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Letter From the Editor
Elevating Case Management to the Next Level
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Today, case managers are recognized as one of the
solutions to problems facing our country. In its current
form, healthcare is an economic drain. In order to revamp the system, major changes are going to take place.
The Patient Protection and Affordable Care Act that was
passed in 2010 and is being implemented in increments
over the next few years has laid out a plan that should:
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MANAGING EDITOR
Richard Scott
SENIOR GRAPHIC DESIGNER
Christina Barnard
STAFF WRITER
Emily Mullin
SENIOR PRODUCTION MANAGER
Joann M Fato ~ 301-354-1681
jfato@accessintel.com

ADVERTISING
Kim Luna ~ 720-870-2440
kluna@accessintel.com

REPRINTS & EXTRA COPIES
Wright’s Media
877-652-5295
sales@wrightsmedia.com

Copyright Notice
All contents of Dorland Health electronic products, other than those
expressly otherwise identified, Copyright 2011 Access Intelligence,
LLC. All rights reserved. Materials published in Dorland Health
electronic products may contain other proprietary notices or describe
products, services, processes or technologies owned by Access
Intelligence or third parties. Please note that by publishing these
materials, Access Intelligence is not granting any license under any
copyright trademark, patent or other intellectual property right of
Access Intelligence or any third party.
Access Intelligence, LLC

Chief Executive Officer
Don Pazour
Executive Vice President & Chief Financial Officer
Ed Pinedo
Exec. Vice President, Human Resources & Administration
Macy L. Fecto
Divisional President, Access Intelligence
Heather Farley
Senior Vice President, Chief Information Officer
Robert Paciorek
Senior Vice President, Corporate Audience Development
Sylvia Sierra
Vice President of Production and Manufacturing
Michael Kraus
Vice President, Financial Planning and Internal Audit
Steve Barber

For these innovations to prove successful, each member of the healthcare team
will need to work up to their full potential – especially case managers. Today’s
case managers are well positioned to take a leading role in care coordination
activities, and in educating and empowering patients and families to be active
participants in improving their health and managing chronic conditions. Case
managers who are clinically and professionally up to date will do well, while those
who are resistant to change and unprepared will be replaced.
To assist each of you in reaching your full potential, we are proud to share this
special report: Next-Level Case Management: The Critical Process of Professional
Development.
An important part of professional development is recognizing gaps and finding
the tools and resources that can enable you to grow and be your best. We hope
this report provides information each of you can use so you can take advantage of
the opportunities offered through these disruptive times.
As an added benefit, please note that this report offers four contact hours for
nurses, case managers, disability management professionals, and social workers
to meet your licensure and certification requirements.  
I look forward to your feedback on this report and recommendations for future
special reports that will meet your professional development needs.

Anne Llewellyn, MS, BHSA, RN-BC, CCM, CRRN
Editor in Chief
Dorland Health
4 Choke Cherry Road, Second Floor
Rockville, MD 20850, 301-354-2000
www.accessintel.com
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The Leadership Challenge Facing
Case Management
By C. Taney Hamill
One of the biggest obstacles case management faces is
defining and communicating its true value. Despite the
work that case managers do every day what goes unrecognized is how case management improves health, controls costs and champions better outcomes. Initiatives at
the national level like those sponsored by industry organizations like the Case Management Society of America
to influence regulations and health reform are important,
but change and respect come when decision-makers see
value in action. And that happens at the individual level.
To be an effective leader, case managers must distinguish their contributions, advance their careers and help
elevate the case management profession. However, career
distinction and leadership in healthcare business goes
well beyond a job description. Your success is determined by professional image – how polished you appear
and behave and, therefore, how effectively you communicate the value you add.
While advocacy is the most important thing a case manager does for a client, you must start to be your own advocate for your reputation and help improve the perception of the importance of case management within your
organization and the healthcare industry. As we learn
how to create and communicate trust, confidence and influence with a range of decision-makers, a great source of
knowledge comes from successful leaders around us. A
good place to start is with industry best practices. Thankfully for case managers, there is an excellent resource
that comes from the experiences of women, many from
clinical roots, who have worked their way into management and leadership roles within the healthcare industry.

Best Practices for Advancing and
Building Leadership
In “Advancing Women in Business,” author Lynn Shapiro Snyder, who founded Women Business Leaders of
the U. S. Health Care Industry Foundation, includes
recommendations that came out of the organization’s
first national summit of 100 successful senior healthcare executives. These top 10 insights are worth considering as you work toward building your leadership
within case management:

1. Self promotion. It is not only appropriate, but
expected. Find your style and promote yourself.
When achieving milestones in the workplace, leverage those to your advantage. Start by making a list of
strategic workplace accomplishments, describing your
role in helping achieve success and the positive effects
created for your company. Then be sure to share those
with your senior management.
2. Invest time in cultivating business relationships.
Your investment is about both broadening the reach
of your network and the quality of energy devoted to
outreach. Be sure to set aside time each week to build
and nurture both strategic internal and external business relationships.
3. Be proactive about your advancement. Think
ahead about where you want to be one, five and 10
years from now. Take deliberate steps toward your
goals. Make an actionable plan and tap your network
for a coach, mentor or sponsor.
4. Make business and professional objectives known
to others. Look inside and outside your organizations
for champions who can help you achieve your objectives. Reach out and let them know where you could
use some support.
5. Delegate work to others in the workplace. Effective
delegation starts with recruiting the best people for your
teams. Pay attention to the strengths of those who work
with you and make the most of them.
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6. Work/life balance is good for business. Seek advice on balance from colleagues and consider integrating your home and work calendar to create a “life”
calendar that gives you a better view of your schedule
and commitments.
7. Networking. Both formal and informal networking
are critical to how you access information and people.
Do what you need to stay in touch with people – have
lunch, call, email, etc. Position yourself as a resource to
your colleagues so when you need a favor or access they
know you will reciprocate.
8. Make use of every opportunity that comes across
your desk. Respond to all opportunities no matter how
irrelevant they may seem. You can make recommendations or pass them on to someone else if they don’t serve
you. Don’t underestimate the power of connections.

9. Failures are just challenges. Learn from challenges
by considering all the variables that influence the outcomes. Use the experience as you prepare for tomorrow
and what comes next.
10. Communication styles are learned skill sets. There
are many styles and outlets for communicating, so be sure
to know your audience and the way they want to interact
whether you are delivering good news, handling a crisis,
negotiating outcomes or any other situations that occur.
As case managers move up the career ladder, it is best
practices like these, along with an investment in ongoing
professional leadership development, that will determine
your success and value. Make the commitment to broaden
your horizons and discover more about how image and
credibility are the foundation of the leadership so valuable
to healthcare executives and other industry influencers.

C. Taney Hamill, principal of Silopanna Healthcare Consulting, is a business development strategist
who cultivates, connects and communicates solutions and value among healthcare companies and professionals so they can grow their businesses and make significant industry contributions. A healthcare
veteran who has collaborated with major industry associations and accreditation organizations, such
as America’s Health Insurance Plans, Health Insurance Association of America and URAC, Taney has
also served as the CEO and is now board member of the Women Business Leaders of the U.S. Health
Care Industry Foundation. Website: www.silopannahealthcareconsulting.com
Contact: taney.hamill@comcast.net
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Addressing the Knowledge Gap in
Case Management
By Patrice V. Sminkey, RN and Barbara C. Johansson, RN, BSN, CCM
Amid the swirling changes in healthcare, there may
be a gap of understanding among some stakeholders
about the role of the professional case manager. Among
some policymakers, healthcare administrators and
practitioners, there could be confusion about the case
management process and why functions related to care
coordination and a comprehensive care plan are best
carried out by a board-certified case manager. These
stakeholders may lack an essential understanding about
case management as a proven healthcare solution that
improves communication and collaboration, promotes
patient education, and seeks to eliminate inefficiencies
such as avoidable hospitalizations.
Case managers cannot stay behind the scenes as
healthcare is put in the spotlight, nor can they make
it incumbent upon others to promote case management. Professional case managers who have the
requisite knowledge, skills and experience to practice
independently must showcase their expertise in a way
that elevates the practice. If case management is to be
embraced as a mission-critical intervention to pursue
desirable outcomes – clinical, financial and patientsatisfaction – case managers themselves must become
well-educated about all facets of the practice. They need
to adopt the vocabulary of these changing times, becoming conversant in emerging models of care delivery,
such as patient-centered medical homes and accountable care organizations. At the same time, they cannot
become lost in a wave of new titles and descriptions,
from care coordinator to patient navigator. Consistency
and clarity promote better understanding and unify the
practice. That can only happen with education.
The Commission for Case Manager Certification
(CCMC), as the first and largest nationally accredited
organization that certifies case managers, has sought
to address the lack of comprehensive, research-based
education on case management. As a credentialing body
committed to promoting excellence and protection of
the public, the CCMC took up the task of providing
education and information through a new, comprehensive online educational resource: The Case Management
Body of Knowledge™ (CMBOK™).
CMBOK was developed with the valued contribution
of subject matter experts who were selected on the basis
of their years of practice, areas of practice, professional

specialization, educational background, diverse experience and perspectives, active involvement in the field,
and engagement in scholarly activities. They represented
various backgrounds, including nursing, social work, vocational rehabilitation counseling, and behavioral health;
varied practice settings, including acute care, health
insurance, government/Veterans’ Administration, private
practice, academia, and rehabilitation; and diverse U.S
geographic regions as well.
Although CMBOK was initially targeted to be used
largely by case managers, it soon became apparent
that it provides valuable information to a wide range
of individuals. This resource may be used by a variety
of stakeholders who need an in-depth understanding of case management, including direct providers of
care such as primary care physicians and important
influencers including legislators and payers. Establishing and communicating the case manager’s role and
responsibilities immediately is essential, especially as
a patient transitions through different care settings,
including from acute to home, and from rehab to home.
This foundation ensures that as an interdisciplinary approach is implemented, there is no role confusion and
that case managers are working to the fullest extent of
their knowledge and expertise.
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Launched in June 2011, CMBOK is already being used
by a variety of subscribers, from individual case managers to teams within health plans. It can also be used as a
reference by experienced case managers who wish to expand their knowledge or tap into a third-party resource
for specific aspects of case management. In addition, by
providing standardized criteria for case management,
CMBOK lays out a career path for licensed healthcare
professionals wishing to pursue case management as an
advanced practice.
In this article, we will discuss the need for comprehensive education to promote consistency and clarity in case
management for the benefit of all stakeholders. We will
demonstrate how CMBOK addresses a heretofore unfulfilled need for an online, searchable reference to guide
daily practice of case management. Further, we will show
how education is crucial to ensuring that professional,
board-certified case managers take on the ever-increasing care coordination roles within new and emerging
models of care.

A solution, as promoted by both AHRQ and the IOM,
is care coordination. Multidisciplinary teams work
on complex cases, such as those involving multiple
chronic medical conditions, requiring extensive
diagnostics, and/or in which a patient is transitioning
from one care setting to another. (AHRQ, 2010) The
CCMC, which to date has certified more than 35,000
case managers, believes that case management services are essential for coordinating care in these complex cases. Professional, board-certified case managers
have the proven clinical knowledge and expertise to
facilitate the flow of information among care providers, including multiple specialists and treating physicians. Care coordination, which is a key element of the
case management process, helps to prevent duplicate
or unnecessary tests that result in waste and avoidable
delays in treatment. Furthermore, by reducing or even
eliminating confusion and complexity, there is less
risk of medical errors.

“A professional case manager
has the knowledge and expertise
to address broader patient
populations, drawing from insights
gained through application of
evidence-based practice.”

A Fragmented System
The healthcare system remains highly fragmented, which
is anathema to the best and most efficient use of resources. In its breakthrough 2001 report, Crossing the Quality
Chasm, the Institute of Medicine cited several factors
as contributors to the steady escalation in healthcare
costs; among them were the aging of the population and
increased patient demand for new services, technologies
and drugs. Another contributor, the IOM observed, is
waste. “A highly fragmented delivery system that largely
lacks even rudimentary clinical information capabilities
results in poorly designed care processes characterized
by unnecessary duplication of services and long waiting
times and delays,” IOM said in the report. (IOM, 2001)
Ten years after the publication of Crossing the Quality
Chasm, fragmentation continues to cause inefficiency
and confusion for the patients and their support systems
or families and for other practitioners. As the Agency
for Healthcare Research and Quality (AHRQ) described,
fragmentation in healthcare occurs frequently because
services are administered by small groups of providers
who function independently and often specialize in a
specific symptoms or organ systems. “Therefore, many
patients receive attention only for individual health conditions rather than receiving coordinated care for their
overall health,” AHRQ said. “For example, the typical
Medicare beneficiary sees two primary care providers
and five specialists each year. Communication of important information among providers and between providers and patients may entail delays or inaccuracies or fail
to occur at all.”

