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How quickly time 
flies!  It has 
been my honor 
and privilege to 
serve as Presi-
dent of CTAHQ. 
Although it is 
hard to believe 

the year has come to an end, it is my pleasure 
to welcome our new President, Chris Scully.  I 
extend a heartfelt thanks to our Board of Direc-
tors, Team Leaders and membership for your 
support, encouragement and thoughtful input 
throughout the year.  I would also like to ac-
knowledge and thank each Board member and 
Team Leader for their time, commitment and 
exceptional service as leaders of our associa-
tion.   
 
Barbara Kaplowe (Past President/Bylaws 

Team Leader) Thank you for your guidance, 
wisdom and astute knowledge of the asso-
ciation ï you were a tough act to follow!  We 
are lucky to have you continue on this year 
as a Board Member at Large. 

Chris Scully (President Elect/Nomination Team 
Leader) Thank you for your insight and will-
ingness to pitch in whenever and wherever 
was needed ï we will all benefit from leader-
ship in the coming year. 

Laverne Jenkins (Treasurer) Thank you for 

overseeing our finances and helping us to 
make financially sound decisions. 

Margo Dwyer (Secretary) Thank you for your 
willingness to serve on the Board and help 
us record our activities. 

Terry Savino (Board Member at Large/Awards 

Team Leader) Thank you for your energy, 
always going the extra mile and for your 
guidance and leadership in securing the 
NAHQ State Association Subcategory Award 
for Newsletter and Website. 

Kate Betancourt (Board Member at Large/

Education Team Leader) Thank you for your 
tireless efforts in organizing superb educa-
tional programs and networking sessions for 
our members.   

by Susan  Wrubel 

 MESSAGE FROM THE  OUTGOING PRESI-Jacqui Richo (Webmaster & Newsletter Team 

Leader) Thank you for always being willing 
to pitch in and for ensuring state of the art 
communication with our membership.  We 
could not have won the NAHQ State Asso-
ciation Subcategory Award for Newsletter 
and Website without your expertise and high 
quality work. 

Natalie Vinhais (Membership Team Leader) 

Thank you for stepping into this position and 
ensuring another successful membership 
drive. 

Paula Hankard (Public Relations Team Leader/

Historian) Thank you for your support, enthu-
siasm and leadership in organizing our his-
torical documents. 

Donita Semple (Revenue Enhancement Team 

Leader) Thank you for your tireless efforts in 
laying the foundation for our fundraising ef-
forts, especially the infamous ñwhose/which 
arm is longerò raffle, in support of our Schol-
arship fund.   

 
I would also like to take this opportunity to very 
briefly highlight some accomplishments in real-
izing our 2010-2011 Strategic Goals & Objec-
tives. 
 
Å Bylaws, Policies, Position Descriptions, Stra-

tegic Goals & Objectives and Board meeting 
minutes are posted on the Website. 

Å CTAHQ Dashboard is populated quarterly 
and posted on the Website. 

Å A number of exceptional Educational Pro-
grams were provided to membership. 

Å CTAHQ was represented nationally through 
participation in quarterly NAHQ State Lead-
ersô Conference Calls, the annual State 
Leadersô Summit and the annual Educational 
Conference. 

Å CTAHQ was awarded the NAHQ State As-
sociation Subcategory Award for Newsletter 
and Website 

 
Please join me in offering support to our new 
President, Chris Scully, as we continue to move 
forward as an association. 
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continued focus on reduc-
ing variation, eliminating 
waste, mastering core 
measures and developing 
stronger relationships 
with physicians and other 

providers. 
 
NAHQ held its inaugural Leader-
ship Session which I had the op-
portunity to attend with other 
state leaders and NAHQ team 
leaders.  The afternoon was 
spent discussing characteristics 
of a leader, describing someone 
who had been or is a mentor to 
us and how can we use NAHQôs 
Leadership Development Model 
and Career Path in the future. 
The NAHQ Board plans to incor-
porate feedback from the session 
into future strategy sessions. 
 
I had the pleasure and honor 
along with Terri Savino to accept 
the Newsletter & Website State 

Award for Connecticut. I want to acknowledge 
Terri for completing and pursuing the application 
and to Jacqui Richo for her hard work producing 
the newsletter and for maintaining the internet 
site. The Florida Association won the Gold State 
Excellence Award which was exciting for Florida 
as they will host the 37th NAHQ Conference 
next year in Tampa on September 20th-23rd.  
SAVE THE DATE! 

 
I look forward to the start of our new year 

and welcome the opportunity to hear from mem-
bers. Feel free to contact me by phone at (203) 
694-8436 or by email at 
cscully@midstatemedical.org.  
 
