The Connection

Special points of interest:

- ...our child care centers should
also aspire to great customer
service.

- ...creating life-long, wonderful
memories.

- ...the product we provide must
be consistently reliable, fiscally
responsible, and in support of
the corporation’s mission and
vision.
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Message From the President by Trena Fisher

Providing a great experience has become the customer service aspiration of
businesses, including healthcare organizations. It is not enough anymore that
the illnesses or injuries of patients are skillfully and successfully treated. Just as
important is how the patient is treated... with respect, compassion, and genuine
care. The buzz in our parent organizations is that both medical expertise and
excellent personal treatment are the expectation. Further, the expected is not
only the right thing to do, but it is also now the standard for reimbursement
through the centers for Medicaid and Medicare, based on a hospital’s results on
the HCAHPS (Hospital Consumer Assessment of Healthcare Providers and
Systems) survey.

Supporting healthcare systems, our child care programs should also aspire to
great customer service. To me, this focus is three-fold. First, all we plan for and
provide should be best practices for the nurturing of children, beyond just safety,
learning, and overall development. Children should yearn to attend our
programs because we offer a fun way to spend childhood, creating life-long,
wonderful memories. Second, we must build and maintain trust and respect
with parents. Parents of the children should feel so well supported by our
programs that their attention is solely on their work assignments and never on
worrying about the well-being of their children. Third, the product we provide our
healthcare organizations must be consistently reliable, fiscally responsible, and
in support of the corporation’s mission and vision. Not only are these good
business practices, but they are also strategic to proving the importance of our
contribution to our parent organizations.

(Continued on page 2)

Butcher, Baker, Candlestick Maker...

CCHC'’s 2009 Staff Benchmarking Surve 'y
By Belinda Stumberg

Rub-a-dub-dub, three men in a tub, and who do yout  hink were there? The
butcher, the baker, the candlestick maker, and all of them gone to the fair!

Many of us learned of this nursery rhyme—or one of the many versions of it—as
children, and have gone on to teach it to not only our own children, but also to
many of the children enrolled in the centers we manage. Mentioning these jobs
can even evoke a sense of childhood innocence. But, have you thought about
these in terms of our current economic situation?

(Continued on page 2)




Message From the President by Trena Fisher

(Continued from page 1)

In each of these realms, we must excel. Aristotle stated, “We are what we repeatedly do. Excellence then
is not an act, but a habit.” Hold discussions with your teams. ldentify great experiences for children, parents,
and the organization. Describe what these great experiences would look like. Talk about the specifics of what
team members should do and say to ensure excellent experiences. Realizing that this is a current emphasis
in healthcare, one of CCHC's intentions for this year is to offer ideas to help with success in customer service.

Welcome to all new and returning members! The ultimate goal of the CCHC Board is to ensure that your
membership is a good investment. This is always the center of our discussions and actions. Furthermore, the
true strength of our organization is its membership. The rippling effect from each member’s active involvement
with surveys, benchmarking questions, and networking opportunities supports and adds value to our individual
programs. Participate to get the most from your membership, and feel free to contact any Board member with
input as to how we can make your CCHC experience even better.

Butcher, Baker, Candlestick Maker...CCHC’s 2009 Std Benchmarking Survey

(Continued from page 1)

As an example, my family’s move to Central Texas more than five years ago has proven to be extremely
positive. We have enjoyed the fruits of our labor and been able to afford many conveniences my grandmother
would have likely found extravagant; on second thought, she would have said we are spoiled. We prefer to buy
grated cheese instead of block; we grab the “bag” of salad instead of tearing and slicing our own; and we have
a huge addiction to the local deli, choosing to have cracked pepper turkey shaved into lunchmeat for our
sandwiches. For the most part, my husband and | have always justified these as “time savers.” Today, as we
prepare financially for our daughter to begin college in two years, we're paying a lot more attention to the cost-
savings we’re gaining from carving meat from the turkey we bake ourselves, and buying blocks of cheese and
grating our own (although | am still looking for the “perfect” grater!). We're looking for ways to become our own
butcher, baker, and candlestick maker—and gaining a lot more family time in the process.

Rub-a-dub-dub, three men in a tub, and how do yout  hink they got there? This particular version of the
rhyme brings to mind challenges organizations worldwide are contemplating in today’s economy. With news
of layoffs and cutbacks and economic uncertainty consuming the majority of our media sources, it's an issue
that is undoubtedly affecting all our organizations. In reading through this issue of The Connection, you have
undoubtedly discovered that CCHC’s members are all in similar “tubs"—whether we're being challenged to
decrease our subsidies, cut back on travel, or find innovative ways to bring in more revenue.