Today, as new models of care are developed and
implemented, professional case managers must play
a part. Models such as the patient-centered medical home or the accountable care organization need
board-certified professionals who are able to establish, monitor and modify a care plan to meet patients’
needs, while also pursuing goals of improved quality,
efficiency and cost-effectiveness. In addition, a professional case manager has the knowledge and expertise
to address broader patient populations, drawing from
insights gained through application of evidence-based
practice. (Serbin, 2011)
The optimal benefits of case management, however, will
only be realized when stakeholders fully understand
the complexity of the case management process. That is
why it is imperative for professional case managers from
every discipline and in every practice setting to promote
standardization of practice through the use of evidencedbased practice, such as that required by board-certification through the CCMC, and evidenced-based knowledge and resources such as CMBOK.
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Consistency and Clarity
Case managers must elevate the foundation that we
know to be true, proven and effective: that is, services
delivered by a professional, board-certified case manager. Whether collaborating with other care providers as
part of a multidisciplinary team or dealing directly with
patient/clients, case managers must go back to basics to
promote understanding. It can be as simple as the statement: I am a nurse (or social worker or other clinical
professional) and I am your case manager.

“As new models of care are rolled
out, it is a logical progression for
case managers to contribute their
expertise in these new practice
settings to devise and implement
a thorough care plan and
coordinate care effectively.”
The CCMC is promoting consistency and clarity in
both language and understanding through a free, online
resource known as the Case Management Knowledge Framework, which can be used by all partners in
healthcare quality. As the commission describes, the
framework consists of what case managers need to know
to care effectively for clients/patients and their support
systems. The knowledge framework includes a ninephase case management process, as well as seven “essential knowledge domains,” which are applicable across
care and practice settings and by a variety of healthcare
professionals in a case management role. The knowledge
domains are: case management concepts, principles of
practice, healthcare management and delivery, psychosocial aspects of care, rehabilitation, and professional
development and advancement. (CCMC, Case Management Knowledge, 2011)
The Case Management Knowledge Framework is based
upon the findings of scientific field research conducted
every five years by the CCMC, known as the role and
function study. The knowledge framework is also used as
the architecture of CMBOK. For each of the knowledge
domains, as well as a comprehensive section on the Case
Management Process, CMBOK provides a description
and summary, with key information on generally accepted case management practices, and expanded information on case management knowledge topics (domain,
subdomain, process, and phases of the process).

Unlike a book that, once it is published, is static,
CMBOK is a “living resource” that is accessible and
searchable online. With frequent reviews and updates
guided by a panel of experts who serve on an advisory
committee, CMBOK is a valuable reference for all case
managers, from those who are new to the field and need
more information on the basics such as assessment and
care planning, to highly competent board-certified case
managers who desire insights into a cutting-edge area.
CMBOK also promotes a career path for nurses, social
workers, and other clinicians who wish to become professional case managers and pursue certification.
In addition, a search function within CMBOK allows for
quick and easy access to regularly updated information
on specific topics. For example, a search of the phrase
“psychosocial” returned a list of areas within CMBOK that
address the psychosocial aspects of care. One can easily
imagine how a case manager, using an electronic device,
could access CMBOK while doing rounds or during a
multidisciplinary team meeting involving a complex case.

The Case Management Process
A central component of CMBOK is the case management process. The CCMC defines case management as a
“collaborative practice that assesses, plans, implements,
coordinates, monitors, and evaluates the options and
services required to meet the client’s health and human
services needs. It is characterized by advocacy, communication, and resource management and promotes
quality and cost-effective interventions and outcomes.”
(CCMC, Definition)
CMBOK addresses the case management process in the
context of nine phases, and demonstrates how the process can improve clients’ care outcomes. As it states:
“Centering on a client and the client’s support
system, the Case Management Process is holistic in its approach to the management of the
client’s situation and that of the client’s support
system. It is adaptive both to the case manager’s
practice setting and to the healthcare setting in
which the client receives services.
Case managers navigate the phases of the process with
careful consideration of the client’s cultural beliefs, interests, wishes, needs and values. By following the steps,
they help clients/support systems to:
• Evaluate and understand the care options available
to them.
• Determine what is best to meet their needs.
• Institute action to achieve their goals and meet their
interests/expectations.
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At the same time, case managers apply:
• Relevant state and federal laws.
• Ethical principles and standards such as the CCMC’s
Code of Professional Conduct for Case Managers
with Standards, Rules, Procedures, and Penalties...,
which applies to persons holding the CCM credential
• Accreditation and regulatory standards.
• Standards of care and practice such as the CMSA
Standards of Practice for Case Management...
• Evidence-based practice guidelines.
And at every phase of the Case Management Process,
case managers provide vital documentation…” (CCMC,
Case Management Body of Knowledge)

The Value of Case Management
The case management process underscores both the
value and the expertise that professional, board-certified
case managers bring to the healthcare continuum. In
an increasingly complex healthcare system that must
address the needs of an aging population and increasing
number of people with chronic health conditions, the demand for more healthcare resources such as board-certified case managers will increase. This demand elevates
the need for proficiency to effectively coordinate care
utilizing evidence-based resources, such as CMBOK. At
every stage in the process, a high level of competency

among professional case managers is paramount for
pursuing desired outcomes.
Moreover, the professional case manager brings an essential perspective to the table. Rather than focus on
a particular symptom or condition (e.g., diabetes), the
board-certified case manager takes a holistic, personcentered approach, taking into account the individual’s
overall health status and medical conditions, as well as
psychosocial and cultural issues.
The value of case management is demonstrated every
day by highly competent professionals, particularly those
who are board certified. These professionals take a person-centered approach that is deliberate and purposeful.
As new models of care are rolled out, it is a logical progression for case managers to contribute their expertise
in these new practice settings to devise and implement a
thorough care plan and coordinate care effectively.
The more that the case management process is understood, the greater appreciation stakeholders will have for
the specialized knowledge and expertise that are entailed
in the practice. Through the knowledge framework and
CMBOK, the CCMC is working to contribute to that
knowledge and expertise, particularly among professional case managers, with standardized criteria, consistency
in approach, and clarity in terminology.

Patrice V. Sminkey, RN, chief executive officer of the Commission for Case Manager Certification,
oversees the management of all activities related to the Commission, including the leadership of the
Commission’s strategic vision, business development and all its programs, products and services,
ensuring the provision of quality services to and by the Commission. She is a direct liaison to the
Commission’s Executive Committee and works closely with its full board of commissioners. She
works with volunteer leadership to evaluate and develop potential new products for implementation
by the Commission, and establishes and maintains working relationships with other organizations,
agencies, groups, corporations and individuals. Contact: ccmchq@ccmcertification.org
Barbara Johansson, RN, BSN, CCM, the vice president of care coordination strategies for Molina
Heathcare, Inc., is responsible for the development and implementation of multiple programs including the behavioral health, long-term care, chronically ill and complex populations. Ms. Johansson
initially began her work for Molina at the Molina Healthcare of Washington health plan where she
was the director of the Washington Medicaid Integration Partnership (WMIP) pilot project and
worked in conjunction with the Washington State Medicaid office on a CHCS-Robert Wood Johnson
grant for the program. Ms. Johansson has served as on the Board of the Commission for Case Management Certification since 2008. Contact: ccmchq@ccmcertification.org
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Essential Strategies To Cultivate Your Career
By Marianne DiMola and Doris Imperati, RN-BC, BSN, MHSA, CCM
This article is an excerpt from the seminar “Essential
Strategies: Create, Cultivate and Showcase Your Successes”
presented by Marianne DiMola and Doris Imperati at the
Case Management Society of America’s 21st Annual Conference and Expo in San Antonio, Texas. For more case
management career tips to help you succeed, visit www.
pathway-medical.com/blog.
Many healthcare professionals believe that if they work
hard enough, their job effort will speak for itself to open
doors, attain recognition in their specialty, and provide opportunities for career advancement. However,
the competitive nature of our healthcare environment
makes it essential for professionals to not only “master
their skills,” but to also market those skills in a way that
differentiates them from the competition as talented,
self-confident, positive and engaging individuals.
Become more motivated, energized and passionate
about who you are and what you do by establishing a
personal development strategy, developing a diversified
professional network and becoming more effective at
self-promotion. The process begins with understanding
where you are on your current career path and envisioning where you “could be” or “would like to be” based on
skills, experience and work-life personal goals.

Strategy #1: Self-Assessment
“Know thyself and to thy own self be true.” Take
ownership of who you are, of your career plan and of
your personal development. Perform an honest selfassessment of your current skills, knowledge base and
interests, and then develop a plan that identifies those
learning needs required to attain your desired career
goals.
Be honest – where is your real passion? Passion brings
excitement to life and any goal that you’re passionate
about will be easier to both attain and maintain because
the passion for it is naturally there. What are your aspirations? Do you love what you do, and if not, what do you
love to do? What are you merely good at, and what do
you excel at? Alignment of your passion with your aspirations is the key to a highly successful career. Passion
naturally matched with aspiration makes you shine with
enthusiasm – you don’t have to be rehearsed, and your
interest is not forced. While people are rarely considered
“perfect,” the alignment of passion with aspirations in
areas that we genuinely love can bring us to the point
near perfection.

Most individuals underestimate their key strengths, and
often they do not recognize something as a key strength
if it comes easily. With your mind’s eye, walk yourself
through a “day” to “see” everything that you do, and to
gain perspective on your skill sets, roles and responsibilities. This exercise may take significant time to complete
and may be edited several times, but you can’t promote your strengths and skill sets on a resume or in an
interview if you don’t know what they are or don’t have
enough self-confidence to market them effectively. The
following are suggestions to get you started on the selfevaluation process:
• Drill down into your “likes” and “dislikes.”
• Identify pros and cons about each position, role or
job that you’ve performed.
• Review performance evaluations – what strengths
were documented, where are areas for improvement.
• Assess your problem solving ability/skills – identify
concrete examples to illustrate your effectiveness in
problem solving. Could you have done it more effectively or more efficiently?
• Identify your career goals. What do you “want to
do,” what do you “love to do”? Where does your job
satisfaction come from: patient interaction, physician
interaction, team leadership, teaching, management,
or other sources?
If you are considering a change in career direction,
examine your current breadth of knowledge and skills
and identify those that would be easily transferred into
an alternate position/role. Determine what additional
knowledge and skills are required for you to attain your
career goals. Be realistic about what will be involved if
you change tracks in your career, change your specialty

Next-Level Case Management: The Critical Process of Professional Development

www.dorlandhealth.com

16

or begin to climb the corporate ladder. Do you have
those skills? Would you consider a pay-cut to be trained
in a new skill set? What are you willing to sacrifice to
achieve your goals?

achievement of your career plan is commendable,
regardless of the pace of that achievement.

Honest self-evaluation is not something that most of us
do well. It may be helpful to reflect upon how you are
perceived by others, but do so cautiously, as you may
also have inaccurate assumptions of how others perceive
you. Take a few moments with colleagues that you trust
to ask for their feedback. What do your peers and your
manager/supervisor think of your work? What are their
comments? Do peers come to you for guidance, expertise
and advice? Does leadership consider you an expert in
your assigned area, a resource for others or a problem
solver? Are you described as being professional or as a
role model?

4. Incorporate learning/education opportunities regarding the specialty or area that you seek employment.

“Networking is a critical
aspect to career planning
and development.”
Limitations? Previously, we discussed aspirations matching our passions and skills but there are things that
we have to recognize as limitations. If limitations go
unaddressed they will ultimately deter us from reaching
desired aspirations. Limitations should be viewed as opportunities for professional growth. What are some areas
where you are considered to be novice or inexperienced,
or somewhere in between? Seek constructive criticism
from someone you respect and use it as a positive motivator for self-improvement.

Strategy #2: Personal Development
Overcome your limitations. Once you’ve completed
a self-assessment, it is important to build a personal
development plan that identifies your learning needs
and goals. Strategies and timing for attaining your
career goals may vary, dependent upon resources available in your current position, financial limitations, time
restrictions or other impediments to goal achievement.
Begin to move your career forward by establishing a
written plan – which you can modify as goals are met
and/or additional resources become available that will
aid in achievement of goals and progression of your
career path.
1. Establish realistic, measureable short-term goals
with a timeline for each.
2. Strive to meet the deadlines that you’ve established, but if necessary, modify the timeline without
self-chastising. Steady progress toward the ultimate

3. Achieve certification in your specialty area (if not
already attained).

5. Become involved in committees, teams, projects,
etc., that help to build your experience and credibility.
Identify someone to serve as a mentor who is willing and
available to provide you with support, advice, general
assistance and who will hold you accountable for your
personal development plan. Set up routine meetings
with your mentor to discuss progress and to keep you
on target with your goals. Stay current in your profession through continuous learning, professional journals,
independent study and attendance at conferences.
Networking is a critical aspect to career planning and
development. Become involved in professional organizations, and volunteer to participate on committees, teams
or other activities to develop personal achievement
within the professional organization. Assuming an active
role in these organizations increases your visibility, helps
to elevate your level of knowledge and builds leadership
skills. Become “more than a member” even if you cannot
attend all the chapter meetings. This kind of “networking” may be invaluable for career movement and potential job opportunities.

