
15th Annual Symposium
on Patient-Centered Care

The Grand America Hotel
Salt Lake City, Utah

September 27–29, 2009
Client presessions • September 26 

Identify what patients teach healthcare professionals about caring.•	

Outline the relationships between healthcare quality and costs of care.•	

List key elements of effective communications and personal accountability in healthcare.•	

Anticipate changes in the healthcare system resulting from healthcare reform and an aging population.•	

Describe the history and elements of the hospital Magnet® Program.•	
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The Grand America Hotel
555 South Main Street

Salt Lake City, Utah 84111

Reservations: (800) 437-5288
www.grandamerica.com

Check in: 3:00 p.m.
Check out: 12:00 p.m.

From the genuine smiles that greet you as you walk through the lobby doors to the overstuffed down pillow that bids you  
good night, there’s little wonder why the hotel is “grand” in every sense of the word. Inspired by the charm and craftsmanship  
of Europe’s classic hotels, The Grand America Hotel overlooks a beautifully landscaped 10-acre footprint in the heart of 
downtown Salt Lake City.

There are a limited number of rooms at the NRC Picker rate of $215 per night, excluding taxes. Be sure to make your room 
reservations as early as possible. Hotel accommodations are the responsibility of each attendee; conference registration does  
not secure your room. 

All reservations must be made by August 23, 2009 to secure this rate. Should the room block become full before August 23, 
reservations will be accepted on rate/space availability. Rates are subject to applicable taxes. All reservations require a major  
credit card to secure the room. 

Cancellation Policy: Reservations cancelled within 21 days of arrival will be charged first night’s room and tax. 

15th Annual Symposium on Patient-Centered Care • September 27–29, 2009
Client Presessions • September 26

CONFERENCE LEARNING OBJECTIVES:

Symposium@NRCPicker.com • www.NRCPicker.com



Symposium Schedule registration

Cancellation Policy
The registration fee, less a $100 administration fee per attendee, will be refunded if the cancellation is received in writing (mail, e-mail, or fax) more 
than 72 hours prior to the conference. No-shows and/or cancellations within 72 hours of the conference cannot be refunded. 

CLIENT

Symposium # of persons x $399.00 = $
Presession # of persons (included)
NON-CLIENT

Symposium # of persons x $499.00 = $
TOTAL     $

15th Annual Symposium on Patient-Centered Care • September 27–29, 2009
Client presessions • September 26

Symposium@NRCPicker.com • www.NRCPicker.com

These presessions, offered exclusively to NRC Picker clients, will  
provide participants with solutions and tools critical to improving 

the patient experience. Learn some of the challenges and experiences 
from other clients, as well as recent developments affecting hospitals  
and health systems.

12:00 p.m.	 Client Registration

1:00–2:00 p.m.	 Catalyst Insights	
Client Presession

Helen Hrdy, Executive Vice President, NRC Picker
Catalyst will fundamentally change the way your organization interacts 
with patient experience data. Learn about Catalyst’s push and summary 
functionality, as well as its prescriptive improvement recommendations  
and planning tools. This session will highlight Catalyst’s best benefits  
and share best practice tips and experiences from clients. 

2:15–3:15 p.m.	 It’s Time for a Second Opinion: 
Client Presession	 The New Realities of CG-CAHPS

Gregg Loughman, Director, NRC Picker Medical Group
Do you know how healthy your physicians’ practices are today? Can  
you answer the question, “Are your patients recommending your clinics  
to their family and friends?” This session will help you diagnose your  
patients’ experiences using CG-CAHPS; determine the prognosis for  
public reporting and pay-for-performance initiatives; and prescribe best 
practices to improve performance. 

3:30–4:30 p.m.	 HCAHPS Update: Bringing You
Client Presession	 Up to Date and Future Developments

Ruta Jaudegis, HCAHPS Compliance Office, NRC Picker
Join us for all the latest on HCAHPS, including an update on Home Health 
CAHPS. Clients continue to benefit from our HCAHPS Community Calls 
and this session will allow Symposium attendees to hear firsthand the latest 
HCAHPS developments. 