This month’s benchmarking survey, which can be accessed through the following Survey Monkey, at
(http://www.surveymonkey.com/s.aspx?sm=SfJIEdUO48GUYhPUKWK 2bpVg 3d 3d) focuses specifically on
staffing, the roles and responsibilities of center employees, staff turnover, and steps we're all taking in today’'s
market. Be sure to watch for the report of findings attached to our next issue of The Connection, but make sure
to participate in the survey today. Until then, a number of other resources are available on CCHC’s Web site;
previous issues of The Connection and tips for dealing with staffing issues are posted on the Bulletin Board at
http://www.childcareinhealthcare.org/members/index.php. Take full advantage of the tools and resources to
make your role as an administrator of a hospital-affiliated child care program a little easier.

Rub-a-dub dub, CCHC members in a tub, and who do yo  u think they be? The director, the advisor, the
peacemaker. Embrace them, strong leaders all thre  e!




CCHC'’s 2009 Benchmark Surveys at a Glance

This year's CCHC Member Benchmarking Survey Series will primarily
focus on the characteristics of hospital-based centers’ staffing models:

The first quarter’s survey (open through 03-20-09) examines staffing
structures, roles and responsibilities, and turnover.

The second quarter’s survey will examine staff training elements and
budgetary impacts.

The third quarter’s survey will gather information relating to centers
salaries and benefits structures.

The fourth quarter’s survey will specifically focus on the responsibili-
ties and qualifications of hospital-sponsored center directors.

Historically, all of these elements were rolled into one survey, which
lengthened the amount of time required. Alternatively, CCHC has opted to
divide the survey into smaller components as a convenience. The results
will enable CCHC members to gain a better understanding of key areas.

(Continued on page €.




READY, SET, GO!

CCHC's first survey for 2009 is now active and ready for your participation. This month's survey focuses on
the composition of CCHC members' center staffing, their roles, and responsibilities. This survey will be “live"
and available for completion until 5:00 pm Pacific time on Friday, March 20, 2009.

You may find that your time is decreased if you gather a number of resources in advance:

Your center’'s operating capacity, operating hours/days, ages served
Listing of all ratios used in each age group/service
Listing of position descriptions employed by your center and related job descriptions

A center payroll report or other employment record identifying the number of full-time, part-time, and
PRN employees, exempt/non-exempt employees by position working in your center

The average number of hours worked by regularly scheduled full-time employees

Listing of various types of volunteers, students, etc.

Calculated annual turnover rate for 2008, determined by 1) identifying the total number of full-time and
part-time employees--exclusive of PRN employees-- who left throughout the year, then 2) dividing this
number by the total number of full-time and part-time center employees employed by the center.

Length of service report or hire date report for full- and part-time employees

Listing of the reasons attributed to employee turnover during 2008

Our goal in providing this listing of information needed to complete the upcoming survey is to ensure that
you have all the resources at hand as you begin. To begin the survey, please click on the following link:

http://www.surveymonkey.com/s.aspx?sm=SfJEdUO48GUMPUKWK 2bpVg 3d 3d

If you'd like to leave the survey at any time, just click "Exit this survey." Your answers will be saved so that
you can come back and complete the survey at your earliest convenience, prior to the closing of the survey
on Friday, March 20th.

Once the survey closes, the results of the survey will be shared with all Child Care in Health Care members
through an interactive report, which will enable you to directly compare your program with the national
findings.

Thanks for your participation!




CCHC Education Committee Launches Hot Topics

Your Education Committee has been working for YOU! In this time of economic
downturn and cutbacks in your educational opportunities, travel, and networking,
CCHC is getting creative to help its members still feel connected.

Each month the Education Committee will select a topic for the month that will
be e-mailed to all the members. Once you have determined that you have
valuable information to share with other CCHC members on the monthly topic,
just reply to the email.

The first topic will be “Interviewing.” Please send any pertinent information you
can share that is listed, but not limited to the items below:

¢ Questions you find successful

« Behavior based questions

e Customer service questions

e Team interviewing

e Peer interviewing

e Tips on selection of candidates to interview

* How you select the best candidate “« CCHCis
When the responses come back to Rose Oliphant, Membership Services, she get.““g
will send them to be posted on the Web site. This will provide you with current creative to
information that works for you and will help others. help its

members still

Other Hot Topics include Evaluation, Employee Handbooks, Parent Handbooks, feel
IF;C()eI;cslesetind Procedures, Supervision, Team Building, Safety and Training connected.”

Look for this month’s topic the first week of March. April's Hot Topic will be
“Child Care Orientation.”

