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The “must-attend” event of the season!
How to Hit a Homerun with Your Customers
Proven patient experience methods from industry leaders and the world of sports
April 18, 2008, Citizens Bank Park, Philadelphia, PA

12-12:30PM Registration - 12:30 Tour
HPMSNJ and HLNDV are proud to present an innovative seminar that puts you in the front row of excellent customer experience.  The day includes:
A private tour of Citizens Bank Park—home of the Philadelphia Phillies—by ARAMARK Sports and Entertainment.  You’ll see, firsthand, how the sports industry carefully creates ideal customer experiences through facility design, branding, direct customer contact techniques and more—and how you can apply those techniques to your patients’ experiences.
Then… four fascinating workshops on cutting-edge customer care:
· Kathy Black, RN, MS, Senior Vice President, Strategic Development and Greg Pautler, Vice President  ARAMARK Healthcare will present how service culture impacts on the healthcare experience.  They will reveal approaches to enhancing the “hotel” approach to caring for patients and their families using a systematic approach called I-Impact based on Studer principles.
· Susan Wynne, Sr. Vice President, Business Development: Lancaster General
and
Michele Lloyd, Senior Vice President of HIM and Family Services, and Juliette Schlucter, Family Consultant: Children’s Hospital of Philadelphia will reveal how to “operationalize” customer service and ways to take full marketing advantage of your new-found techniques.
· Patricia D. Malick, AAHID, IIDA, Principal with Array Healthcare Facilities Solutions will share how you can utilize design to provide a platform for caregiver excellence and foster a positive patient experience.  
· Tom Hutchinson, Senior Vice President, HealthStream Research Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS) results are being publicly released.  Mr. Hutchinson will share recent developments concerning HCAHPS, including how this data could be incorporated in CMS’ Value Based Purchasing plan.  Currently working with over 450 hospitals to collect, manage, and report HCAHPS data, Mr. Hutchinson will share some of the most current HCAHPS data as well as discuss the direction many hospitals and health systems are heading to integrate HCAHPS as the primary measurement of patient satisfaction and creating a positive impact on their results.

BONUS!  After the tour and workshops, you and your colleagues will be treated to a PICNIC and the PHILLIES-METS GAME!  We’ll have a reserved section of the stadium to relax, network and enjoy the game.
COST: $125 members; $150 non-members
Includes everything… the tour, all four workshops, picnic and game.  An unbeatable value!
HURRY!  There are a limited number of seats available and registration will not be accepted at the event.
Visit www.hpmsnj.org/Events/upcoming.aspx to register (or complete form enclosed)
How to Hit a Homerun with Your Customers

April 18, 2008
12-12:30 PM Registration Opens

Citizens Bank Park, Philadelphia, PA

REGISTRATION (Please type or print clearly)
Members:  $125;  Non-Members:  $150
________________________________________________________________________

Name (as it should appear on badge)

Hospital/Firm

________________________________________________________________________

Title





Street

________________________________________________________________________

Phone



Fax

City


State

Zip

E-mail address

Method of Payment

 Check

 MasterCard

 Visa

 AMEX

Amount:  _$____________________

_____________________________________________________________

Card#




Expiration Date

______________________________________________________________

Name as on Card


Billing address if different from above

______________________________________________________________

Signature

Make checks payable to:

Healthcare Planning and Marketing Society of New Jersey 

Mail registration to:  

Healthcare Planning and Marketing Society of New Jersey

PO Box 1

Princeton, NJ  08543

Phone:  609-275-4123

FAX:  609-734-0065
Sponsors Who Make this Program Possible:

GOLD
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Turning Insight into Action




[image: image15.jpg]SILVER

[image: image16.png]


[image: image17.jpg]GEO! Rlc@
Sl ¥

Revolutionizing eHealth.
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