4:30–6:00 p.m.	 Client Reception

12:00 p.m.	 Registration

1:30–3:00 p.m.	 The Man with the Iron Tattoo: 
General Session 	 What Our Patients Have Taught Us 

About Love, Faith, and Healing

John E. Castaldo, M.D. & Lawrence P. Levitt, 
M.D., Authors, The Man with the Iron Tattoo
“The doctor is seized by fear and runs as fast as he can 
from his hospital office to the MRI suite a few hundred 
yards away. If he doesn’t get there in time to stop the 
imaging test, his tattooed patient will likely die—and 
his fine medical reputation will be in jeopardy.” That’s 
only one true story in this riveting book about life and 
death lessons two accomplished doctors learned from 
their patients, not from medical school. 

3:15–4:45 p.m.	 Quality Controls Cost
General Session  	

Brent C. James, M.D., Executive Director, 
Institute for Health Care Delivery Research  
& Chief Quality Officer, Intermountain  
Health Care
Clinical outcomes for healthcare directly relate to cost 
outcomes. Quality and cost are intertwined and you 
cannot change one without changing the other. Dr. W. 
Edwards Deming formed this theory by defining three 
hard causal mechanisms by which they tie together. Dr.  
James will explore the interaction—how quality and  
cost are directly and causally linked—by reviewing  
studies showing a strong relationship between how  
much  you spend on care delivery and quality of care.  

Saturday, September 26

7:00 a.m.	 Continental Breakfast

8:00–9:30 a.m.	 Building Trust...One Conversation
General Session	 at a Time

Brian D. Wong, M.D., M.P.H., Founder & CEO, 
The Bedside Trust,  LLC 
Healthcare can be an intense environment harboring 
“unsafe conversations.” These occur when disagreement 
is present, stakes are high, and emotions run hot. The 
key is the ability to “have the conversations we need to 
have, the way we need to have them.” Participants will 
learn tools to improve their ability to resolve conflicts, 
and create an environment of trust.
 
9:45–11:00 a.m.	 New President, New Plan: What  
General Session	 Will Change in Healthcare? 	  	

Connie R. Curran, Ed.D., R.N., FAAN, 
President, CurranAssociates
Healthcare providers, public policymakers, and the 
American public are demanding reforms in access 
to care, payment for care, and quality of care. What 
changes can we expect from President Obama and the 
new administration? Learn the role hospitals can play  
in shaping the future of healthcare. 

11:15 a.m.–12:30 p.m.	 The Consumer in Middlescence 
General Session 	 and Beyond: “Geriassic Park or 

Shangri-La?”

Bruce Clark, D.P.H., Cofounder,  
Impact Presentation Group/Age Wave, LLC
Healthcare is unprepared for the consumer of the 
future—the older adult. From mass dementia and  
the caregiving crisis to intergenerational equity and  
the reinvention of work and retirement; we are on  
uncharted ground. Is our delivery system designed for 
this future? Dr. Clark will identify this new consumer; 
their unique demands on healthcare providers and  
new services they will seek. 

12:30–1:30 p.m.	 Networking Lunch

1:45–3:00 p.m.	 The 85% Solution: How Personal		
 General Session 	 Accountability Guarantees Success

Linda Galindo, Author, Speaker, & Educator,  
Galindo Consulting, Inc. 
Integrating positive, productive, growth-producing  
accountability into work environments is an essential 
task for hospitals. With humor, expansive analysis, 
examples from her work, and a keen understanding  
of the issues facing hospitals, Ms. Galindo brings  
common sense strategies to create an environment  
of mutual respect. 

Tuesday, September 29

7:00 a.m.	 Continental Breakfast

8:00–9:30 a.m.	 The Magnet® Program: Its Value 
General Session	 and Its Force
 	
Stacy Brett, M.S.N., R.N.,  
Magnet/Special Projects Coordinator, 
Nancy K. Korom, M.S.N., R.N., NEA-BC,  
Chief Nursing Officer & Vice President,  
Patient Care Services,  
Children’s Hospital of Wisconsin
The Magnet Recognition Program® was developed  
by the American Nurses Credentialing Center 
(ANCC) to recognize healthcare organizations  
that provide nursing excellence. The number of  
healthcare institutions seeking Magnet® status has 
grown exponentially. Learn about the attraction of 
Magnet® hospitals—why hospital executives, nurses, 
physicians, and healthcare consumers are all drawn  
by Magnet’s force.

9:45–11:00 a.m.	 When the Shift Hits the Fan: 
General Session	 Using Humor to Deal with Change

Bernie Young, “Bernie” Young & Associates, Inc.
Humor in the workplace is serious business. It  
releases stress and helps create an environment where 
people want to come to “fun” each day and work with  
“co-funners!” Using humor, “Bernie” Young will  
highlight ways nurses can create a culture of wellness 
and manage change through humor. Be prepared  
to laugh.