 

 

The 36th annual NAHQ 
Conference was held in Sacramento, California 
a few short weeks ago.  The theme, ñCultivating 
Qualityò and the brochure cover of the helping 
hands holding a fragile new seedling reminds 
me that as quality professionals we often are 
the helping hands  within our organizations. 
The  session topics offered were timely and fo-
cused on Healthcare Reform, Avoiding Read-
missions, Ethical Chal-
lenges and Improving a 
Culture of Safety to name a 
few. On November 9th, our 
fall educational session will 
showcase several key 
presentations. I hope you 
can join us. 

 
This was my 3rd Confer-

ence (San Diego, Phoenix 
and Sacramento).  Each 
one has been jammed 
packed with excellent 
speakers, a sea of vendors 
showcasing their products 
and all provided in great 
venues. The most impor-
tant aspect for me is the 
relationships that grow 
from spending quality time together.  The con-
ference is like a high school reunion only better, 
no old photos of crazy hair styles to avoid.  It is 
an opportunity to welcome old friends, catch up 
on news and encourages networking to make 
new friends.  Connecticut was represented by 
five hospitals: Hartford, MidState, Middlesex, 
CCMC and the Hospital of Saint Raphael. 

 
The keynote speaker was Brent James, MD, 

whose session was entitled, ñQuality: A Survival 
Imperative under Healthcare Reformò was a so-
bering discussion of decreasing hospital reve-
nue while we feverishly strive to achieve top 
decile. Dr. James made the statement that basi-
cally, we all canôt be in the top decile and he 
was concerned that hospitals would refrain from 
future best practice collaboration. Thatôs scary! I 
think we would all agree that we benefit from 
our open working relationships in Connecticut.  
Dr. James answer to decreasing revenue was a 

By Chris Scully 

 MESSAGE FROM THE  INCOMING PRESIDENT 
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Connecticut Association for Healthcare Quality  
2010-2011 Board of Directors/Team Leaders  

 
President      Christine Scully 
    203-694-8436 
  
President-Elect  Kate Betancourt 
Nominations Team Leader 860-224-5270 
 
Secretary   Margo Dwyer  
    203/876-4053 
  
Treasurer    Claire Davis 
       
  
Past President   Susan Wrubel 
Bylaws    860/-262-6463 
 
Board Member  Alison Gaffney 
    203/789-4164 
 
Board Member  Barbara Kaplowe 
    203-694-8365 
 
Communication  Jacqueline Richo 
Team Leader             203/789-5132 
    
Membership    Natalie Vinhais 
Team Leader   203/789-3146 
 
 
 
 
 
CTAHQ News  

Published quarterly by The Connecticut  
Association for Healthcare Quality 
www.ctahq.org 
 
 

    Join our group  
    On Linkedin  

 
The 2011-2012 Membership Drive is 

underway. 
 
The cost of dues will remain the same 

as last year, $55, and three people from 
the same institution can still take advan-
tage of membership at the rate of $110. 

 
This year we have included the option 

of making a $5 donation directly to the 
Kathy Adamo Memorial Scholarship 
Fund.  This scholarship affords a mem-
ber the opportunity to further their educa-
tion in the field of healthcare quality by 
receiving a complimentary registration to 
the NAHQ Annual Education Conference.  

 
     The member application can be found 

on page 11 of the newsletter. 
 

2011 -2012 

Membership 

Drive is  

underway!  

http://www.ctahq.org
http://developer.linkedin.com/servlet/JiveServlet/downloadImage/102-1101-13-1003/LinkedIn_Logo30px.png
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Did you catch the Duke University's Fuqua 
School of Business study that compared patient 
satisfaction surveys with clinical performance 
measures to see which is a better gauge of clini-
cal quality? 

Researchers measured 30-day readmission 
rates at roughly 2,500 hospitals and found that 
patient satisfaction scores were more closely 
linked with fewer 30-day readmissions than 
clinical performance measures. 

"If you want to figure out if a hospital is pro-
viding high-quality care, asking patients if they 
were satisfied with their care is a better indicator 
than whether the staff competently performs a 
battery of tests," co-author Richard Staelin, pro-
fessor of business administration at Fuqua, said 
in a release. 

What struck me was that hospitals that 
scored highly on patient satisfaction with dis-
charge planning also tended to have the lowest 
number of patients return within a month. The 
authors recommended hospitals that wish to im-
prove their clinical performance focus on im-
proving the interactions between patients and 
hospital staff. 

To me, a great last impression is not only 
good for HCAHPS scores. That last impression 
usually involves discharge planning, and when 
you get it right through education and communi-
cation, patients will follow the instructions and 
not end up back in the hospital. 

That is why companies that offer innovative 
patient education are great adjuncts to clinical 
care at hospitals. 

More evidence: A recent HealthGrades re-
port showed modest gains in patient satisfaction 
based on data from 3,800 hospitals measured 
between April 2009 and March 2010. It noted 
that 81 percent of patients said they were most 
satisfied at the time of hospital discharge be-
cause they received instructions. 