Strategy #3: Self-Promotion
Develop an effective approach to self-promotion through
the use of your resume, professional networking and the
accomplishment of effective interview skills to get ahead
in your career.
First Impressions. Make the right impression from the
moment of your first impression. Become conscious of
your demeanor, language and actions to better shape and
communicate the message that you want to convey to
others. Learn to present yourself positively to everyone
you meet, including peers, professional colleagues, leadership and even visitors – you never know who might
become a potential employer.
Your resume serves as an invitation for potential employers to “come talk to me.” A well written, carefully scripted
resume shows that you care about what you do and what
you’ve achieved during your career. Your resume should
convey your passion, personality and enthusiasm, not
just the roles and responsibilities that you’ve had. The
preferred time to write a resume is when you’re feeling
confident about yourself and the job that you do. Your
state of mind drives the spirit of your resume. If you wait
to write your resume when you’re anxious or fearful of
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losing your job, the resume will reflect your insecurities
and lack confidence, and will not be as strong. Consider
the following key components for creating a professional
resume to carefully reflect your accomplishments, skills
and persona:
a. Accuracy is crucial, crucial, crucial. Avoid acronyms,
if possible; if used, make sure they are correct and
typed in capital letters (i.e., TJC instead of JCAHO,
OASIS instead of Oasis, etc.) Use spell check, but
remember it does not check acronyms. An editorial
secret is to read your resume backwards for misspelling not captured by spell check.
b. Accurately identify titles and describe roles and
responsibilities for each employment. Strengths and
attributes described in the resume should be well
articulated by the candidate during the interview
process, so KNOW the content of your resume so
you can competently speak to it during the interview.
Verifying dates of employment, certification, credentialing, licensure are also critical
c. Be consistent with formatting, bolding, capitals, italicizing and punctuation throughout the document.
Use standard fonts and spacing to minimize distortion if the document is viewed in alternate software.
d. Customize and tailor the resume to showcase the
skills, experience and talent that you bring to the
organization. To do this, you must have a good
understanding of the industry, the organization’s
culture and potential job opportunities. List the most
relevant work experiences first and write roles and
achievements using active, rather than passive verbs.
e. Use bullets, keep content concise and succinct, but
relevant to the position/role/responsibility you are
describing.
f. Resumes are often “mined” for their content – use
“buzzwords” and word combinations that are relevant
to the role you are looking to attain, such as discharge
planning, LOS, InterQual, Milliman, etc. (“Case
manager” is not a buzzword, as the terminology is
combined by search engines and results may include
opportunities outside the healthcare arena.)
g. Eliminate redundancies if you have performed the
same role/responsibility in various positions. Focus
on the uniqueness of what you brought to each job
role.
h. Don’t fax your resume unless that mode of delivery is
specifically requested. Faxing is an outdated mode of
delivery, often distorts the content and may speak to
your inability to use a computer or the Internet.
Career Websites. The Internet has provided opportunities for professionals to search thousands of articles on
career planning, networking, resume writing, job-hunting, career planning and the availability of jobs. Career

websites can provide these resources and more, but exercise caution before posting your resume publicly online.
Before you post, consider the following:
1. Is your company aware that you’re “looking”
for another position? Do you really want them to
know? Many employers also use career message
boards and online services to procure resumes for
potential candidates, and may find your resumes as
part of the search.
2. Don’t post your resume on a career board unless
you’re actively searching to make a career move. If
you post a resume because you’re “curious” about
opportunities, it may later appear that you are “job
hopping” or that no one else wanted you when you
are finally ready for a job change.
3. Do not leave your resume posted for more than
three months. If you have not been contacted for
an interview within three months, there is probably
something wrong with the resume structure or its
content. Also, if employers see a resume posted over
a period of time, they may wonder why your resume
is still out there, and assume that no one else wanted
you. Pull it offline and consider getting professional
help with your resume writing.

“Remain constructive about your
past experiences and focus on the
positive reasons for job change.”
Professional Recruiters. Recruitment agencies offer a
higher level of confidentiality, as compared to using an
online career website. Professional recruiters will review
your resume, interview you regarding your career goals, job
preferences and recommend resume revisions if needed.
Through the recruitment agency, the resume is selectively
forwarded to potential employers. The agency provides for
a more targeted search, and usually a better match between
you, your goals and the employer staffing needs. You will
be briefed regarding the job position, the company and
other opportunities before the employer sees your resume.
Through conversation, a recruiter can identify the leading type of work and the leading employment opportunity
for you. Some recruiting agencies have “exclusives” that
you cannot access in traditional ways. They can coordinate multiple interviews in a very short period of time, or
multiple interviews per day to minimize the amount of time
you have to take off from your current job to participate in
interviews. Prior to the interview, the recruiter will provide
you with specific information about the employer, who
you’re meeting is with (i.e., title, history within the organiza-
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tion), length of interview, key organizational or departmental players, inside information regarding the department
structure/support/resources, a copy of the job description
and then prepare you with interviewing tips and targeted
questions regarding the position. The agency is paid by the
employer, not the candidate, based upon successful integration of the new employee.

Strategy #4: Interview to Get the Job
You Want
Be prepared – being prepared starts with the very first call
that you get regarding your resume. Do your homework –
research on the Internet and navigate the website to learn
about the employer, what the company is about, it’s size,
whether it is a community vs. academic facility, a specialty
hospital, Magnet hospital, etc. Know the job that you’re
being interviewed for, and interview accordingly. If able,
connect with other colleagues who are employed in the
same organization for insight into the organization’s mission, vision, culture and strategic direction.
Do not interview with the employer until you are fully
prepared for the interview. If you are called unexpectedly
by the potential employer, explain that you are unable to
speak openly and ask to reschedule the call. Have your
resume in front of you during the telephone screen/
interview, and be able to speak to the qualifications that
make you the right candidate for the position.
Your physical presentation speaks volumes and sets
the tone for your meeting. Smile, be friendly, make
eye contact, greet with a firm handshake and convey
self-confidence as you meet each interviewer. Dress for
success with gender correct, professional business attire
when you meet the employer for face-to-face inter-

views. For example, men should wear a jacket and tie,
and women should dress with conservative jewelry and
makeup. Cover visible tattoos. Do not bring your own
beverages or chew gum during the interview, however if
the employer offers a beverage, you may accept.
Be personable during your interview, but not chatty –
stay focused and “on point” with the discussion, being
careful not to ramble. Remain constructive about your
past experiences and focus on the positive reasons
for job change. Bring several copies of your resumes
with you to the interview. A good rule of thumb is to
bring one copy for each person you are scheduled to
interview with, plus an extra copy for good measure.
You can refer to your resume during your interview to
elaborate on bullets and past experiences.
Prior to exiting the interview, ask any questions that you
have regarding the position, job expectations or reporting structure. Communicate your continued interest in
the position, and briefly highlight your qualifications and
experience for the job. Inquire as to when you can expect
to hear from the employer regarding the position, and
thank them for the interview.
Finally, don’t forget to send a thank you. Be gracious,
succinct in stating your interest and why you are the best
candidate for the job.
Congratulations. Now, as you depart your interview, you’ve
made a good impression, and have conveyed to your potential employer that you are the candidate of choice.
For more case management career tips to help you succeed, visit www.pathway-medical.com/blog.

Doris Imperati, MHSA, BSN, RN-BC, CCM, is a Certified Case Manager with a Masters degree in
Health Service Administration from St. Joseph’s College, Windham Maine. She is an energetic, highly motivated and self directed professional with 30 years of experience in healthcare leadership, management,
education and consulting. Her clinical expertise in Med/Surg nursing, critical care, staff development
and case management provide a solid foundation for successful project implementation and management. Ms. Imperati’s expertise includes project coordination and oversight, Clinical Documentation
Improvement (CDI) training and program implementation, shadowing and mentoring of CDI specialists,
documentation audits, concurrent and retrospective DRG review, quality assurance reviews, development
of client-specific tools and hospital/physician education. Contact: doris.imperati@navigant.com
Marianne DiMola, the national vice president of Pathway Medical, has over 25 years of experience in
healthcare human resources management and career development. Her experience includes Branch
Directorships with two of the countries leading home healthcare organizations Bayada Nurses and
Nursefinders. She is a founding member of CMSA’s TriChapter NY conferences and currently serves as
the Executive Director of the New York City chapter of CMSA and Board Member for the Mid-Atlantic
chapter. In addition she is a founding principal and Senior National Vice President for Pathway Medical
a nationally recognized leader providing Case Management recruitment, retention advisory services,
and HEDIS staffing and project management nationwide. Contact: mdimola@pathway-medical.com
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Leadership Qualities for
Case Management Today
By Deborah Smith, MN, RNC
Case managers often ask questions about gaining more
professional leverage in the workplace. Those in more
senior case management leadership positions who are
thinking more broadly about the industry ask about
how to get more respect and recognition when policy
decisions are being made in Washington. One answer “to
both questions” lies in becoming more effective leaders.
Case management today can certainly benefit from even
greater leadership to propel departments and organizations forward and demonstrate its value to the healthcare
industry. For individuals interested in professionally
advancing the field of case management and themselves,
the necessary leadership skills are within reach.

Leadership Is a Learned Skill
Leaders see the big picture – the organization as a whole
and not as separate parts in silos. They understand how
the pieces of an organization work together to meet the
mission. They collaborate with others across the organization. They seek to both contribute to the organization’s
mission and to help others do so.

personal and professional life which you use as a case
manager. If you are uncertain, ask for feedback from
trusted friends and colleagues. Most case managers can
claim some of the following skills used in working with
their clients: collaborative, communicative, dependable,
intentional, solution oriented and tenacious. These are all
skills useful to leaders. Characteristics of case managers
that are considered to be hallmarks of leadership ability
are attributes such as commitment, competence, focus,
listening, problem solving and positive relationships.
Add these to your inventory. (See box for more characteristics and skills)

While it is argued that some people are born leaders,
most leadership skills are learned. Healthcare leadership expert and author of Talent IQ and Leadership IQ
Emmett C. Murphy believes that leadership is a form of
intelligence. He notes that leaders use the ability to learn
from experience to respond successfully to new situations and how leaders are able to help others see and
follow an effective course of action.

“Leaders are the people to whom
others turn when missions need
to be upheld, breakthroughs made,
and performance goals reached
on time and within budget.”
— Emmett C. Murphy
So then, how is leadership learned? Start with the
skills you have. Make an inventory of the skills you feel
confident about. Think about the experiences in your
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Attitudes Case Managers
Are Likely to Possess

Desirable Leadership
Qualities and Skills

Adaptable

Character

Collaborative

Charisma

Committed

Commitment

Communicative

Communication

Competent

Competence

Dependable

Courage

Disciplined

Discernment

Enlarging

Focus

Enthusiastic

Generosity

Intentional

Initiative

Mission Conscious

Listening

Prepared

Passion

Relational

Positive Attitude

Self-Improving

Problem Solving

Selfless

Relationships

Solution Oriented

Responsibility

Tenacious

Security
Self-Discipline
Vision
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Next, identify those areas where you feel your skills and
attitudes could use some enhancement. Develop a personal growth and development strategy. Find a mentor,
coach or role model to assist you. Identify someone in
your life who has the characteristics you want to learn.
Try them on one at a time and consciously practice.
Take the advice of revered entrepreneur Mary Kay, who
writes about how to emulate those traits you admire
in others, when she says “Fake it ‘til you make it.” Try
out new behaviors imagining and imitating positive
characteristics or actions of others you admire. Keep
practicing until you find your own way. You may find it
helpful to use a professional coach to help identify and
hone desired skills.
There are, of course, areas where some case managers
might encounter more challenges. They may be tested
by leadership characteristics as adaptability, charisma,
passion, positive attitude, selflessness or vision. Again,
remember what Mary Kay said.

Be Part of a Team that Advances
the Mission
If you want to be a leader, first become a team player.
A leader can’t lead without building relationships. Case
managers have an opportunity to change their perspective by looking up and out of their cubicle to engage with
organizations on a broader scale. The first task is to seek
relationships outside of your comfort zone. Relationships are the pathway to identifying and understanding
the goals and values of others. You must learn to see the

big picture. Find out what senior executives and your
organization’s C-suite are thinking about and what they
value. Think outside the box to identify ways you can
contribute to the organization. Learn to look and think
beyond your current horizon.
Case managers bring to any situation a natural commitment to the consumer that is a powerful base from which
to contribute to the mission of any organization. Attention to the aims of the organization and of others is an
essential attribute of effective leadership. Advancement
of your own agenda is often best served through attentiveness to the needs of others. This attitude works with
policy makers as well as decision-makers at work.
Case managers are readily able to be pragmatic and to
solve problems. One key to leadership is to volunteer for
duties which will get the attention of decision-makers
through advancement of constructive ideas. Solve
problems that arise. Negotiate resolutions to conflicts.
Synergize stake-holders in a way that enables them to
achieve improvement together. Support others to help
attain their goals.
The case management industry will only benefit and
grow in importance and value through stronger leadership. Whether your goal is to better lead your teams,
organization or industry initiatives, you must walk the
talk. Commit to always communicating effectively. Be
an optimist and show you can think. Act like a leader
and look like a leader. Case managers can lead from
wherever they are in an organization. Leadership is
about skill, not position.

