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There may be cultural differences fromThere may be cultural differences from 
what works well for the United 
S i d hStates practice as compared to those 
of Korea. I want to apologize ahead o o ea. wa t to apo og e a ead
of this presentation, that I am not as 
f ili ith l dfamiliar with your values and 
cultural approach to Cardiovascular pp
and Pulmonary Rehabilitation.



Experience workp

Starizon Studio, Inc.
Phone (970) 262-2123
Fax (970) 262-2127
E-
mail: info@starizon.org

Experience 
Planning with 
Gerber Memorial 
Health and Hayes 
Green Beach, along 
with a variety ofwith a variety of 
other encounters



A Connected Personal Experience 
across the Continuumacross the Continuum

“People who engage
Collective Patient 

Experience

“People who engage
with us experience

greater lifelong health”

Common 
AimVision Aim

Healthy, 
productive Multiple

Tests
Multiple

Physicians

PCP GXT ED PCP CATH PCP BYPASS IN PT CR PCP

life
Multiple 

Prescriptions

y

100+ healthcare providers & staff
interact with this personinteract with this person



Coronary Event Phase II CR Phase III Maintenance Post Evaluation Goals achieved 12 Month Goal achievement
Goal 1 Goal 2 Goal 3 Goal 4 Goal 5 Goal 6 Goal 1 Goal 2 Goal 3 Goal 4 Goal 5 Goal 6

100% Goal 1 Fitness assessment Improvement
95% BMI
90% Goal Goal Goal Goal BP90% Goal Goal Goal Goal BP
85% Resting HR
80% Waist to Hip ratio
75% Body Fat
70% VO 2 Max
65% Movement Chain assessment
60% Goal 2 Nutrition Assessment
55% Increase Fruits and Vegetables
50% Decrease fats
45% Increase dairy and dairy alternatives
40% Goal Goal Increase whole grains
35% Balance calories

274 30% Goal Goal Goal 3 SF-6 QOL274 30% Goal Goal Goal 3 SF 6 QOL 
25% Goal 4 Blood Pressure 140/90
20% Goal 5 Diabetic Kidney Disease BP <130/80
15% Resting HR 60-100 ( minus beta blockers)

27 10% Goal Goal Goal Goal
5%



Mission
As a community steward, the mission of Bellin Health  is to engage individuals,

Cardiology

s a co u ty ste a d, t e ss o o e ea t s to e gage d dua s,
families, employers and communities in their lifelong journey toward optimal health
and to provide safe, easy-to-use, high quality, cost-effective, total health solutions

Vision
People who engage with us experience greater lifelong health             People who engage with us experience greater lifelong health

A connected personal Experience Across the Continuum toward a Common Aim"

Growth Effectiveness Efficiency Engaging Others Team Work
25% of eligible 

Ph II CR
Patient and 

h i i
Create Care Team 

Phase II CR 
patients will 
participate in 

Cardiac Rehab 
Phase III and/or 

W ll

At 6 month post 
program 

completion the 
following % of 

improvement will

physician 
communication 
enhanced by 
continuous 

communication 
d l

Model with 
Medical Home 

Concept. Primary 
care physician 

establishes team

Long term goal 
setting will include 

wellness 
programs as part 
of treatment plan

Wellness 
programs & 

services 

improvement will 
be seen:       and goals 

setting for 
patient.

establishes team 
for patient 

management. 

of treatment plan 
as of 2011

274 patients Functional
Clinical 

Measures will Measurement of 
fcompleted 

Phase II in 
FY2009 = Goal 
69 patients year 
1 into wellness.

Functional 
Fitness 

Assessment 
improvement of 

30%

Measures will 
show 1 year 
outcomes 

compared to non 
wellness 
members

team satisfaction 
determined 

through a likert 
scale measure of 

team efforts.members

S-F6 Quality of 
Life improvement 

of 11%



Introduction to the Experience 
Economy
• Progression from goods to services to experiencesg g p

E iExperience

commodities









Don’t bring the Old Play into a 
new Theater

Whenever employees work in front of customers, an act of Theatre 
occurs
With Theatre as the model, 

d t k t i bleven mundane tasks engage customers in a memorable way
Pine and Gilmore, The Experience Economy



Environmental Cues
Positive and Negative Cue Assessment



Staging the experience to 
impact the customer
T heme the experienceT heme the experience

H armonize impressions with positive cues

E li i iE liminate negative cues

M ix in Memorabilia 

E ngage all five senses



Theme for Rehab Services
I am a compass.
I lead the lost to safety.

