








O I IR T “Leaders aren’t born, they are made.”

— Vince Lombardi

Day Two

October 23
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3:15 pm
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Rise and Shine Continental Breakfast
Reconvene and Announcements — Nancy Kinkler, TORCH Board Vice Chair

The Role of Leadership and Management in Quality Improvement and Service Recovery

— Tracy Wilson

We often see patient and family complaints as a negative that we need to address. This session will

help you to discover ways to turn these negative experiences into opportunities. We will discuss the

key features of a successful service recovery program and how to put them into practice at your facility.
We will explore what other high performing facilities are doing to improve the quality of care they deliver to
their customers and how implementing these ideas can benefit you at all levels of your organization.

Reflection Time and Refreshment Break

Managing to Engagement: A Dozen Ways Managers Can Raise Their Employees’ Level of
Engagement — Tim Wright

This high-energy session provides more than a dozen specific management strategies and action
items to increase your employee’s engagement in their work, their careers, their department/unit,
and your hospital. The specific points covered include: the meaning and importance of employee
engagement as you manage for development rather than mere direction; CORE components —
communication, opportunity, resources, engagement; integrating CORE components with typical
manager responsibilities; specific ways to implement actions for each of the components. And
here’s the significant result you will gain from this session: actualization of business culture with
employee engagement.

Let’s Do Lunch

Crucial Confrontations: Tools for Resolving Broken Promises, Violated Expectations, and
Bad Behavior — Hayden M. Hayden

Every individual, team, and organization faces disappointment. People make promises, break
them — and bad things happen. We all face accountability challenges because in today’s highly
complicated and interdependent world, we rely on one another and then, for some reason, we let
each other down. We run into barriers, something comes up, priorities change — the list is endless.
When we confront such problems, it’s critical that we pick the right problem and that we do it in a
way that enhances the relationship and doesn’t tear it down. Given the host of problems to deal
with, which issue do you address? Top performers recognize the elements in an infraction, pick
the most important issue, solve the problem, and improve relationships — all in one healthy
confrontation. This session will teach you how to address the right problem by using a principle
called CPR to resuscitate both relationships and results you want, help you diagnose the real
problem using the 6-Cell Diagnostic Tool before you prescribe a solution.

Thoughts from a Seasoned Pro — Andrew Lasser
Learn the wisdom gained and discover truths about healthcare from a pro with many years of
working with various stakeholders: medical staff, boards, employees, community, and competitors.

Closing Ceremony — John Henderson, TORCH Board Secretary-Treasurer

Adjourn
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Andrew A. Lasser, Dr.P.H., FACHE, is the Chairman of American University Healthcare, Inc., and has
worked as a healthcare executive and hospital CEO for over 35 years. AUHC, Inc., is a diversified consulting practice that
matches each client’s needs to a uniquely defined team of professionals, each with both practical work experience as well
as consulting expertise. Dr. Lasser’s specific areas of expertise include: strategic thinking for healthcare organizations,
feasibility study development, analysis of organizational structure, group process facilitation, work with physicians and
medical staff leadership, planning retreats for governing boards, and creation of network and system linkages. He served
as COO and CEO of academic medical center hospitals and Executive Vice President in a large tertiary care, regional
community hospital, and of a Catholic hospital, and a small rural hospital. Dr. Lasser has been a frequent speaker at
healthcare meetings, and is the author of several articles and publications. He has served on the editorial boards of
the ACHE Journal of Healthcare Management and the journal of the National Rural Health Association. A Fellow of the
American College of Healthcare Executives, Dr. Lasser holds a Doctor of Public Health degree and a Masters Degree in
Healthcare Management from the University of Pittsburgh, and a Bachelor of Arts degree from San Diego State University.