Deborah S. Smith, MN, RNC, is an ANCC Board Certified Nurse Executive, Advanced, and ANCC
Board Certified in Case Management. She is the Senior Partner of SmithLambert Enterprises and
has been a healthcare leader for more than 30 years specializing in standards compliance, leadership, patient care service delivery, and case management innovation. She consults with healthcare
delivery and managed care clients. In 1999 she was named CMSA Distinguished Case Manager of
the Year. Contact: dimperati@deloitte.com
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The Road to Case Management Leadership:
The Basics
By Aaron Lebovitz and Steve Thornley
Is there a secret to getting a promotion? We interview
professional case management nurses on a daily basis
and often candidates express interest in moving from
staff-level positions to management opportunities. So
what are the key components in getting promoted into
leadership roles such as that of a supervisor, manager,
or director?
As medical management recruitment consultants, we encounter accomplished leaders that are making a positive
impact in case management departments throughout the
country. Here, we aim to shed some light and share our
professional perspective as well as insight from leaders
who have successfully transitioned into roles of increasing oversight, demand or responsibility. So what did it
take for these individuals to get from staff-level capacities to supervisory, management, and director-level
leadership roles? Well, many professionals we’ve talked
to have taken very different paths to get to the positions
they are in now. However, there are common themes
that consistently present themselves when working with
professionals in leadership roles.
First, they have long-term employment longevity with
reputable organizations.
In dealing with hiring managers at various provider and
payer organizations, one element of consideration of a
strong candidate is that they have great longevity in their
recent employment experience. Even if you have not
been totally happy in your position or positions, changing jobs frequently, regardless of the circumstances,
never bodes well when searching for a leadership position. Additionally, many opportunities to rise through
the ranks and gain a reputation as a reliable employee
often lay the groundwork for future leadership options.
Many case management leaders have climbed into their
roles simply from gaining tenure and outlasting those
individuals that could not weather change or otherwise
sought other opportunities.

recruiting business, we have found that some of the
reasons candidates say they cannot provide references
is generally telling of a not-so-spotless employment
past. Providing solid references at the earliest stages of
consideration demonstrates your ability to be proactive
and that you have had a solid work past that allows others to brag about your value.
Third, they have advanced education and certifications
specific to their profession.

Second, they provide great references from managers
to which they had directly reported.

“Schooling is also very important. I went back to school
after 35 years because degrees are more and more of a
requirement, but more importantly, the content of the
classes you take in obtaining that degree play into making you better at your job,” says Linda Novak, RN and
case/medical manager for an Arizona health plan.

Lack of solid references when applying for leadership
positions outside of your present employment can be a
deal killer. More often than not, people that apply for
positions without a solid list of four to five management level references leave a suspicious trail that good
employers are hesitant to follow. After years in the

Going through the daily cycle of your responsibilities can
be burdensome alone, but true leaders are always looking to heed Dr. Stephen R. Covey’s well-known advice
to continually “sharpen the saw” and maintain the edge
through continual education and professional certification. To broaden the opportunities of available leader-
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ship consideration, take the time to know your profession and be active in your local chapter of the American
Case Management Association. Displaying that you
earnestly strive to obtain and maintain professional certifications shows the employer you are progressive and
would promote a culture of doing not just asking.
Fourth, they are very computer literate.
“Get up to date on your computer skills, always learn
lessons from managers that did a poor job overseeing
staff, and utilize the resources within your organization.
You can learn a lot from Human Resources, for example.
They have some great classes and training,” Novak says.
Just as paper medical records are becoming a thing of the
past, the advent of iPads, Facebook and other apps have
boosted technology into our daily jargon. The challenge is
that many still won’t embrace the change into the information age. To make any sort of headway as a leader in case
management, you must become comfortable with the fact
that your patients, peers and staff will in some fashion be
connected to technology to help ease the burdens of daily
life and to simplify day-to-day tasks. Although, it’s not
imperative to use Twitter and Facebook, there are many
electronic media functions that should be embraced and
used. Basic computer knowledge does not cut it anymore
and case management professionals should seek every
opportunity, including community education and college
courses, to refine their use of programs such as Microsoft
Word, Excel, PowerPoint and Outlook. Understanding
these commonly used programs in addition to the latest
version of Windows operating system is imperative to
leading a group of case management professionals that
will be expected to produce results with these programs
and other Windows based systems to use as tools in their
respective work environments.

Fifth, find a mentor
“Mentorship has been key to helping my confidence and
is critical to progression in to a leadership role within case
management. Without a mentor, you will be faced with
things you have never been faced with before and not
know what to do. One of the hardest things you will do
as a Manager is to face change,” says Richard La Sota, RN
and director of business development at Plaza Healthcare.
“It’s important to find mentors that have demonstrated
leadership skills. You should spend as much time both
on and off hours to learn from the people whose positions you would eventually want to be in. Find good
mentors who you respect and who you see as successful
at their jobs,” Novak says.
As pointed out by both Novak and La Sota, it is critical to
learn from those who are not just above you in title, but
also have the characteristics that you identify with and
want to build into your own professional persona. Choose
someone you respect and admire, don’t be afraid to ask
questions, and put in the extra time to get exposure to your
mentor. Leadership doesn’t come overnight. Be patient and
be open to learning from somebody else’s experience.
So we advise nurses interested in leadership and development to take these five themes to heart. It’s never too late
to establish a history of employment longevity, get great
references from your managers, go back to school or to get
certified, update your computer skills, or find a mentor to
latch onto. Companies we work with on a daily basis are
seeking highly motivated, talented and amenable candidates who are willing to go the extra mile to ensure their
members/patients have the best medical care available.
Recruiters, like us at CareNational, can present you with
opportunities to take that next step, but it is up to you to
ensure you have the right tools to move forward.

Aaron Lebovitz (right) is the founder of Elite Recruitment Solutions LLC
(ERS), a healthcare-focused recruitment firm. Early in 2010, ERS and
CareNational Healthcare Services LLC began a close working relationship
and the industry focus narrowed to registered nurses under the medical
management umbrella. Along with recruitment support, Aaron now directs
the sales and marketing activities in the areas of case management, utilization management, quality management and other medical management
specialties as well executive search with both providers and payers. Contact:
alebovitz@carenationalservices.com
Steve Thornley (left) founded CareNational Healthcare Services, a nationwide Medical Management Recruitment
Firm, in 2010 to provide unparalleled services to the medical management segment of healthcare. Steve holds a bachelor’s degree in Business Administration from the University of Phoenix, is a Certified Staffing Professional (CSP) by
the American Staffing Association and currently serves on the board of Directors for the Arizona Chapter of CMSA.
CareNational works with case management, utilization management, quality management departments for select
providers as well as managed care organizations. Contact: sthornley@carenationalservices.com | Phone: 800-974-4828 |
Web: www.carenationalservices.com
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Communicating Your Value with Impact
By Suzanne Ross
Everyone comes to case management from a different
path. Each health advocate is completely unique as no
one brings the same experience, perspectives and personality to the job. Yet few are successful in distinguishing themselves or boosting the reputation of their field.
Without a clear voice, case management contributions
fail to be recognized and adequately rewarded. Individuals suffer and so does the healthcare industry.
It’s time to start thinking like a marketer. Knowing how
and when to communicate is vital to your reputation.
To accelerate a career and advance the profession of
case management, aspiring leaders need to promote
individual and professional value within and outside the
healthcare industry. That unique promise of value comes
when case managers articulate how they solve problems
and the benefits their audiences gain.

Why Demonstrating Value Is Important
Reputation is based on how you deliver value as well as
how you communicate, motivate and influence. The advent of the Internet and social media has given everyone a
voice, but just because you can talk doesn’t mean you have
something of value to say. With the time to make a mark
significantly reduced, every manager and leader needs to
be crystal clear on value and how it is consistently delivered. Today we are judged by our value on day one.
Becoming credible and visible in your career and building a leadership reputation is more than just the reward
of doing a good job. It is the result of working consistently
over the years to make a difference to those you serve and
with whom you work. Case managers need to leverage
their contributions to improving health and the unique
approach they take to solve problems and provide value.

Brand Yourself for Success
You want companies, bosses and teams to choose you and,
even more so, you want them to seek you out. Brands can
teach us how to do this. For those new to this concept, a
brand is a set of perceptions and images that represent a
company, product, service or individual. It is the promise
of what will be delivered or experienced. Like a reputation, your personal brand develops over time – when your
target audience sees you in action, engages with you and
notices what others say about you. Individuals like Oprah,
Bill Gates and Dr. Oz have personal brands that enable
them to further their own personal market leadership in
infotainment, technology enablement and personal health

awareness. Though you may be without such a national
or international stage, you have exceptional significance
to build a personal brand that paves the way to career
distinction and leadership responsibility.
Case managers start with a distinct advantage. Your critical role in healthcare already makes you stand apart, yet
further growth and advancement depends on how well
you understand the values and needs of your organization. Your goal is to identify, align and articulate what’s
most compelling about your unique value, the needs of
current or future employers and how you can enhance
the case management profession.
To formulate your own personal brand:
• Make a list of your passions, purpose, values and
goals. Focus on the big-picture issues that create a
better future and less so the skills similar to every
other case manager. Consider where you invest your
personal and professional energies. Check out career
assessment and personality typing tools to help you
understand more about your strengths and attributes.
As you review, pay attention to how your unique ability to solve problems makes you more valuable.
• Seek feedback on your reputation. Though some believe
it does not matter what others think about you, perceptions are real and tend to stick in observer’s minds until
they learn otherwise. That means it is vital to get external
input. Listen to how people describe you. Maximize the
most compelling adjectives that make you stand out.
• Understand your audience or community. The most
valuable brands depend on the needs and insights of
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the network you need most to help you deliver and
achieve your goals. Be sure to find out who these
people are (including your “competitors”), what they
need, how they want to interact with you and what’s
most relevant to them.
• Tell your story. Write a personal brand statement. In
one or two sentences you should be able to describe
the value you offer, what problem you solve, the audience that benefits and what makes you different. Your
statement should be easily understood by a 12 year
old. Rather than a litany of jobs, this is your signature
to show value to everyone.
• Put it to work. Let your personal brand statement be
your compass and refer to it daily. Incorporate it into
resumes, bios, speaking opportunities and social networking. Use it as a guide for where you invest your time,
talents and resources. Integrate it into all your communication so you consistently demonstrate how you are adding value to your company, community and the world.
• Manage and monitor your impact. Revisit your passions, goals, successes and challenges to ensure you
are delivering on your promise of value and distinguishing yourself from competitors. Cultivate your
network by overdelivering and sharing more insights
and resources than you request. Adjust your plans as
appropriate to keep your value consistent.
Women and men who have spent careers advocating
for others often feel uncomfortable calling attention to
themselves. Your personal brand, or how you demonstrate and communicate your value, must be authentic.
When developing a plan to share your brand, the communications mix needs to not only reach your target
audience but must be exciting to you. Do the things that
play up your strengths while you also work on weaknesses. If you are a confident speaker, leverage those kinds of
opportunities or get some training if you are more timid.
If your words could use polishing to make them clearer
and more memorable, seek out editing support. Social
media is a good channel to build your professional presence, however be sure that your approach is in alignment
with your company. Better yet, let it be known within
your organization that you are interested in participating,
as many companies are collaborating with employees to
help build their industry presence using these tools.

“Audiences will get more engaged
when they connect on a personal
level, so use effective storytelling to
bring your message to life.”
Make Your Communication Resonate
Value is most tangible when the outcome is aligned with
an organization’s overall goals. However, if you are an inexperienced or ineffective communicator, many important contributions may go unrecognized. Case managers
can easily adapt the communications principles above as
they advocate for their teams, company and profession.
Begin by framing your message within the context of what
is valuable to the organization or initiative and focusing
on the benefits to the listener. If the business goals are
unclear, ask your boss, other senior leaders or mentors
for their insights. Consider how your audience needs to
receive information. Then flex accordingly your writing or
speaking style and the outlets (email, memos and reports,
presentations, one-on-one, etc.) you use to communicate.
People are busy and distracted so get to the point.
Always include a call to action that tells people what
you want or need them to do with information shared.
Audiences will get more engaged when they connect
on a personal level, so use effective storytelling to bring
your message to life. While healthcare is a highly data
intensive field, the human side of health makes a lasting
impression. Fortunately for case managers, there are
many rich anecdotes to share. Where appropriate and
respecting confidentiality, use stories that help personalize value and create impact.
Everyday case management professionals have an opportunity to make an immediate and lasting impression. Leaders need to help maximize those opportunities by demonstrating value. While the message needs
to have impact, communication as more than just
words. Your reputation is determined by appearance,
behavior and how you analyze and share information.
It is time for case managers to both talk the talk and
walk the walk.