Theme for Rehab Services

In the hands of an adventurer, I bring the North star before their eyes.
In field and forest I mark a path as clear as a roadmap.
By degrees, we will find our way to life's treasures, which can lead to new experiences.
I am a guide in the palm of your hand.
With me, you can test the four corners of the earth and go confidently forth on great voyages 

of discovery.
I can show time.
With me you can read the direction of distance and the hour of the stars.
By me you will know you have a purpose on earth and have been put here to find it.
Who is your compass?

Hayes Green Beach AL!VE Center



3 5

1

66

2 4



New Member profilesNew Member profiles

• Why do you want to live?
• Describe you proudest moment
• If you could meet one person, 

anyone who has lived, who 
would that be and why?would that be and why?

• What would you attempt to do 
if you knew you could not fail?if you knew you could not fail?

• What inspires you?
• When do you feel most Alive• When do you feel most Alive



• During the Puja, the 
Sherpa essentially ask and 
pray to the gods forpray to the gods for 
permission to climb upon 
Mt. Everest and for a 
blessing for a safe and 
successful 
expedition. Until the Puja 
is held, no one from the 
expedition is allowed toexpedition is allowed to 
travel through the Khumbu 
Icefall, for fear of angering , g g
the gods.



Celebrating the Beginning of the Journey

At intake what do they 
t?get?

• Booklet
• Patient care 
plan/class scheduleplan/class schedule
• Set of goals
• T-Shirt

How do we help them get set for the journey ;
•Are you Authentic?
•Do you celebrate the first step?
•Do we connect on the human level to start the journey?
•Do we really get to know them?



The story of “Sam”

He put his foot on the brake, shifted in the park, turned his engine off and let out a sigh.  It wasn't a p , p , g g
sigh of exhaustion nor was it one of frustration.  It was a bundle of everything.  He's been here 
before.  He's been excited and determined to feel better.  He's been encouraged on day 1 -- but 
forgotten on day five, many times in his life.  He's been able to look past the dry exteriors and 

i hi lf f h h ' d i thi B t t ll hi i t l i i ti i b thconvince himself of why he's doing this.  But eventually his internal inspiration is overcome by the 
uninspiring reality.
Sam is 72.  Several weeks ago he survived a second heart attack at his community Hospital.  
Today his Cardiac rehab begins.  His crinkled hand pulled the door handle, pushed the car door y g p , p
open, and one leg swung out, his foot gently falling to the pavement, followed by the other he rose, 
closed the door on the second try and double checked that it was locked, perhaps this was an 
excuse to stall.
And with another sigh he began to walk towards the rehab center As he walked toward the centerAnd with another sigh he began to walk towards the rehab center.  As he walked toward the center, 
he thought how he and Barb had been in this hospital so many times with the birthing of their 
children, doctor’s visits, testing and visiting friends……….

Starizon Studio, Inc.
Phone (970) 262-2123
Fax (970) 262-2127
E-mail: info@starizon.org



At Planetree
W b li

Theme/ Mission/Vision
We believe...

•That we are human beings, caring 
for other human beingsTheme/ Mission/Vision

Personalize Humanize and Demystify the

for other human beings.
•We are all caregivers.
Care giving is best achieved through 
kindness and compassion.

f ibl hi h liPersonalize. Humanize. and Demystify the 
healthcare experience

•Safe, accessible, high quality care 
is fundamental to patient-centered 
care.
In a holistic approach to meeting

Mid Columbia Medical Center in the Dalles, Oregon
In a holistic approach to meeting 
people's needs of body, mind and 
spirit.
•Families, friends and loved ones are 

i l h h livital to the healing process.
•Access to understandable health 
information can empower 
individuals to participate in theirindividuals to participate in their 
health care.
•The opportunity for individuals to 
make personal choices related to 
h i i i ltheir care is essential.
•Physical environments can enhance 
healing, health and wellbeing.