Jennifer Claymon, J.D., is a shareholder at the Austin law firm of Davis & Wilkerson, P.C. Ms. Claymon
graduated summa cum laude from Texas A&M University in 1994 with a Bachelor of Arts in English, received her J.D. with
honors from the University of Texas School of Law in 1998, and has been licensed to practice law in Texas since 1998.
Ms. Claymon has practiced health law in Texas for more than 10 years and is Board Certified in Health Law by the Texas Board
of Legal Specialization. Ms. Claymon’s practice focuses on administrative and health law related to hospitals, physicians,
and other health care providers, and she advises health care clients on a wide range of organizational and regulatory issues.
She also practices employment law and advises clients on compliance with state and federal labor laws.

Ms. Claymon has been recognized by Texas Lawyer magazine as a “Texas Rising Star” for the past four years, and has been
listed among America’s leading health law attorneys for the past three years by Chambers.

Tim Durkin is founder and president of Seneca Leadership Programs in Dallas, Texas. He has lectured on current
issues in leadership for Lowry Mays Graduate School of Business, Fellows Program at Texas A & M University School
of Business, College Station, Texas. He is also a member of the National Speakers Association, as well as a Director of
the National Speakers Association of North Texas. For the past several years, Tim has been consulting on leadership
development, communication, and change to some of the world’s top companies including personal coaching for senior
executives in those companies.

Hayden M. Hayden, Partner, Founder and “Master Facilitator” of Enlightened-Leaders, LLC, has more than 28
years experience in owning, operating and developing companies. His has a Masters of Divinity in human development and
counseling, and has spent his life studying how we ‘manage the existence of ourselves as human beings’ and identifying
global truths of human development and interaction. He is a certified professional behavior, values, and attribute analyst,
a graduate of Corporate Coach University, and founder of an executive coaching/corporate assessment/communication
training consortium. He is a Master Certified Facilitator for Crucial ConversationsTM: Tools for Talking When Stakes Are
High and Crucial ConfrontationsTM for performance, execution and accountability. He is a member of the International
Coach Federation and has served on its Ethics and Standards committee, helping to write the Code of Ethics for coaches
worldwide.

Judy White House, Capital Insights - Human Resource and Organizational Development

Judy gives new _meaning to “put your money where your mouth is.” After several years as a senior human resources
and organizational development executive, she launched Capital Insights, a company dedicated to showing businesses
how to discover people systems that work. Judy shows her clients how to “set the stage” so each employee can shine
as they passionately work toward a vision of excellence. While working with a Fortune 500 organization, Judy’s tem won
first place (twice!) in national recruitment and retention best practice contests. She served on the Women in Leadership,
Communications, and Business Seminar Taskforce for the Temple Chamber of Commerce. Her column on lessons for
leaders, The Culture Connection (please add copyright sign), is published monthly.

o “Nobody’s a natural.
TORCH You work hard to get good and

W then you work hard to get better”
—Paul Coffey



Kevin Reed, J.D., is a shareholder at the Austin law firm of Davis & Wilkerson, P.C. Mr. Reed graduated cum
laude from Salem College in 1976, and received his J.D. from the University of Texas School of Law in 1979, and has been
licensed to practice law in Texas since 1979. Mr. Reed had practiced health law for over 25 years and is Board Certified in
both Health Law and Administrative Law by the Texas Board of Legal Specialization. Mr. Reed is a Past Chair of the State
Bar of Texas Health Law Section, and recently served as Chair of the Health Law Exam Commission for the Texas Board
of Legal Specialization, where he helped write the annual examination for attorneys seeking Board Certification in the field
of Health Law. Mr. Reed has also served as General Counsel for the Texas Organization of Rural & Community Hospitals
for more than 15 years, and is a member of the External Advisory Board of The Texas A&M School of Rural Public Health.
Mr. Reed was selected by Texas Lawyer magazine in 2007 as The Go-To Lawyer for Health Law in the State of Texas, and
has been recognized by Texas Monthly as one of the top healthcare attorneys in the State for the past six years. Mr. Reed
has been listed among America’s leading healthcare attorneys for the past five years by Chambers, is listed as a leading
Texas healthcare attorney at Expertguides.com, and is listed in the Best Lawyers in America 2009 Edition in the field of
health law.