Suzanne Ross is an award-winning market leadership strategist and president of The Aerie Company who collaborates with healthcare companies and executives to identify, articulate and communicate their value. Because it is challenging at the top, hundreds of companies, organizations
and executives have sought her expertise to help build business and personal market leadership that
demonstrates distinctive benefits and communicates impact. Recently she was honored by the Hot
Mommas Project at George Washington University School of Business Center for Entrepreneurial
Excellence as a winner in its international case study program featuring female role models and
mentors. Web: www.aeriecompany.com | Email: suzanne@aeriecompany.com
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Keep Smiling: The Client Can Still Hear
It In Your Voice
The Art of Telephonic Case Management
By Sue Binder, RN-BC, CCM, PAHM
Making the transition from assessing the client face-toface to telephonic assessments is a challenging one. But
many of the same tools we use face-to-face also work for
telephonic case managers.
Each interaction on the phone is an interpersonal process and has a beginning, middle and an end. During
these telephonic interactions the visual assessment that
helped you gain an understanding of what your client’s
reaction was to your conversation is missing. But you
have other options.
Focus on the case management-client relationship,
which will give you the reminders you need. The telephonic case management-client relationship is therapeutic, client-centered, goal-directed and objective. The
intent is for the client’s behavior to change. These behavior changes will bring more satisfying behavior patterns,
coping strategies and increase self worth for the client.

Orientation Phase (Beginning)
This is the time to get acquainted with the client and gain
rapport. Demonstrate by your voice a genuine caring and
understanding that will help to establish trust.
Some guidelines and steps:
• Be dependable; follow the mutual contract by keeping
telephonic appointments. Discuss the dates, times
and duration of each call.
• Identify the purpose of the call and discuss the role of
both the case manager and the client.
• Let the client know what the arrangement will be if the
case manager is unable to keep the telephonic call.
• Facilitate the client’s ability to verbalize his/her problem.
• Listen and assess the client’s limitations and problem areas. Build on the client’s positive aspects of
personality. Include the client in identification of
his/her attributes.
• Identify client problems, case management diagnosis, outcome criteria, and case management
interventions.
• Formulate a case management plan.

Working Phase (Middle)
This is the time to bring about positive changes in the
client’s behavior with the focus on the here and now. The
working phase is reached when change occurs and goals
are accomplished. The case manager and the client evaluate and discuss the client’s problem and what has been
accomplished.
Some guidelines and steps:
• Set priorities with the client in determining the client’s needs.
• Identify with the client those behaviors that the client
is willing to change. Read: set realistic goals.
• Make goals testable and attainable for successful
experiences.

Termination Phase (End)
The purpose of the termination phase is to end the relationship. Assure the client that he/she can be independent
in some or all of his/her function. Ideally the termination
phase begins during the orientation phase and the client
has improved sufficiently for the relationship to end.
Some guidelines and steps:
• Help the client discuss his/her feelings about terminating the relationship.

Next-Level Case Management: The Critical Process of Professional Development

www.dorlandhealth.com

30

Therapeutic Technique

Example

Using silence

Listening can be your most important tool

Exploring

“Tell me more about your job.”
“Would you tell me more about your responsibilities?”

Clarifying

“I’m not sure that I understand what you are saying. Please give me more
information.”

Encouraging evaluation

“Describe how you feel about your medications.”

Summarizing

“During the past hour we talked about your for the future. They include
the following.”
Source: Fortinash, Holoday & Worret, Psychiatric Nursing Care Plans, 5th Edition pg 10, 2007.

• Have the client talk about gains he/she has made
(including negative aspects of the calls as well).
• Share with the client the growth you have witnessed.
• Express benefits you have gained from the experience.

Therapeutic Techniques
Therapeutic techniques are essential to the case management-client relationship and successful implementation
of the case management-process. These techniques are
even more important when you can’t see the client.
Listed above are a few therapeutic techniques that have
been helpful.

Most organizations have computer system guidelines for
completing assessments but frequently lack interpersonal
techniques that help you during this interviewing process. Review these techniques at your weekly conference
with your fellow case managers. Do some role playing
which will make you feel more comfortable. Frequently
your fellow case managers will have suggestions and
other options for your next steps.
Most important, don’t forget to smile. Even though you
are on the telephone, the client can still hear a smile in
your voice.

Sue Binder, RN-BC, CCM, PAHM, president of Integrated Healthcare Consultants, LLC, has more
than 25 years of highly successful and diversified professional experience in the healthcare industry.
Most recently she was the director/creator of the Health and Wellness Program at Blue Cross Blue
Shield of New Jersey managing the programs of chronic disease. Currently her company is focusing on helping customers implement staff understanding of the importance of interpersonal skills in
various medical-behavioral clinical programs. Contact: SBConsltRN@aol.com
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Dress for Success: Wearing the ‘Leadership Look’
By Gigi Blair
Professional appearance. The term is listed as a job
requirement in case management for nearly every new
position posting and as part of professional appearance
policies and standards at companies, hospitals and health
systems. Yet the importance often gets lost as case managers focus their energies on advocating for client health.
Anything goes in our world today and this casual approach to life is a defining characteristic of our postmodern culture. One of the most visible ways the casualness is reflected is in people’s beliefs around dressing and
the manner in which they dress.

Changing Attitudes
For anyone working in a corporate setting in the 1980s,
you were more than likely taught that your thinking
was a by-product of how you dressed. The business suit,
for both men and women, was the uniform de rigueur.
“Dressing up” was common for airplane travel, nights at
the theater and symphony, in restaurants, and certainly
for any professional appointment. Consider today how
people dress to participate in these kinds of activities
and many will wince and long for some of the decency
of yesterday.
While professional appearance isn’t necessarily about
fashion, some elements do become part of the discussion
particularly in industries that are predominately female.
Media personality and “Dressing with Dignity” author
Colleen Hammond has commented on how the abundance of tawdry clothing that surrounds us today would
make “the most immodest of men and women blush.”
In support of more professional attire she contends that
“much of what passes for women’s fashions today appeals
to the baser senses of men and women, making it increasingly challenging for women to receive the respect
that they deserve.”

Generational attitudes are at play as well. In a 2009
Ladies Home Journal article that highlighted some of the
challenges faced by three generations currently working and living side by side, a major difference centered
on clothes and dressing. The dilemma still remains as
older women can’t believe that younger people need to
be shown how to dress appropriately and the younger
generation can’t believe that anyone really cares.
The lackadaisical standards for dressing have come about
relatively quickly considering the 1980s emphasis on
formal business dress. “Casual Fridays” paved the way
in the 1990s for the “business casual” environment. That
Casual Friday attitude eventually spilled over into other
days of the week, creating new challenges in the work
environment. Many reports indicate a dramatic increase
in personnel complaints, sexual harassment cases and,
not surprisingly, decreased productivity due to business
casual attire changes around the office.
It is little wonder that organizations large and small have
been challenged to create and enforce policies around a
different style for business. Yes, we are paying a price for

How do you and your organization answer these questions:
Are we paying a price for this casual style?
Is getting dressed for work important at all?
Should we dress any differently for work than we do for all of our other daily activities?
How do we begin to build a professional wardrobe when a uniform is no longer appropriate?
Is our current way of dressing helping or hurting aspirations for a leadership position?
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cially important for case managers who have previously
worked in clinical environments with more casual dress
codes or uniforms. Use the following guidelines as you
undertake this process:
• If dressing is “not your thing,” get assistance. Whether
calling a professional or soliciting the advice of a
friend, we can all use another set of eyes to be honest
with us about colors, design lines and styles that are
flattering for us.
• Shop only twice a year, and shop with a plan. As foreign a concept as this may seem and as challenging as
this may sound, it will simply your life and save you
time and money.
• Focus first on updating what you already own.
• Begin to build core wardrobes.

Building Your Core Wardrobes
our extreme casual style. Dressing for work is important,
and there is value in dressing differently for work than
for our other daily activities. However, just because we
are in agreement does not require everyone to:
1. Throw away everything in their closets.
2. Go shopping to buy a whole new wardrobe.
3. Spend a lot of money buying new clothes.

What Clothes Say About You
Clothes communicate. Regardless of whether or not we
think they do, or even whether or not we think they should,
the fact is your clothes and overall appearance speak loudly.
Every day we communicate to the world around us what we
think of ourselves and want others to think about us by how
we dress. Clothing is a tool that powerfully influences how
one thinks, acts, communicates, leads and responds, as well
as how others respond to them.
Have you thought seriously about what your clothes say
about you? For aspiring case management professionals
interested in career advancement, start by considering
the following questions. What do you want your clothes
to say about you? How do you want to be known? Do
your clothes support you in your professional world or
do they detract from who you want to be and what you
want to do? Does your look support your personal brand
statement? Answers to these questions will certainly
influence how you begin to think about dressing and
building your personal brand.

Evaluating Your Wardrobe
As with all new things, defining a starting point is
paramount. Begin by defining your personal image and
starting, quite simply, with a closet audit. This is espe-

Many people shop for and buy pieces they like that
may only work with one other item of clothing in their
closets. Once ready to dress for work, they futilely look
through their closets containing on average fragments of
eight-plus core wardrobes. To simplify how you organize
and shop for your clothes, adopt the concept of core
wardrobes – several top and bottom pieces that work
together to form a mini-wardrobe. For our purposes the
core wardrobe will focus on your professional dress and
image. Core wardrobes can be organized by season (you
may have one for summer, one for fall/winter depending
on where you live) as well as for the different activities
such as volunteering, after five, outdoor endeavors, etc.
This approach helps not only streamline the time it takes
you to “get up, get dressed and get out the door,” it can
save you lots of money and can support your overall lifestyle needs. From a shopping standpoint, core wardrobes
also save considerable energy and frustration as you
focus on purchasing one to two pieces that will be exclusive to a particular core. This approach both maximizes
your dressing dollars and reduces packing time when
you travel.
A core wardrobe includes three colors – two basics and
one accent color that you love and that is completely flattering to you. Possibilities include:
• Black and white, accented by a color such as red,
turquoise, coral.
• Brown and cream, accented by a color such as coral,
turquoise, soft blue.
• Navy and cream, accented by cream, gold, burgundy.
Use the worksheet template to plan your core wardrobes
and identify some of the components that already may
exist in your closet. The idea is that all six top pieces coordinate with all of the four bottom pieces, and can work
under the jackets and vest.
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Building a Professional and Practical Wardrobe Guide
Two Jackets
In contrasting colors & different textures

Four Bottom Pieces
Pant, skirt, shorts
Each works with both jackets

1.

1.

2.

2.
3.
4.

Six Blouses / Tops

One Dress

1. White / cream_ _____________________________

1.

2. Other solid color____________________________

One Vest

3. Other solid color____________________________

Optimally works under both jackets
and with all four bottom pieces

4. Print, color or texture_ _______________________
5. Print, color or texture ________________________

1.

6. Print, color or texture ________________________

Taking the Work out of Getting Dressed
Cultural and organizational messages, time constraints,
long-held habits and the fear of something new are all
reasons people have for misinterpreting and misunderstanding the importance of dressing in their life. Most
people have an innate desire “to be the best that I can
be,” so how you dress clearly supports those aspirations.
Case managers will advocate for their patients more

confidently and executive leadership will call the next
generation of leaders from the pool of candidates who
know who they are and what they contribute. How you
dress communicates and reinforces this value. Strengthen how you dress and you strengthen who you are and
how you work. Take this as a challenge. Try dressing
more professionally and watch and feel the changes
inside of you and how others respond to you. Get ready
for some pleasant surprises.

