3.0        
 9:15 am –  3:00 pm Implementation Coordinator Academy
 9:15 am –  2:00 pm Annual CAHPS Symposium 



HCAHPS Nursing Skills™   

Stephanie Staples, CSP  = Delivering an exceptional relationship-
based patient experience  
Master relationship-based communication skills that heal. = Inspire, and be 
inspired with an easy to apply model for engaging nurses to shift from being  
task-driven to mindful presence. 

HCAHPS Skills for Everyone™

Michele Matt, CSP  = Inspire, educate and empower everyone to 
deliver an extraordinary patient experience, every time  
Master the skills and best practices of engaging everyone as a caregiver. = 
Implement a “license to please” empowerment bundle that transforms renters  
and squatters to owners and patient advocates. 

Skillful Physician Communication™

Dr. Michael Klein  = Evidence based people skills for physicians  
and medical providers 
 Gain buy-in from skeptical physicians and medical providers to improve the patient 
experience, and be accountable for their patient relationships. = Engage them 
to utilize feedback as a useful tool to improve the patient experience and their 
professional practice.

The Patient Centered Clinic™

Bruce Lee  = CG CAHPS, empowering providers and staff to deliver an 
enhanced/timely patient experience 
Hardwire and sustain a 5 Star Clinic of Choice patient experience. = Implement 
the 7 imperatives of timely and responsive patient access.

The High Performance ED™

Michael Bayer, MBA, CSP, AS & Mark Brodeur, FACHE  = ED CAHPS, 
hardwiring a timely, compassionate emergency patient experience
Systematically implement the 6 attributes of a patient-driven ED. =  
Master pillars of timely ED throughput management improvement.

Symposium Lunch and Closing Keynote | 12:15 pm – 2:00 pm

Contented Cows Give Better Milk: Employer of Choice…Provider of Choice  
Richard Hadden, MBA, CSP

 Creating a happy, engaged, and capably led workforce is one of the best things any  
healthcare provider can do for its organizational success. Richard, co-author of Contented  
Cows Still Give Better Milk, will help you discover the bottom line value of employee 
engagement and provide practical lessons to achieve it. Learn how to attract and retain an 
engaged workforce, for the benefit of your patients and other customers, in this practical, 
content-packed and entertaining presentation.
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ACADEMIES



www.HealthCareServiceExcellence.com
1.800.667.7325 x218  e   register@customlearning.com

Don’t wait, book your hotel rooms. 
Special conference rates apply.  
Space is limited. 

The InterContinental New Orleans — 
luxurious accommodations in a quiet 
location steps from the french quarter.  
Offering impeccable service and extensive 
local knowledge, the dedicated concierge 
team can help you make the most of your 
stay and recommend unique and popular 
attractions in this historic city. Visit www.
healthcareserviceexcellence.com and click 
on “Book Your Room Now” to begin.

InterContinental New Orleans

Registration includes…
6 Dynamic and Inspiring Keynote Speakers  n   25 Practical and Relevant Workshops  n   Includes Meals & 
Refreshment Breaks (Excluding Tuesday Night)  n   Opening Night Networking Party   n   The 20th Annual “Night 
of Excellence” Featuring the Summit Awards Banquet & Dance   n  BONUS: Full Access to the Annual CAHPS 
Symposium with 2 Keynotes and 5 Academies

     $ 1050USD   Full Registration and Symposium    

     $    850USD   Early Bird Rate until November 15, 2019    

Registration Deadline is Friday, January 10th, 2020

Put Yourself 
in the Picture!

REGISTER
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