Tracy Wilson, PT, Account Executive with Press Ganey Associates

Tracy currently works in Consultative Sales at Press Ganey Associates and has been in this role for five years. In her
position she presents to healthcare organization leadership, management, and frontline staff on a variety of topics including
patient satisfaction, public reporting, improving customer service, and implementing facility culture change. Her speaking
experience includes various symposiums and State Hospital Association conferences. Tracy brings more than 15 years of
healthcare experience to her work with more than ten years as a Physical Therapist and Rehabilitation Manager. She is a
member of the American College of Healthcare Executives.

Tim Wright, MBA, Wright Results — Performance Improvement

Tim is President and CEO of Wright Results. Since 2002, he has worked closely with slightly more than 220 healthcare
clients who want to increase their employees’ engagement and improve their performance. Tim draws his expertise from
experience as a teacher, a corporate manager and executive, an entrepreneur, and an older brother. He’s written two books.
He currently facilitates approximately twenty “Culture to Engage” retreats for hospital leader/manager teams each year.

REGISTRETION INFORMIEYION :ere is no doubt in my mind

that there are many ways to be

Complete the form arl1d return with payment as indicated. At the a winner, but there is really only
seminar, the registration desk opens at 12 noon on Thursday for

check in to pick up badges and materials. Member fee is for hospital one way to be a loser, and that
staff of facilities holding a current TORCH membership. The fee is to fail and not look beyond the

includes meeting materials, refreshments, reception, continental
breakfast, and lunch. Cancellations must be received in writing
prior to October 19, and are subject to a 20% administrative
fee. Substitutions are permitted; please notify the TORCH office
as soon as possible when you will have a staff member attending
in place of another who has registered. If you have questions, or
need further information, call the TORCH office at 512-873-0045.

Hyatt Regency Hotel on the Lake
208 Barton Springs Road
Austin, Texas 78704

failure.”
-Kyle Rote, Jr.

Make reservations before September 30 by calling the Hotel at 512-477-1234 or 1-800-233-1234. The special TORCH
rate is $129.00 (s/d) and self-parking is discounted to $6.00. All facilities and meetings are fully accessible to the handicapped.
If you require special assistance or meals, please contact the TORCH office at 512-873-0045 prior to the seminar.



TORCH 2009 Leadership and Management Institute
Training Seminar Registration Form
(please type or print clearly; use copies of this form for more than three registrants)

TORCH Hospital Member Non-Member Hospital
$100 for first person $130 for first person
$80 for each additional person $110 for each additional person
from the same facility from the same facility
Hospital:

Address:

City: ,TX Zip:

Phone Number: Fax Number:

Name 1st Attendee:

Title/Position: email:
Name 2nd Attendee:

Title/Position: email:
Name 3rd Attendee:

Title/Position: email:

Total amount of check enclosed: $

Make checks payable to TORCH; Mail registration form and check to:
TORCH, P.O. Box 14547, Austin, TX 78761

For payment by credit card, type or print clearly to fill in all blanks below and mail to address above.

TORCH CREDIT CARD PAYMENT:

Total amount paid: $ Date:

Name as it appears on card:

Person authorized to charge:

Card type: QvVisa O MasterCard O American Express () Discover

Card number:

Exp date: Security code: (3 digit on back of card; 4 on front):

Signature Authorizing charge:

Billing address: (please enter the information exactly as it appears on your credit card statement)

Address:
City: State: Zip:
Email: Phone:

Papment cannot e processed wless Al information is provided!
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Kick off at 1:15 pm on October 22
with final bell at 3:30 pm on Friday, October 23.

Make hotel reservations in the TORCH room block by calling
512-477-1234 before September 30



