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Empathy: The Human Connection to Patient Care

@clevelandclinic
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Customer Satisfaction

Employee Retention

Leadership
G O a ‘ S I ﬂ Monthly Revenue Goals

Healthcare

% Meeting and Exceeding Budgets

JCAHO, CARF surveys, minimal recommendations




TOOLS

* SCRIPTING: IS THERE ANYTHING ELSE | CAN DO
FORYOU | HAVE THE TIME; WHEN YOU ARE
DISCHARGED FROM THE HOSPITAL CAN YOU
RATE US A 10, WHAT CAN WE DO FOR YOU TO
MAKE SURE YOUR EXPERIENCE IS A 10

* BEAUTIFUL, STATE OF THE ART FACILITY
* GREAT THERAPIST

* HIGHLY SKILLED NURSES

* SPECIALIZED PHYSICIANS




CODE OF PROFESSIONAL CONDUCT FOR CASE MANAGER PRINCIPLES:
1: Board-Certified Case Managers (CCMs) will place the public interest above their own at all times.

PRINCIPLE 2: Board-Certified Case Managers (CCMs) will respect the rights and inherent dignity of all of
their clients.

PRINCIPLE 3: Board-Certified Case Managers (CCMs) will always maintain objectivity in their relationships
with clients.

PRINCIPLE 4: Board-Certified Case Managers (CCMs) will act with integrity and fidelity with clients and
others.

PRINCIPLE 5: Board-Certified Case Managers (CCMs) will maintain their competency at a level that
ensures their clients will receive the highest quality of service.

PRINCIPLE 6: Board-Certified Case Managers (CCMs) will honor the integrity of the CCM designation and
adhere to the requirements for its use.

PRINCIPLE 7: Board-Certified Case Managers (CCMs) will obey all laws and regulations.

PRINCIPLE 8 Board-Certified Case Managers (CCMs) will help maintain the integrity of the Code, by
responding to requests for public comments to review and revise the code, thus helping ensure its
consistency with current practice.
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PGA golfer's son in Riviera accident
@WPTVnews
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Lesson # 1

You’re Family knows you better than anyone







Lesson # 2

When your world is turned upside down,
GO BACK TO THE BASICS






People
don’t
always
need advice

sometimes
all they
need is a
hand to
hold,

An ear to listen and a heart to
understands them






Courage does not always
roar....

Sometimes it is a quiet voice that says

I’ll try again tomorrow
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Hope |




‘here was nothing
more painful then

grieving for myself
while | was still alive

- A TBI survivor Y AN
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Chris Worley @

Team Lauren Worley update day 365, one yea... more

& Mandy and 4,905 others like this

Add a comment @ @







There are two types of people
those who come into a room and
say “I couldn’t care less” and
those who come in and say “ah
there you are”

-Frederick Collins




Empathy is seeing with the
eyes of another, listening
with the ears of another

And feeling with the heart of another
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Today 12:39PM

My patient this morning woke him
up and he looks at me says “did |
die" | said no why he said | look
like an angel lol

Omg lol

That's a keeper story

| said you are very much alive lol

Lmao

I'll be telling that one !




understorms yo

Learn to dance in the rain




Christmas dance

@Awakenministries
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