Theme
Two Worlds One
A Tamarac Declaration

We will be a place of awakening and transformation   We will be a constant We will be a place of awakening and transformation.  We will be a constant 
reminder to everyone that no matter how successful you are, it is always time 
to begin again.  For if you do not “renew” you will “reold.” We will adopt the 
Tamarac tree because it is a wonderful symbol of renewal and because its inner Tamarac tree because it is a wonderful symbol of renewal and because its inner 
rings dramatically tell its outer story.
We will also be a force for community renewal because we will make sure that 
those not inside our building are not outside our influence.  When we restore g
ourselves we will reach far beyond ordinary results.  We will be extraordinary.  
We will be a destination.  And when we make our physical and spiritual 
worlds one thing, not two, the balance we seek will take care of itself.g



Experience DesignExperience Design

Starizon Studio, Inc.
Phone (970) 262-2123
Fax (970) 262-2127
E-mail: info@starizon.org



Birthday Cards
Anniversary
Goal Accomplishments
Individual profileIndividual profile

“And we will provide passports to our members, enabling them to 
be vibrant and vital citizens of both worlds and thoughtfully mark be vibrant and vital citizens of both worlds and thoughtfully mark 
their journey toward wholeness.”



Individual Experience Mappingp pp g



Mass Customization

Mass Customization

Use Technology to provide individualUse Technology to provide individual 
focused communication



My Very Own Name



Engaging all five sensesEngaging all five senses
Cardiopulmonary Rehab center at Mid-Columbia

Sight
Hearing
Taste 
Smell 
Touch



T h lTechnology use
Service and customer support





Inspiration

• On December 17, 2009, Tamarac celebrated its second 
full year of helping people improve their lives by 
crowning the 2009 Citizen of the Year, Scott 
C d ll S S tt’ d th iti ' t i hCrandall. See Scott’s and other citizen's stories here.

• Still Travelling
By Scott Crandelly
My story is more like a health journey on which I am still traveling. I 
have always been heavy but, most recently, about a year and a half 
ago I was at a point that I seriously had to look at the direction I wasago, I was at a point that I seriously had to look at the direction I was 
traveling and knew I had to change my health direction. I was 338 
pounds and had been put on several medications to help control my 
health I knew the path I was on was not going in the direction Ihealth. I knew the path I was on was not going in the direction I 
wanted and would not take me to the places I wanted to be in ten to 
twenty years. I wanted to be here for my family down the road.



Employee Trainingp y g

Field Trips
ildiTeam Building

Auditions
Adhering to Core PrinciplesAdhering to Core Principles



Experience workExperience work
Tamarac Center for Health andTamarac Center for Health and 

Wellbeing Al!ve Hayes Green Beach



Lessons LearnedLessons Learned

Essential Components
• Read the books !!!!!!

Still Evaluating
• Opening and closing 

• Use of the six “I”s
• Create a declaration and use 

p g g
ceremonies

• Impact that experience work 
it as a touch stone for all 
work and strategy

has on retention and clinical 
outcomes

l f i i i• Audition the staff
• Celebration of success by 

• Level of re-training in 
institute
P t fmembers

• Theme programming

• Percentage of 
patients/members that 
“really get it”really get it



Authenticityy
So why Authenticity—and why now? 
Because of the shift to the Experience Economy. Goods and p y
services are no longer enough; what consumers want today 
are experiences—memorable events that engage them in an 
inherently personal way. 

Fake. Contrived. Disingenuous. Phony. Inauthentic. Do your 
customers use any of those words to describe what you sell 
or how you sell it? That is exactly how more and more 
consumers view what companies offer them. People p p
increasingly see the world in terms of real and fake, and want 
to buy something real from someone genuine, not a fake from 
some phony. In Authenticity: What Consumers Really Want, 
readers can begin to understand this emerging consumer g g g
sensibility and business imperative. 



Measures of SuccessMeasures of Success
• Press GaneyPress Ganey
• Plantree Staus
• Magnet Status
• Personal notes and stories from Patients• Personal notes and stories from Patients 

and families
• Adherence to your vision



Others have taken this leap, it has great 
benefits yet it can be a vulnerable leapbenefits, yet it can be a vulnerable leap



Thank you       QuestionsThank you,      Questions



Resources

Starizon, Inc.,
31 River Overlook Court 
Keystone, Colorado 80435 
Phone (970) 262-2123
Fax (970) 262-2127
E-mail: info@starizon.org

http://www.tamaracwellness.org/

http://www.hgbhealth.com/Portals/0/docs/alivecombinedinserts.pdf

gcurtmeyer@healthintegrationpartners.com
info@healthintegrationpartners.com