Dannon Company Offers Grants for Children's Nutriti on Education

In 2009, the Dannon Company will support efforts to nurture healthy eating habits among children with four
grants of $30,000 each to organizations in communities where a Dannon facility is located.

To qualify, organizations must request funding for a current nutrition education program serving children up to
age 18 or be able to launch such an initiative in 2009. Programs should be creative in their approach, involve
community partners, and be designed to impact children's eating habits today for a healthier tomorrow.

Applicant organizations must serve communities where Dannon facilities are located (Auglaize, Darke, Mercer,
or Shelby counties, Ohio; Salt Lake County, Utah; Tarrant County, Texas; or Westchester County, New York)
and be a program of a tax-exempt nonprofit according to Section 501(c)(3) of the IRS Code, but not a private
foundation as defined under Section 509(a).

Complete program guidelines and application forms are available in the Dannon Cares section of the Dannon
Company Web site. Contact: http://www.dannon.com/pdf/2009GrantForm.pdf




St. Mary’s Child Development Center Staff Retreat / Book Review
By Trisha Brady

Every January, | host a team building event for my staff of 40. Itis held on a Saturday from 9 a.m. — 3 p.m.
A continental breakfast, lunch, an afternoon snack and gifts are provided. The topic is always something
different, and this year was no exception. | recently discovered the book, Strengths Finder 2.0 by Tom
Rath, and had to get my staff involved. Gallup created a language of the 34 most common talents and an
assessment tool to help people discover and describe their talents. The book questions why we devote
more time to fixing our shortcomings than to developing our strengths. My goal for this staff retreat was to
talk about what's right with people. | wanted this retreat to be positive and uplifting, a time for them to be
self-reflective, pampered, taken care of, loved on, and most of all to have FUN!

| purchased a copy of the book for each staff member and asked them to read it and take the online
strengths finder test prior to our meeting. At the time the books were handed out, | received a lot of strange
looks, rolling eyes and “What does she want us to do now?” comments. But as they completed their task
and handed in their certificates that told them their Top 5 strengths, their attitudes had changed. They loved
it!

Then, | solicited the help of two of my friends to help facilitate the retreat. Charles Sexton, HR Director for St.
Mary's Campbell County, and Scott Burke, Divisional CIO/VP Information Systems. We named the retreat
OPERATION CHILD: CREATING HOPE IN LITTLE DREAMS. We chose this title to remind us why we are
here, doing what we do. While I truly wanted this to be a retreat for my staff, we did have some business to
take care of as well. | wanted them to know what makes us stand out above the rest as a team and focus on
customer service...not only externally but internally as well. To be the best we can be, we need to under-
stand our strengths, build upon them and excel at customer service.

The day’s agenda included things like:
The Secret Behind Keeping Customers
Breaking Out for Better Service
Building a Better Workplace
Building a Better Employee
Employee Building Blocks
Super Strength (STRENGTH FINDERS 2.0)

SUPER-Heros and SUPERVvisors

We had a lot of fun and in the end, my staff was appreciative of the
time they had spent that day, and felt it was the best team building event they had attended. They left feel-
ing appreciated, taken care of, and they recognized that everyone on their team has strengths. Even though
their strengths might not be the same as their own, it takes all of us to be the best we can be, to take care of
the children.

For more information about Strengths Finder 2.0 go to
www.strengthsfinder.com

Hold yourself responsible for a higher standard than anybody else expects of you.
Henry Ward Beecher




Intermountain’s Child Development Center Celebrates 20 Years

Twenty years after opening its doors to Intermountain employees and their children, the staff of the Child
Development Center is still teaching kids, scheduling naptimes, making smiles, and having fun. The center
is one of six childcare centers operated by Intermountain Healthcare for its employees.

Intermountain’s Child Development Center opened its doors on July 23, 1988, to enthusiastic cheers. It was
their second childcare facility at that time for employees who needed childcare support at unusual hours due
to the varying shifts of clinical workers. Over the past two decades, the Child Development Center has
provided high-quality care to nearly 6,000 children. Many of the center's employees have worked there 10
years or more, and some have been there since the center opened. With a focus on excellence in early
childhood development, the teachers and administrative staff have helped thousands of Intermountain
Healthcare families balance work and life.

"We have the privilege of getting to know the families of Intermountain employees," says Theresa Creel,
administrative director of Child Care Services for Intermountain Healthcare. "And they delight us every day."

Parents are very appreciative of all the staff at the Center and their excellent childcare.