Gigi Blair is a sought-after speaker and accomplished coach who specializes in working with men
and women in leadership positions on issues of lifestyle, leadership and image. She is known for
getting to the heart of an issue quickly and delivering real-world solutions, often helping her clients
design systems for their non-working environments which allow them to lead with greater clarity,
and feel strong and confident in how they look. She is certified by the International Association of
Coaches. Web: www.liveleadlook.com | Email: gigiblair@earthlink.net
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Mentoring: Stoking a New Generation of Success
By Mary Lushina, MBA, BS, BSN, CCM, CPHQ, CHC
Mentoring. We’ve all heard the term expressed and embellished upon, but what is true mentoring? Do we really
mentor others in our professional and personal lives?
The nursing profession is somewhat notorious for “eating
its young,” rather than nurturing and assisting our new
nurses and fellow professionals to grow and be great successes in their careers.
One of the most valuable assets you can have in your
career and in life is a good solid mentor. What is mentoring? In its most simple terms, mentoring is a training
system where a senior or more experienced person is
assigned to be a counselor, advisor or guide to a trainee
or more junior person. A mentor’s responsibility is to
provide support and feedback to the individual they are
working with.
Mentor originally comes from a character in Homer’s
poem “The Odyssey.” Odysseus, King of Ithaca, went to
fight in the Trojan War, and during this time, he entrusted the care of his kingdom to Mentor. Mentor was the
teacher and overseer of Odysseuss’ son, Telemachus.
Management and human resource literature now refer
to “Mentor” as a verb as well in that they are referring to
patterned behaviors or process where one person acts as
a mentor to another.
Our need to achieve is present through all of the stages
of our life. When we start to work, we need to understand all of the aspects of our job and what is expected of
us. After a period of time, we consider our career prospects in our job and where it might lead to. We may have
set short-, medium- and long-term goals for ourselves.
We need assistance and support in most all aspects of
our lives. Mentoring creates an informal environment
where a person can be encouraged to discuss their needs
openly and confidentially with another who is in a position to positively help them. Mentoring is about one
person working with another to achieve a goal that is
important to them. It’s helping and supporting without
being threatening so that the mentee will value the lessons and it will give them the power to move forward
with confidence in what they want to achieve.
Organizations can use mentoring as a tool to grow their
people using informal practice or a formal program.
Mentors explain, demonstrate and model behavior.
Mentees observe, question and explore. A mentor’s job
is to promote learning that is intentional. A mentee is
building capacity through their mentor’s instruction,
sharing experiences, coaching, advising and modeling. It

is important that Mentors share both their successes and
failures and explain why something turned out right or
why they failed at something. Both of these lessons are
important and powerful as they provide valuable learning opportunities both from an individual level as well as
an organizational level.
Mentors need to be storytellers by sharing their personal
scenarios and examples that may offer extremely valuable insight. When mentors can talk about themselves
and their personal experiences, they establish a rapport
with the mentee that makes them “learning leaders.”
Development happens over time. When you mentor, it is
not a one-time event, but a continuous process of learning. It synthesizes ongoing experiences, events, studies,
observations and thoughtful analyses. We should be reminded that it always takes two or more, and success in
mentoring means sharing the responsibility for learning.
The subject matter, timing, facilities and other variables
do not matter because successful mentoring begins with
setting up a contract, if you will, for learning. This aligns
the mentor, mentee, managers or anyone else who may
be involved.
We all need different types of mentors in our lives and
careers who will help us with learning, networking or
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connections, reality, and imagination. These elements
are necessary in order for us to become a success. Let’s
start with learning. None of us can have too many smart
people in our lives. We create our success by spending
quality time with smart people that we learn from. We
should be aware of what our goals for our personal learning are at all times. Knowing what we want to become
better at next month, next year or in five years requires
thought and a plan to get there. Find people you can
learn from and that are smarter than you and spend time
with them. Learn what and how they think and share
their experience, if they are willing, with your staff or
others that may benefit.

“Bottom line is that you need to
‘be you’ and willing to share
yourself with others.”
Some mentors help us to see reality. We all need to stay
abreast of the changing market, business conditions,
attitudes, etc. This is not simple, as we get ingratiated in
what we are doing day-to-day. You’ll want to look for
several types of mentors; those older than you and far
ahead of you in their careers. The older mentor may help
you envision what you do not, watch for career traps,
work through what your boss or company “really” wants
(help you read between the lines). They can also help you
to point out opportunities to change things that you may
not see by yourself. The next type of mentor you’ll want
to seek out is someone younger than you, probably in
their 20s. Twenty somethings are highly adept at social
networking and the Internet. You need to keep up with
how the world communicates and how to share information. Other types of mentors that are helpful are business
contacts you have that are involved in other functions or
careers. They have talents that you do not and you can
acquire ideas from them, and street smarts that will help
you to be more successful.
We all need new and fresh ideas in our careers in order
to stand out in what we do. How are our imaginations
stimulated? How do we challenge our thinking in a positive fashion? If you think about it, many of your successes probably came from other people’s ideas or failures.
You must have creative ideas to begin new opportunities
or to solve problems and you will not be able to do either
unless you think of ideas. Mentors can help you with
their different perspectives. Choose imagination mentors
who are ahead of you in terms of how your job is done.
Perhaps your mentor(s) is from a larger company or they
are involved in a more established business or product

line. Maybe they work in a larger scope or territory. The
key is to learn techniques and processes that help them
do a bigger job. You can then apply this knowledge as
your business grows. Get acquainted with folks in other
industries. If you see how other industries solve the
problems you have, it helps you to see many different
ways to do things or different ways to “skin a cat,” if you
will. You must know what is possible out there.
Connections within our field or industry…well, we all
need them. As we move forward or switch directions in
our career, we need to look for mentors who are in the
jobs we would like to have. It is valuable to learn about
the job you are after before you move toward it. A mentor in this role can show you what the true requirements
are so you can begin thinking about them or perhaps
get yourself involved in projects to obtain the necessary
experience. These mentors may also provide you access
to jobs such as theirs. Since you are connected to them,
they may personally consider you or if they are asked
they may think of and refer you to a colleague. Do not
rely on your own talent alone. It is so important to be
connected as it leaves you vulnerable if you are not. Your
ability to execute is lessened if your strong network is not
there. Your personal and professional network can grow
significantly with mentors.

Skills and Preparation To Be a Mentor
What skills and preparation do you need to be a mentor?
Bottom line is that you need to “be you” and willing to
share yourself with others. Just like anything you will get
better at mentoring with practice. Personal and professional relationships are different and therefore each
mentoring relationship will be different. There is no right
or wrong answer, but there are some best practices to
help you in the role.
• Communicate with your mentee regularly and ongoing. Your mentee views you through the process by
how you prepare and complete mentoring meetings.
Be sure to deal appropriately with issues that come
up, e.g., personal, professional, etc. Listen intently.
• Open your networking circle to assist your mentee to
achieve their objectives. You will not be able to help
and give advice on all issues that come up. Your access will assist your mentee to learn about other areas
and also help them to develop and increase their
circle of contacts.
• In order to build a healthy, trusting relationship with
your mentee you will need to come up with ways
to maintain contact with them at all times, not only
when there are issues. Develop a style that works for
both of you.
• Understand the roles of third parties that have rela-
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tionships with your mentee and how to work with
these relationships without breaking confidentiality
or having a negative effect when conflict arises.
The responsibility for keeping up the mentoring relationship rests with the mentor in many ways. There is a
danger to the benefits of mentoring not being achieved if
you do the following:
• Do not give enough of your time to mentoring, take
a casual approach to your meetings or contact with
your mentee, or appear to be disorganized or unprepared for your meetings.
• Do not understand the expectations and needs of
your mentee, do not listen to what they are saying,
or overstep the boundaries of your role with your
mentee. Also, not keeping a professional distance by
becoming personally involved with them.
• Do not treat your mentee as an adult.
• Do not fulfill what you have undertaken with your
mentee and try to be nice to everyone to satisfy their
needs.
To avoid running into mentoring issues remember to do
the following:
• Do not promise what you cannot deliver, and within
the agreed time always do what you promised.
• Do not let lack of contact or lessened contact break
down the relationship.
• You cannot solve all of the mentee’s issues in one
meeting.
• Do not talk too much, dictate or be judgmental, and
give the mentee many opportunities to speak and

listen carefully to what they are saying.
• Be sure to maintain confidentiality. Do not talk to
other people without the consent of your mentee.

Mentor Benefits and Experience
I’ve been in the nursing and business professions for
over 20 years and as I reflected on my work life and
professional opportunities, I realized I had not dedicated
enough time and effort to ensure that our new generation of nurses and professionals are positively supported
and nurtured. Looking back on my career, I have had
some very good mentors; however, I had no strong
mentors while in nursing school or as I started out in my
profession and career.
When you think of a student nurse or employee, for
that matter, they cannot express many of their thoughts
and ideas to their instructors or employers for fear they
might offend them or their instructor or employer might
use it against them, etc. A person can share with an unbiased or more neutral party like a mentor. As a mentor,
your opportunities are wide open so that you can create
an informal, positive environment for your mentee.
You can get together and chat over coffee or lunch, or
perhaps meet at the mentor’s place of employment so
that your mentee can visualize and interact with you and
your staff firsthand. Personally, mentoring in all of its
forms for me has been a very positive experience. I think
it is a wonderful knowledge and generational bridge to
any profession. The key is for us to take the time and
energy to pass on learned behaviors, information, and
our wealth and breadth of experience.

Mary M. Lushina is senior vice president and chief operating officer for Employers Occupational
Health, Inc., one of the companies of EMPLOYERS®, a group of companies providing workers’
compensation insurance and services to select small American businesses. Mary has been with EMPLOYERS since 2001, and has over 20 years of experience in healthcare and business since entering
the field as a registered nurse.
Ms. Lushina has an extensive clinical nursing background as well as a comprehensive business
background in managed care, operations management, workers’ compensation, and government
programs. Ms. Lushina holds a Bachelor of Science Degree in Health Sciences, a Bachelor of Science
Degree in Nursing, and a Masters Degree in Business Administration – Health Care Management.
She has earned the professional designations of Certified Case Manager (CCM), Certified Professional in Health Care Quality (CPHQ), and the certification of Certified in Healthcare Compliance
(CHC). Contact: mlushina@employers.com
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A Changing Future: Where Do You Fit?
By Kay Cowling and Jean Scholz
Where do you see yourself in the next five to 10 years?
If you are considering changing jobs or retiring, you are
not alone. The Kaiser Family Foundation’s backgrounder on nursing (2010) indicates that after the recession
eases, nurses will retire, go back to part-time hours or
leave their positions since their spouses went back to
work. In fact, data from a recent survey indicated that
24 percent of nurses will look for new employment
opportunities or will retire when the economy recovers. The predicted changes in healthcare as a result of
the 2010 Affordable Care Act, along with the changes
in nursing and nurses, open up many career choices for
nurses interested in seeking new opportunities to build
on their nursing wisdom.
Today’s healthcare system is certainly in a state of flux.
By 2014, an additional 32 million people will be covered
with healthcare insurance (Whelan, 2011). Movement
toward “accountable care” requires healthcare organizations to redesign systems to maximize care coordination
among providers, such as hospitals, physician practices
and home health agencies, while improving quality
scores and the patient’s experience with care services.
Although the regulations for setting up accountable care
organizations may not be final, many organizations are
already moving in the direction of collaboration and
coordination of healthcare services across the continuum
of care. Not only are healthcare organizations getting
set up for accountable care, future payment for care
delivered will be based on performance measurements.
Beginning in 2012, hospitals will face one of those new
performance measures to reduce unnecessary hospital
readmissions. Strategies aimed at meeting targets for
reducing the number of patients readmitted include
complete assessment of home-going strategies, setting up
telehealth monitoring in patients’ homes and lengthening time for hand-offs between providers. All of these
strategies to improve performance will require significant nursing time and attention (Clark, 2010). Tomorrow’s healthcare environment will include many new
opportunities for nurses.
What can you do to advance your career, meet the needs
of patients in a new care delivery system and continue
to strive for clinical excellence? The first step nurses will
want to consider is identifying what they think are the
most exciting opportunities and then assessing ways to
grow into them. There is no time like the present to develop a nursing plan of care for your career. Combining
academic preparation, together with your wisdom from

years of experience and your clinical skills will make it
easy to develop your own goals and plan of action.

New Opportunities for Nurses
With all these changes in the healthcare system, increased numbers of nurses will be needed in roles
including (Jones, 2011):
•
•
•
•
•
•
•
•
•
•
•

Care coordination/case management.
Disease management.
Resource coordinator.
Health and wellness coach.
Support for psychosocial care.
Community outreach.
Information analyst.
Process manager.
Discharge treatment planner.
Data analyst.
Nurse navigator.

With a background in science and the ability to work
effectively with people, nurses have the ideal skill-set to
move into these emerging positions in a transformed
healthcare delivery system. Nurses are experts at helping
patients and healthcare providers avoid unnecessary
costs, meet goals for quality and safety, and help keep
patients happy and satisfied with their current providers, including but not limited to hospitals, physician
practices, and insurance companies. Maximizing nurses’

Next-Level Case Management: The Critical Process of Professional Development

www.dorlandhealth.com

41

attributes will allow organizations to grow their services
and increase their market share.
Future nurses will take on new skills to serve in new and
different roles in acute care settings and also across the
whole continuum of care. They will need to be flexible,
creative, comfortable with ambiguity, adept at critical thinking, and good collaborators. They must also
become masters at communication – with physicians
and other care providers as well as with patients and
their families. Nurses will be the switch that controls the
system and allows consumers to shift effortlessly among
providers and gain the resources needed for achieving
a person’s highest level of well-being. Opportunities
abound for nurses to move into new positions and thrive
in the healthcare system of the future.

“It’s always good to finish your
networking by asking, ‘Do you
have recommendations for other
people I should meet?’”
Where Will These New Roles Be?
Although the requirements and regulations for future
healthcare delivery models and payment systems are
unclear, many organizations are already gearing up for
coordinated care, clinical integration as well as bundled
payments to a collaborative of providers for services
provided in an episode of care. The bundled payment
goes to the group representing all providers rather than
paying each provider for their portion of the care on a
fee-for-service arrangement. Therefore, the number of
services provided, the number of inpatient stays, and the
number of visits to a physician’s office and the utilization
of healthcare services by patients is bound to be less.
Nursing is needed to coordinate services and assure the
services are what the person really needs and not more
than what is needed, and that those services are of the
highest quality.
Employers of nursing may include hospitals, primary
care practices, physician health plans, case management
services, insurance companies and others. Maybe you’ll
even want to consider being your own boss and take on
the role of “nurse entrepreneur.” Nurse entrepreneurs
are alive and well across the country and run a variety of
successful business. Maybe your future will include space
for you to obtain your own contracts for consultation,
case management, teaching people wellness, or one of
the many other opportunities that lie ahead for nurses.