So then add this wrinkle: A study in the Jour-
nal of General Internal Medicine found that 41 
percent of inpatients desired a discussion of re-
ligion/spirituality (R/S) concerns while hospital-
ized, but only half of those reported having such 

a discussion. Overall, 32 percent of inpatients 
reported having a discussion of their R/S con-
cerns. Religious patients and those experienc-
ing more severe pain were both more likely to 
desire and to have discussions of spiritual con-
cerns.  

What's more, patients who had discussions 
of R/S concerns were more likely to rate their 
care at the highest level on four different 
measures of patient satisfaction , regardless 
of whether or not they had desired such a dis-
cussion. These data suggest that many more 
inpatients desire conversations about R/S than 
have them. Healthcare professionals might im-
prove patients' overall experience with being 
hospitalized, as well as patient satisfaction, by 
addressing this unmet patient need. 

Yet, pastoral care is sometimes the first to 
get "booted" should there be budget cuts. That's 
why we have a Director of Healing Solutions on 
our team. 

So there you have it. That's more evidence 
that it really is the total hospital experience that 
matters. So why do we continue to ignore that 
there are financial implications for poor patient 
experience?  

Anthony Cirillo, FACHE, ABC, is president of 
Fast Forward Consulting, which specializes in 
experience management and strategic market-
ing for healthcare facilities. He is also the expert 
guide in Assisted Living for About.com.  

 

 

 

This article originally appeared online at http://www.hospitalimpact.org 

 

Quality Defined by Patient Experience  
by Anthony Cirillo  
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And autumn has arrived.  At first I wasnôt 
sure, but the walk to retrieve my newspaper at 
6AM this morning confirmed itéthe sights and 
smells of early October are unmistakable.   I 
hope you all fared well with the weather chal-
lenges of the past month.  We personally sur-
vived Irene with only the loss of one tree that 
kindly fell away from home and automobiles.  
Other than just the slightest twinge of sadness 
as we recalled planting the tree to celebrate the 
occasion of our now 26-year-old daughterôs 1st 
birthday, we 
emerged unscathed.  
I pray the same is 
true for all of you. 

 
Your Education 

Team sponsored 
another energizing 
and provocative pro-
gram on September 
28th.  Our colleague 
(and past president) 
Claire Davis led us 
in a discussion of 
the ethical chal-
lenges that health-
care quality profes-
sionals face every 
day.  She shared 
knowledge from her 
collaboration at the 
national level on this 
topic, where she has worked side-by-side with 
professionals from other specialties (ANA, AMA, 
ASHRM and others) to develop policy and guid-
ance. We learned details of the highly publicized 
case from Winker County Memorial Hospital, 
where two quality professionals were ultimately 
terminated and slandered following an anony-
mous report made to the Texas Medical Board.  
They took this step only after following (to no 
avail) appropriate chain of command within their 
organization, when they had substantiated con-
cerns regarding the practices of a particular 

physician.  They were ulti-
mately vindicated in court 
following a grueling and long
-lived process, but at what 
cost?  And why?  While this 
case garnered media atten-
tion, we sadly understand that small and insidi-
ous examples of intimidation come quietly every 
day in hospitals and other healthcare settings 
around the country.  Claire challenged us to rec-
ognize and fulfill our obligation to be the tireless 

voice for our patients, and for our co-
workers.  Claire also shared 
(somewhat cryptically) that exciting 
news and guidance on this very topic 
will be forthcoming from NAHQ in the 
months ahead.  Pay attention to your 
CTAHQ and NAHQ information 
streams, and buckle your seatbelts!! 
Next upé 
 
On November 9th your Connecticut 
delegation will bring news and knowl-
edge from NAHQ.  While the details 
are still being finalized, you can ex-
pect to hear about, ñHow to powerfully 
view data when óyuckyô events are 
rare, ñHow to stay alive and thrive in 
the midst of healthcare reform, ñand 
ñDashboards: Please!  No more 
Green, Yellow and Red!ò  Details will 
be forthcoming and we hope you will 
join us for the knowledge and net-

working opportunities. 
 
Other programs and topics are under discus-

sion, and as always we welcome your ideas and 
suggestions. 

 
Now, off to find a mug of mulled cider and the 
dreaded (and cherished) warm apple fritteré 

 

Education Team Report  
By Kate Betancourt  
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(L-R)  member Linda Elgart and her husband Myer, CTAHQ past mem-
ber Lecia Albright, member Terri Savino, CTAHQ past member Denise 
Myrick, and member Anne-Huben-Kearney and her husband Tim. 

CTAHQ member Tina Sacco 

CTAHQ Board is proud to announce that we WON NAHQ State Award for Excellence in Newslet-
ter and Website.  The application was submitted by Terri Savino. Thank you to Jacqueline Richo, 
Newsletter & Website Team Leader for a job well done! The award was accepted at the 36 th An-
nual Education Conference  ñCultivating Qualityò in Sacramento, CA by President-Elect Chris 

Scully and Board Member Terri Savino. 