"The Child Development Center has been my most valued benefit as an employee of
Intermountain Healthcare. My three children attended the Center from 1991-2005. Because
of the availability of the Child Development Center and the excellent care that my children
received, | have been able to pursue career development opportunities, including graduate
school, that | otherwise would not have chosen to do." - From Lauri Linder, clinical nurse
specialist, Primary Children's Medical Center

BENCHMARKING OF THE MOMENT

<

| am curious as to how many of you have surveillanc e systems ¢ N X
in your classrooms and what company you use. \ il ’b
Trisha Brady, Director, SMMC Child Development Cent  er ¥

{ : E
A: We looked into surveillance cameras in our classrooms a few years ago with a

system that would allow our parents to log-on and see their child's classroom. Our legal department decided
that this would be a violation of HIPPA. We contemplated other systems that had monitors just for our
administrators to view but ultimately decided that for our program, we did not need surveillance cameras in
our classrooms as we are capable of going into any classroom at any time. We do have a controlled access
door to enter our program and cameras strategically placed on the outside of our building so that our
security office can keep an eye on our facility. Kaitlyn Hunter, Director
The Children's Place at Integris Health, Oklahoma C ity, OK

(Continued on page




Dixie Regional Has Grand Opening For New Child Deve lopment Center

As the time approached to begin the ribbon cutting ceremony for the Dixie
Regional’'s new child development center, the staff was giddy with excite-
ment. They couldn’t wait to get some children through the doors. They didn’t
have long to wait, as many children and their parents were soon pouring
into the state-of-the-art new facility.

The open house featured a magic show presented by Sam Abausharkh,
who is a RN in Dixie’'s Behavioral Medicine Unit. Both the old and the young
were amazed by his magical prowess, which some said rivaled even Harry
Potter.

. . . The excited center staff posed in
Many attendees at the open house admired the excellent art display, titled front of the “Popsicle Kids” art

“Popsicle Kids,” which was created by Laurie Burns, Roy Sheltman, and display before starting the grand
Bonnie McLeod. “The goal of this art was to be a happy reminder to all that opening.

there is magic in children,” Bonnie explains. “It catches light and changes
colors all the time, which will be something they can look at every day and
see something different.” The three of them spent several months on the
project and donated all the time, design, and installation costs. In the days
that have followed the grand opening on Oct. 23, the staff's excitement has
continued to build. They officially opened for business on Nov. 3.

Theresa Creel, the administrative director of childcare services for

Intermountain Healthcare, and Vice-President of CCHC, says that the “Children of
combined childcare experience of the center's staff is over 140 years.
Several of the teachers have Bachelor's degrees in early childhood all ages
development and all of them bring a wealth of work experience in working enjoyed the
with young children.

grand
The new center, which occupies 9,000 square feet of the first floor of the opening .”

400 East Campus of Intermountain Health/Dixie Regional, in St. George,
Utah, will serve an average of 110 children per day. Employee children
between the ages of 6 months and 6 years are able to use the program.
The center offers a summer camp program for children up to age 8.
Collett Curtis is the Manager, Site Director.

Congratulations, Dixie Regional!

. Continued from page 3) Dream Corner:
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Memories and Milestones

20 Years of Service at Riverside Child Development

and Learning Center/

Riverside Health System
Newport News, VA

The on-campus center on the bottom
floor of the nursing dorms, opened for
center employees to begin setting up
their classrooms in December of 1988.

Katrina Parker was one of those
employees who is still a Lead
Teacher working with the same age
group today. It is estimated that Ms.
Katrina has changed approximately
100,000 diapers and has read at least
10,000 books in the last 20 years!

The center began caring for children
in January 1989. One of those children
was Erin Small, who is now a center
employee. Ms. Erin's mom is the Di-
rector of Food & Nutrition Services at
our Rehab Hospital.

The center Senior Manager, Holly
Johnson, began working at the on-
campus center in August of 1989. She
is in her 6th role with the center. She
has worked as a Teacher Assistant,
Evening Supervisor, Lead Teacher,
Senior Lead Teacher, and Program
Supervisor before becoming the

current Senior Manager. And to make
it even more interesting, Holly worked
as Ms. Katrina's assistant her second
year at the center, and took care of
Erin as a child!

A second center opened just 2.79
miles from the main hospital/on-
campus center, in 1992. The on-
campus center closed in June of 2005
due to low productivity and the
increased need of medical services on
site at the main hospital. The current
center is thriving with a waiting list of
over 120 employees trying to get their
children into the center.

As the years have gone by, the center
has cared for approximately 4,500 chil-
dren and our current staff's years of
combined service is 242 years and 3
months.

CCHC congratulates the employees at
Riverside Child Development for 20
years of service to Riverside Health
System!