11:00 a.m.	 Adjourn

The World Expert in Patient-Centered Care

For registration information, please call (858) 646-3449. Tuition includes all conference materials, general sessions, continental breakfast, and a lunch. 
We offer three easy ways to enroll: (1) FAX to (858) 646-3450; (2) ONLINE at www.NRCPicker.com; (3) MAIL to NRC Picker, 2009 Symposium 
Registration, 6333 Greenwich Drive, Suite 200, San Diego, CA 92122

Organization information: Please print.

Names and titles of those attending the conference: Please photocopy and fax any additional names. Please print.

Organization Name 	

Address	                            City	                                             State	           Zip

Contact Name	        Contact Title	      

Contact Phone	                         Contact E-mail

1. First Name                                     Last Name                              Suffix              	  Title	                 ☐ Special Needs       ☐ Client Presession

    First Name (as it should appear on name badge)	                       		   Companion’s Name (as it should appear on name badge)

2. First Name                                     Last Name                              Suffix              	  Title	                 ☐ Special Needs       ☐ Client Presession

     First Name (as it should appear on name badge)	               Companion’s Name (as it should appear on name badge)

3. First Name                                     Last Name                              Suffix              	  Title	                 ☐ Special Needs       ☐ Client Presession

     First Name (as it should appear on name badge)	               Companion’s Name (as it should appear on name badge)

o �Check enclosed (Payable to NRC Picker) 
o �VISA   
o MASTERCARD

Credit Card Number

Card Holder’s Name

Expiration Date

Signature

Method of Payment: Please Print

Sunday, September 27 Monday, September 28

If you wish to attend the Client Presessions on Saturday, September 26, 2009 from 1:00-4:30 p.m., 
please be sure to indicate your attendance on the registration form below.

CEU Information
Nursing continuing education contact hours provided by Nenner  
Enterprises, Inc. approved by the California Board of Registered 
Nursing, Provider #15191 for a maximum of 13.2 contact hours. 
Credits will be given depending on the number of sessions actually 
attended. 

Additional Information
There are optional activities that will take place after the Symposium 
sessions. These activities will require an additional fee not included  
in the Symposium fee. More information will be received upon  
confirmation of registration. 



Symposium Schedule registration

Cancellation Policy
The registration fee, less a $100 administration fee per attendee, will be refunded if the cancellation is received in writing (mail, e-mail, or fax) more 
than 72 hours prior to the conference. No-shows and/or cancellations within 72 hours of the conference cannot be refunded. 

CLIENT

Symposium # of persons x $399.00 = $
Presession # of persons (included)
NON-CLIENT

Symposium # of persons x $499.00 = $
TOTAL     $
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15th Annual Symposium
on Patient-Centered Care

The Grand America Hotel
Salt Lake City, Utah

September 27–29, 2009
Client presessions • September 26 

Identify what patients teach healthcare professionals about caring.•	

Outline the relationships between healthcare quality and costs of care.•	

List key elements of effective communications and personal accountability in healthcare.•	

Anticipate changes in the healthcare system resulting from healthcare reform and an aging population.•	

Describe the history and elements of the hospital Magnet® Program.•	
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The Grand America Hotel
555 South Main Street

Salt Lake City, Utah 84111

Reservations: (800) 437-5288
www.grandamerica.com

Check in: 3:00 p.m.
Check out: 12:00 p.m.

From the genuine smiles that greet you as you walk through the lobby doors to the overstuffed down pillow that bids you  
good night, there’s little wonder why the hotel is “grand” in every sense of the word. Inspired by the charm and craftsmanship  
of Europe’s classic hotels, The Grand America Hotel overlooks a beautifully landscaped 10-acre footprint in the heart of 
downtown Salt Lake City.

There are a limited number of rooms at the NRC Picker rate of $215 per night, excluding taxes. Be sure to make your room 
reservations as early as possible. Hotel accommodations are the responsibility of each attendee; conference registration does  
not secure your room. 

All reservations must be made by August 23, 2009 to secure this rate. Should the room block become full before August 23, 
reservations will be accepted on rate/space availability. Rates are subject to applicable taxes. All reservations require a major  
credit card to secure the room. 

Cancellation Policy: Reservations cancelled within 21 days of arrival will be charged first night’s room and tax. 
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