Travel nursing companies will also be looking for talent
to fill their contracts for urgent and crucial staff. Because employers need the flexibility to hire supplemental staff rather than to fill permanent positions, travel
nursing provides nurses with lots of opportunities. As
an example: since 1989, Fastaff, based in Denver Colo.,
has offered hospitals a flexible solution by bringing in
high skilled travel nurses when they are needed for only
as long as they are needed. This allows nurses to continue to have local work when they are not on a travel
assignment. Today nurses do not have to be exclusively
full time in a hospital or fully committed only to travel.
Now is a great time for nurses to consider their nursing
career a ticket to a multitude of projects and adventures, both in local communities and in different places
across the country.

Make Your Own Opportunities

To take advantage of the opportunities you have before
you, planning and perseverance are required. Some
nurses may be invited to consider new positions and others will need to prepare for the transitions and make sure
to be in the right place at the right time. What type of
planning and preparation are needed? A few ideas for
you are presented below.
• Have confidence in your nursing skills. Nurses often
overlook the talents they bring to their positions.
Maybe you’ve had significant experience working in a
specialty area. What type of skills have you mastered
in that area? Be sure to prepare a list of your special
skills and talents. Looking at your last performance
appraisal, the job description for your position, and
comments from your peers provide places to help
you identity your solid skills and to list your accomplishments. Emphasize the parts of nursing that you
really enjoy and how your skills reflect the needs of
patients. Keep those points in mind as you search
for where you might fit next. If you do not see any
openings or an opportunity that seems to be a good
fit, keep searching and be open to the possibility that
the ideal next position is waiting for you. Don’t give
up – practicing nursing that you love and is needed
by patients is certainly a worthy aim.
• Build your portfolio. Once you have identified your
strengths and interests, be sure to document them in
a folder or collection of materials that is easy to copy
and share. It is helpful to keep a separate electronic
list of your strengths and interests and be able to cut
and paste them into letters, online job applications,
etc. Also, build a resume listing your work experience, education, community activities, etc. There
are several good resources on building your resume
available to you at the public library. Most librarians
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are happy to help you find them. If you are close by
your nursing alma mater, go to the career placement office and gather any resources they may have
to offer. If you are interested in teaching, you will
probably need to gather your transcripts from your
educational facility.
• Learn to like coffee. Networking is an essential skill
to help you navigate new possibilities and prepare
yourself for new options. One of the best ways to network is over a cup of coffee. Who might you schedule
a short, half-hour meeting to discuss possibilities
on the horizon? If you don’t like coffee, tea or soda
are certainly alternatives. Take a look around your
current employer’s situation and assess who might be
helpful for sharing information and asking questions.
It’s always good to finish your networking by asking,
“Do you have recommendations for other people I
should meet?” Nurses and other healthcare leaders
are almost always interested in providing feedback
and may be willing to mentor you through your career transition. Chief nursing officers may seem like
they have no time for coffee with you, but if you ask
and are patient with their schedules, most likely you’ll
get at least a few minutes of their time. In my experience, almost all leaders in healthcare are honored
that you think enough of them to ask them questions.
Inviting someone for coffee is a nice way to network,
ask questions and learn about possibilities. Let your
nurse manager, supervisor and human resource
contact know about your interests in exploring new
opportunities. They will be looking out for ways you
may be able to fit in a new position and to stay with
the organization. Other ways to network include participating in professional society activities, attending
employer meetings and educational sessions, talking
to people from other units, and social media networking through LinkedIn and other nurse-friendly
activities.
• Volunteer. Volunteering for a committee or task force
with your current employer is another good way to
network. Seeing that you volunteered to be a part of
something beyond the ordinary day-to-day activities looks very impressive and builds and diversifies
your resume. Your future manager will be pleased
to have someone with your willingness to step up to
the plate and take on something new. Volunteering
for an outside organization may also expose you to
new people and provide an opportunity to test new
skills. For instance, the American Red Cross relies
on nursing volunteers to provide case management
and referrals to people affected by a disaster. They
even provide training for nurse volunteers to prepare
nurses for success in the volunteer roles. Volunteering at an association like the Arthritis Foundation or

American Cancer Society will also provide you with
opportunities to showcase your nursing expertise as
well as opportunities for networking and new skill
development. A nurse leader from Columbus, Ohio
spent many years on the Arthritis Foundation board
and even organized a very success 5K Jingle Bell Run.
She did an excellent job managing the complicated
project and won the Arthritis Foundation volunteer
of the year. That was indeed a nice addition to her
resume. When you do volunteer work for an outside organization, be sure to let your manager and
human resource leader know of your commitment.
They appreciate the time and talents staff bring to
volunteer activities and appreciate that your presence
at volunteer events is a nice reflection of where the
volunteer works. A hospital may even recognize your
volunteer hours in their annual report and give you
credit toward the organization’s community benefit
report.
• Be positive. As you take on the adventure of exploring opportunities, be sure to always present a
positive perspective on the future. What you say is a
reflection on you. If you speak badly of your current
position, of your profession or your employer, it has
a tendency to make you look far worse that the person or place you speak of negatively. Helping others
to be successful in their endeavors and considering
what a win-win is for all parties will set you apart
from the competition.
• Develop yourself for new opportunities. Obtaining an advanced degree, whether finally getting your
bachelor’s or getting your master’s or higher, provides
another networking opportunity with faculty and
other students, and will put you at a higher rung on
many career ladders. Some programs even provide
specialization to prepare you for a specific position. For instance, American Sentinel University has
an online master’s degree program with a focus on
preparing future case managers. Also, take advantage
of hospital/employer-sponsored classes to build your
confidence, network with others in your organization and to learn new skills. Be sure to keep a copy of
your certification of completion and agenda in your
portfolio. Professional associations may also provide
interesting seminars or updates to keep you on top of
issues or prepare you for your next nursing position.
• Regularly read the newspaper. It is important to stay
abreast of what is happening in your community and
within the healthcare system. Reading the newspaper
is one way to be in-the-know and so is watching the
local news on television, reading the local business
journal and other resources. Say abreast of your
facility and be in-the-know about what is going on,
what is in the strategic plan and what last year’s an-
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nual report included. Reading professional journals,
subscribing to daily e-newsletters and talking to
colleagues in other healthcare facilities also provide
ideas for new opportunities.

Summary
With changes underway and those expected to continue

for the transformation of our healthcare system, now is
a great time for nurses to grow and expand their horizons. Nurses’ wisdom is a solid foundation for the skills
needed to advance to the next opportunity. With the
potential shortages of primary care providers, registered
nurses and others, the system needs those wise nurses to
stay engaged in the workforce. With all these great opportunities, what are you waiting for?

Kay Cowling is chief executive officer of Reliant Healthcare Professionals, the parent company of US
Nursing and Fastaff, the largest job action replacement and rapid response travel nursing companies
in the U.S. Previously, Cowling led the catastrophic and home health business unit for a national
workers’ compensation post-discharge cost containment and utilization provider, and was chief
executive of a multioffice home health and per diem staffing agency based in the Southeastern US.
She has been a speaker at the Staffing Industry Analysts National Health Care Staffing Summit. .
Contact: kcowling@fastaff.com
Jean Scholz is a recognized healthcare workforce expert and leader of nursing advancement known
for creating possibilities rather than predictabilities. Jean has consulted with a variety of organizations to help them transform by taking on breakthrough thinking for innovation and unparalleled
collaboration. Jean was president and CEO of the Colorado Center for Nursing Excellence and has
led statewide nursing and health policy initiatives in Ohio. Jean serves on the Board of Directors for
Colorado’s Center for Improving Value in Health Care and is an alumni of the Robert Wood Johnson
Foundation’s Nurse Executive Fellowship. Contact: jean_sisu@q.com
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Next Step: Demonstrating Ongoing Value
By Toni DeTuncq
If you follow the advice of the experts who promote case
managers to advance their professional skills and image,
the case manager will realize an impact. The question is
how to demonstrate that value.

Understanding Measureable Benefits
The impact from investment in professional development to case managers as well as the organizations they
represent will be realized in several ways. First, tangible
benefits are to be determined. These are the measures
of success that can be converted to a monetary value.
Demonstrating one’s value in monetary language will
quickly establish the case manager and their employer as
accountable care providers who understand how valuable their services are. These may be benefit savings such
as one or more of the following:
•
•
•
•
•

Time savings.
Material savings.
Reduced turnover.
Earlier discharges.
Others.

Or they could be benefit increases such as:
• Increased salaries.
• Promotional readiness.
• Others.
In addition to the tangible benefits, intangible benefits
may be realized. This type of benefit cannot be converted
to a monetary value during an annual review, but are
benefits nevertheless that any business person recognizes has value, either in a monetary way in the future
or in a way that promotes other values. Recognizing and
realizing these benefits drives case managers forward
into achieving positive daily results that motivate both
themselves and their employers in recognizing how valuable their work is. Recognizing the benefits of their daily
work will perpetuate an ongoing professional, caring
attitude for the case manager, creating the pride in their
work that all professionals strive for. In addition, these
kinds of results help make the case manager’s employer
make sound decisions regarding the retention and advancement of a quality staff. Intangible benefits for case
managers and their organizations may include:
•
•
•
•

Improved morale.
Improved customer satisfaction.
Gaining recognition from executives.
Improved self-image.

•
•
•
•

Career advancement.
Enhanced work environment.
Gain in sense of empowerment.
Improved professional focus.

How to Measure Value
Determining a positive impact can be done using a combination of areas of expertise, such as behavioral science,
finance and business. Proven methods for data collection, conversion, isolation, return on investment (ROI)
evaluation standards and principles and communication
techniques are employed. If an ROI is seen to be useful,
the following formula is used to calculate:
Net Benefits x 100 = %ROI
Investment
For example, if net benefits equal $60,000 and the investment made is $10,000, the equation is computed as:
$60,000 - $10,000 = 5 x 100 = 500% ROI
$10,000
In addition to calculating an ROI, a benefit cost ratio
(BCR) can be determined. The BCR calculation is simply
to divide the benefit by the cost. Using the figures from
the example above, the BCR would be calculated in the
following way:
$60,000 = 6:1 BCR
$10,000
A 6:1 BCR means that for every dollar we invest we
see $6 back. Many times the BCR is more meaningful
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for audiences that are not familiar with the relativity of
ROI percentages. Learn what types of measurement are
important within your organization.

T angible Benefit: $18,750 annual salary
Conversion: Three months time to find a new position
(yearly salary of $75,000) or ¼ of $75,000 = $18,750
Adjustment for Isolation Factor of 80% = $15,000

Proving the Value of Case Management

Investment Made: $5,000 for workshop and follow-up
coaching

To demonstrate how this information is used to realize
value for case managers and their organizations, several
scenarios are outlined here.

ROI and BCR Calculations:
$15,000 - $5,000 = 200% ROI or 3:1 BCR
$5,000
Intangible Benefit: The case manager feels more
influential

Example 1: Earning Respect in Case Management
If you are an effective leader, one result may be that
conflicts are resolved more quickly. A tangible benefit
that could be realized from this result may be a 10-hour
savings per month for one case manager. If the case
manager’s time is worth their hourly rate plus benefits
($75/hour), converting this tangible benefit to an annual
benefit would be conducted in this way:

Example 3: Building a Brand and Communicating
with Impact (How an improved case manager’s new
personal brand can impact their organization)
If the case manager is aligned with organizational objectives, the result may be that they will be seen as essential
to their organization.
Tangible Benefit: Reduced turnover by 25 percent
(5 employees)

10 x $75/hour = $750 x 12 months = $9,000
A good case could be made that not all of these savings
are due to the case manager’s ability to resolve conflicts
quicker. Therefore, one or more methods to isolate the
benefit due to the enhanced case manager behavior are
applied to this $9,000 benefit. If the amount is adjusted
by 65 percent, the adjusted benefit becomes $5,850.
If the case manager went to a conference that demonstrated his/her need to resolve conflicts more quickly
and the conference was followed by a conflict resolution workshop, the investment may be a $250 conference fee + $1,000 for a conflict resolution workshop,
equaling $1,250.
The ROI and BCR calculations, using this benefit and
investment data would be conducted using the formulas.

Conversion: Four months to make each case manager full
productive. $25,000 x 5 = $125,000
Adjustment for Isolation Factor of 55% = $68,750
Investment Made: 45,000 x 5 = $25,000
ROI and BCR Calculation:
$68,750 - $25,000 = 175% ROI or 3:1 BCR
$25,000
Intangible Benefit: The organization is seen as one that
invests in their case management staff

Example 4: Presenting a Professional Image
If the case manager dresses with dignity, the result may
be that executives see the individual as someone who
is serious about their work and can “take their place at
the table.”
Tangible Benefit: The case manager is promoted quicker
Conversion: $35,000 difference in salary

$5,850 - $1,250 = 368% ROI or a 5:1 BR
$1,250

Adjustment for the Isolation Factor of 30% = $10,500
Investment Made: 10 hours of image consulting = $750 +
$3,000 in additions to their wardrobe = total of $3,750

The intangible benefits from the investment in this example may be that the case manager’s colleagues are happier.