$ /(s - #((

...our
current
staff's years
of combined
service is 242
years and 3
months.”

BENCHMARKING OF THE MOMENT I

(Continued from page 7)

A. We do have a camera out front with a monitor at the front desk, but this is just for seeing who is at the door
when they cannot get in because they do not have a badge with childcare access. It was set up by ADT. We do

not record anything though. | want to get what Amy has at her center!! Holly A. Johnson, Senior Manager,
Riverside Child Development, Newport News VA

A. Our Security department paid for our cameras in all classrooms. This added to what we already had at all.
entrances, lobby, playgrounds, kitchen, and staff resource room. Only the Director of Security and | have

access, and it has been so beneficial during several investigations. The cameras don't lie! It is also pro-
tected under hospital risk management/confidentiality. We have budgeted for 2009 to add a web cam

system for parent internet access and are looking at Watch Me Grow and Kid !
Amy Lawson, Seay Child Care Center, Plano, Texas




Executive Board

President

Trena Fisher

Valley Health

P.O. Box 3340
Winchester, VA 22604
Phone: (540) 536-8815
Fax: (540) 536-1830
E-mail:
tfisher@valleyhealthlink.com

Vice President

Theresa Creel

Intermountain Healthcare
259 So. 500 East

Salt Lake City, UT 84102
Phone: (801) 595-0061

Fax: (801) 595-1199

E-mail: theresa.creel@imail.org

Secretary
Candy Seltman

Shawnee Mission Med Center
9100 West 74th Street

P.O. Box 2923

Shawnee Mission, KS 66201
Phone: (913) 676-2088

Fax: (913) 789-5596

Email:
candy.seltman@shawneemission.org

Treasurer

Mea Price

Saint Agnes Med Ct/Trinity HIth
1255 E. Herndon Ave

Fresno, CA 93720

Phone: (559) 450-3589

Fax: (559) 450-3815

E-mail: maryellen.price@samc.com

Regional Director Coordinator:
Vacant

Past President (Advisory)

Current board members fill this role.

CCHC 2009 Board Directory

Regqional Directors:

East/Central: DE, MD, D.C., PA,
VA, WV, OH, IN, MI

Holly Johnson

Riverside Health System

11879 Canon Blvd

Newport News, VA 23606
Phone: (757) 594-3300

Fax: (757) 594-3763

E-mail: holly.johnson@rivhs.com

Northeast: NJ, NY, CT, RI,
MA, NH, VT, ME

Maureen Heath

Concord Hospital

139 Langley Parkway
Concord, NH 03301
Phone: (603) 224-0590
Fax: (603) 228-8286
E-mail: mheath@crhc.org

Southeast: KY, NC, SC, TN,
GA, AL, FL, MS, AR, LA
Trisha Brady

SMMC Child Development Ctr.
Mercy Health Partners

701 E. Oak Hill Ave.

Knoxville, TN 31917

Phone: (865) 545-8240

Fax: (865) 545-8244

E-mail: torady@mercy.com

Central: ND, SD, MN, WI, NE,IA,
IL, KS, MO, OK, TX

Diane Ladwig

Gundersen Lutheran Child Care
700 Bennora Lee Cit.

LaCrosse, Wisconsin 54601
Phone: (608) 775-4714

Fax: (608) 775-4768

E-mail: dlladwig@gundluth.org

Northwest: WA, OR, MT, ID,
WY, AK

Members rolled into SW Region
currently under Sharon Brown

Southwest: CA, HI, NV,

UT, CO, AZ, NM

Sharon Brown

Catholic Healthcare West-Mercy
Hospital Center

2301 Ashe Road

Bakersfield, CA 93309

Phone: (661)832-8300

Fax: (661) 836-9079

E-mail: brownsm@chw.edu

Membership Services:

Rose Oliphant

2451 Blairs Landing Road
Uncertain, TX 75661

Phone: (903) 679-4166

Cell: 903-930-0182

E-mail: Rosemoliphant@aol.com

Belinda Stumberg

Bright Horizons Client Services

516 Riverwood Drive

Belton, TX 76513

Phone: (254) 933-9057

Fax: (254) 933-3959.

E-mail: bstumberg@brighthorizons.com

Newsletter Services:

Rose Oliphant

2451 Blairs Landing Road
Uncertain, TX 75661

Phone: (903) 679-4166

Cell: (903) 930-0182

E-mail: Rosemoliphant@aol.com

Website Services:

Amy Lawson

Presbyterian Hospital of Plano
6100 W. Parker Rd.

Plano, Texas 75093

Phone: (972) 981-8385

Fax: (972) 981-8587

E-mail: AmyLawson@texashealth.org