ROI and BCR Calculation:
$10,500 - $3,750 = 180% ROI or 3:1 BCR
$3,750

Example 2: Building a Brand and Communicating
with Impact
If the case manager is aligned with organizational objectives, a result may be that he/she is seen as essential to
their organization, ensuring job security.

Intangible Benefit: The case manager simply feels good
about him/herself

Leaders know their organizations and how to align
their value with what is most important to their institutions. As case managers advance and take on increasing
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leadership, responsibility for measuring and communicating value should become an important part of your
role. Start with these tools and resources to analyze the
monetary and non-monetary value that an investment

in stronger case management leadership and professional image creates. When asked, “Are you valuable
and can you prove it?,” be the leader who answers with
a resounding “yes.”

Toni DeTuncq is a measurement and evaluation specialist who has conducted Return on Investment (ROI) analyses for health care, corporate, government and public organizations throughout the
world. She has published books and articles on the topic and is asked to speak about her case studies
at conferences and conventions. She provides public and private workshops and has received numerous awards for her work to include the ROI Practitioner of the Year from the ROI Network™. Web:
www.roiassessment.com | Email: toni@thdandco.com
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Care Management Value: Outcomes,
Transparency, Focus
By Naoise Colgan
Do case managers and the programs they work within
provide value? I would argue that they do, but not in the
way that vendors have measured value in the past. For
years, care management vendors have used ROI as the
primary measure of program success. And since that first
ROI report was delivered to the first care management
program purchaser, ROI has been hotly contested, and
cast as inaccurate and inflated.1
While there are a number of issues related to ROI calculations – not the least of which is the research methodology – today, rather than strictly offering financial
savings, we see value as next logical step in how care
management programs should measure success.
A new look at ROI is only the first of three value factors
that payers should consider when evaluating a care management program. Care management programs should
focus on three key areas:
• Impact the most important clinical measures.
• Offer transparency into the program’s inner workings.
• Create a partnership between the vendor
and payer.
Consulting firm Deloitte recently examined care management in a report targeted at health plans. They, too,
challenge the methodologies used, the fall-out from
regression to the mean and other issues that impact
accurate measurement of ROI. Deloitte, however, suggests utilizing “alternative metrics includ(ing) a mix of
operational, interventional and outcome-based results.
(T)hese metrics are rapidly becoming proxies for the
often-challenged calculation of clinical and financial
outcomes related to DM activities.” 2
We, too, are re-examining what’s measured and how
we measure it to better understand program success. In
addition to a new look at program measures, we support
opening the “black box” of care management programs
by enabling clients to delve into data all the way down
to the member level. By implementing programs that
improve clinical measures and program transparency,
the care management industry creates a foundation that
ensures better participant chronic disease management
and quality of life.
In addition to a renewed exploration of savings measures,
we believe that care management program transparency
and vendor/client partnership are ripe for improvement.

Clinical Measures
If we take the focus off ROI, what should care management vendors explore to judge a program’s success?
While Deloitte suggests that health plans “evolv(e) their
DM programs, adopting a more holistic approach with
robust value propositions, clear metrics and outcomes,
and focused on the integration of member information and experiences across the health care spectrum”
to remain relevant and competitive, we believe that care
management vendors should have the same goals.
We’re very interested in pursuing clinical outcomes
metrics that have a demonstrated savings and impact on
health, and applying these metrics only to participants
under active management. The goal is improve specific,
important measures rather than attempt to fix every
health issue. If we concentrate on just those health issues
that have been shown to generate savings, we can make
an impact and eliminate gaps in care. We can likely lower
costs through gaps-in-care improvement.
The American Journal of Managed Care explored this
idea in 2008 when researchers made a number of recommendations concerning the clinical and financial impact
of a number of clinical measures. These are the highlights of what they found:3
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• “Output measures are best defined as those that most
closely relate to the outcome of a patient’s care, or
that have the highest correlation with that outcome.”
• Manage the “measures that are most closely related to
the avoidance” of negative health events.
• “Although practices such as taking the patient’s
medical history and performing a physical are timehonored parts of the medical evaluation and may be
prerequisites to interventions of proven clinical or
economic benefit, they do not reduce morbidity or
mortality directly—which is the measure of output
that is important to payers and purchaser—and as a
result have little or no actuarial value.”
We’ve arrived at important measures for a number of
chronic illnesses, including congestive heart failure,
coronary artery disease, diabetes, asthma, chronic
obstructive pulmonary disease and depression. The data
typically is derived from claims, self-reported by the
member or extracted from online health portal usage.
Depending on the disease, we want to know about betablocker use, blood pressure, anti-platelet medication,
LDL, A1c, flu and pneumococcal vaccinations, controller
medications and provider contacts.

Program Transparency
Get rid of the “black box.” Most care management programs allow only a limited view of program data with the
rest hidden in arcane data warehouses. Vendors make it
difficult to learn how many times participants are contacted or what’s discussed during a call. We believe that
eliminating the black box and providing a full and open
view into program metrics is an essential component of
any care management program.
This transparency is key to building vendor trust among
payers. The view into program metrics should allow pay-

ers to see data down to the member level. Payers should
quickly be able to deduce:
• The number of interventions each member receives.
• The communications method used to contact the
member and specific messaging.
• The type of education each member gets.
Care management programs should be ever-evolving.
Analysis of care management programs should take
place with cooperation between the vendor and the
payer. While it seems common sense, vendors should be
able to answer any question about the program. Vendors
and payers must agree on the program that’s offered and
why, and, importantly, change the program as necessary
depending on outcomes.
When this kind of transparency is available 24/7 to payers, it creates a long-term relationship and let’s them see
for themselves how well the program is performing.

Partnership
Long-term vendor/payer partnerships are the natural
progression of supporting the right clinical measures
and providing program transparency. As vendors learn
to think more like their clients while bringing expertise
and optimized programs to the table, we can expect the
relationships to continue to grow and flourish. Better
vendor/client relationships benefit all those involved
with care management programs.

Conclusion
Bringing together new ways to improve care management—the best clinical outcomes measures, program
transparency and the vendor/payer partnership—gives
the industry an opportunity to reshape the programs
that are offered and bring a better product to payers and
participants, alike.

Naoise Colgan is vice president of care management solutions at McKesson Health Solutions Care
Management where he directs the development of the company’s care management offerings, including chronic care management, nurse advice and workflow. Previously he led the operations function
for McKesson Health Solutions where under his leadership, McKesson has deployed nurses who are
part of a virtual network and work from their home offices. Colgan has more than 11 years experience in care management as well as over 15 years experience in leadership positions. He received his
Bachelor’s of Engineering in Mechanical Engineering from University College Dublin and his Master’s in Business Administration from the University of Colorado. Contact: naoise.colgan@mckesson.
com
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Professional Paradise: Oxymoron or
Healthcare Imperative?
By Vicki Hess, RN, MS, CSP
Is it really possible to find a state of “paradise” or “bliss”
at work when everything seems chaotic around you?
Absolutely. In fact, now more than ever, Professional
Paradise™ is alive and well.
Far more than a feel-good concept, Professional Paradise
is a solid, business-altering paradigm that revolutionizes
the way you feel and think about work, and therefore,
how you perform. It is a state of mind where you are
satisfied, energized and productive at work. This mindset
leads to intentional behaviors and actions. Professional
Paradise is about developing personal accountability for
engagement, execution, results and job satisfaction. Are
you ready to become the CPO – Chief Paradise Officer™
– of your job?
Professional Paradise is created when you experience
a series of workplace “WOWs” day-in and day-out. A
WOW is something internal or external that creates a
positive outcome, result or emotion. An external WOW
might be a sincere “thank you” from a satisfied patient or
family member. An example of an internal WOW is solving a difficult problem or creating a great new process.
The more WOWs you experience at work, the more time
you spend in Professional Paradise.
On the opposite end of the Paradise continuum is Professional Prison. Like Professional Paradise, it is a mindset followed by actions. People end up in Professional
Prison when they don’t manage the “POWs” they experience at work. The opposite of a WOW, a POW is something internal or external that feels like a “heavy blow”
– it is upsetting and leads to poor results or negative
outcomes. An internal POW could be making a mistake
that leads to extra work. Getting stuck in a traffic jam on
the way to work is an example of an external POW. You
might not always be able to control the POWs, but you
can always control your response to them.
A key component of getting to – and staying in – Professional Paradise is transforming negative workplace
experiences into positive ones. Or in other words,
shifting your POWs to WOWs. SHIFT™ is an acronym
that describes a series of steps you can use to transform
any POW to a WOW. It’s a proprietary technique that
simplifies the process of changing ineffective, detrimental thought patterns and actions into positive, beneficial
thought patterns, actions and habits.

SHIFT is much more than just positive thinking. It’s
a way of looking at situations and events differently
and making the necessary adjustments to create better
outcomes. The steps are designed to help you discover
where there are disconnects and make deliberate changes
to get back on track.
What does SHIFT stand for?
Stop and breathe.
Harness knee-jerk reactions.
Identify and manage negative emotions.
Find new options.
Take one positive action.
Imagine that you’ve just experienced a pow such as getting an email from a coworker that questions something
you did (and your boss is copied). Now…
1. Stop and breathe. This first step is pretty straightforward. Notice that you’ve been hit with the POW
and actually say, “Stop!” Simply say, “Stop!” loudly
inside your head. When you think or say, “Stop,” the
messages that are firing throughout the brain are
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literally interrupted, allowing you to replace them
with calmer, more rational thoughts.
Then take a deep cleansing breath and capture the
benefits of deep breathing. This is exactly what you
need when you’ve been hit with a POW. This step
gives you the time you need to collect yourself.
2. Harness harmful knee-jerk reactions. In short,
knee-jerk reactions are our automatic, unthinking
responses to POWs. They can range from storming
out of the room to becoming a “shrinking violet” and
anything in between, such as raising your voice, complaining, sulking, talking fast, name calling, blaming
others and talking about people behind their back.
Get the idea? The reaction is what you do in response
to a POW. You don’t think about it, you simply react.
When harnessing your knee-jerk reactions, be sure
to identify them and determine if they are helpful
or harmful. The tricky part is getting out of your
own way so you’re able to notice that the knee-jerk
reaction is occurring. Everyone benefits when you
harness your negative knee-jerk reactions, but you
benefit the most.
3. Identify and manage negative emotions. POWs
always create negative emotions. You can probably
imagine how, left unchecked, negative emotions can
cause trouble in any number of work situations. The
first part of “I” is to identify the negative emotions
you’re experiencing. That means you have to make
a conscious effort to notice where in your body you
feel these emotions and then name them. Each of
us experiences emotions differently, so the key is to
know yourself.
The second part of this step is to manage the negative emotions. Once you know which emotions
you’re dealing with, you can choose to break the
pattern. This step is about learning how to flip the
switch (in a helpful way) on your emotions to put
you on the road from POW to WOW.

4. Find new options. By “new,” I mean considering a
fresh or different approach rather than the one you
might typically use. This step puts you in a proactive position instead of a reactive one. When you
take a few minutes to consider new options, you
move closer to WOW and closer to Professional
Paradise. Having a choice provides a feeling of being in control that most people appreciate. Being
creative and thinking of a variety of options opens
up possibilities which may have gone unnoticed in
the past. For every POW you encounter, brainstorm and write down at least three to five new
ways to handle the situation.
5. Take one positive action. Once you’ve discovered
new options, the final step is to choose at least one
that feels right for the situation and implement it.
This is the action part of SHIFT. It takes what was
merely positive thinking and moves it toward reality.
Remember, thoughts alone rarely achieve anything.
You must act if you want a better outcome. You can
certainly choose to implement more than one option, but one is the minimum needed to create a true
SHIFT. Which option will produce the best results?
Which one will get you one step closer to less stress,
more energy and remarkable results? Which one will
create the biggest WOW?
That’s it. With those five easy steps, you can SHIFT any
POW to a WOW. SHIFT will revolutionize your ability
to get to and stay in Professional Paradise. Happily, you
are the Chief Paradise Officer of your job, and as such,
you can create your own Professional Paradise no matter
what’s going on around you.
Want help remembering the SHIFT steps or examples of
how you can use SHIFT? Visit www.ProfessionalParadise.com and click on Free Paradise Tools to download
complimentary tools to use at work.

Vicki Hess, RN, MS, a certified speaking professional, is passionate about working with forwardthinking healthcare organizations to develop fully engaged employees and leaders who deliver
remarkable business results. A professional speaker, trainer and consultant, she is the author of The
Nurse Manager’s Guide to Hiring, Firing & Inspiring and SHIFT to Professional Paradise: 5 Steps to
Less Stress, More Energy & Remarkable Results at Work. Web: www.VickiHess.com
www.VickiHess.com/Portfolio | www.HiringFiringInspiring.com | Email: Vicki@vickihess.com
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