
Dear RL Palooza’er,

Welcome to the biggest RL Palooza ever! We’re super excited to host you this year in 

Toronto, the city that most of RL calls home. 

In addition to the amazing sessions and social events we have organized for you, this 

year’s conference is about making connections with RL staff, your peers, and most of 

all, your community.

This agenda is where you can turn to for all things RL Palooza, from maps to 

information about our sessions and social events. For up to the minute updates while 

you’re here, we encourage you to download our app. You can use it to gain access to 

your personalized schedule, a list of attendees and an activity wall to post all your 

pictures on. Don’t forget to hashtag #RLPalooza!

We want to make sure we continue to see you at RL Palooza year after year, which 

is why your feedback is important to us. So please help us improve your conference 

experience by remembering to share your thoughts and experiences with us in the 

session surveys provided, which you’ll find in the app or in person.

For us, RL Palooza is the best time of the year, because it gives us a chance to spend 

time with so many of our amazing clients—our friends—all at once! We’re also excited 

to have this opportunity to share some of the amazing things we’ve been working on 

this past year, as well as some new ideas and our upcoming plans. More than anything, 

RL Palooza is our opportunity to hear firsthand from you about the challenges you’re 

facing, your visions for patient safety and where we can help fill the gaps.

Thank you for your continued support. We hope you enjoy the next few days, and that 

you leave our conference feeling excited about what you’ve learned!

Sincerely,

Sanjay Malaviya

President & CEO, RL Solutions



RL HubQuarters

Have a question or simply need some down time from the 

hustle and bustle of the conference? Head over to the RL 

HubQuarters, where you’ll find refreshments, a wellness lounge 

and RL staff on hand to answer any questions you may have 

about the RL system. So, whether you need a place to connect 

with your peers, want to chat or simply want to kick up your 

feet, you’ll find your community here.

Location: Level 2
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Sanjay Malaviya
President & CEO, RL Solutions

Sanjay has based his entire career in healthcare IT. After graduating with a B.Sc. in 

Computer Engineering from the University of Waterloo, his interest in health systems led 

him to St. Michael’s Hospital, a major teaching hospital in downtown Toronto. While at St. 

Mike’s, Sanjay had the privilege of designing and implementing several critical systems 

for the hospital, including a digital dictation system and a clinical repository for patient 

data. Over his 7-year tenure, Sanjay became an expert in hospital IT systems, health 

data interfacing, clinical processes and user interface design. Sanjay also undertook a 

special project to develop a solution for decentralized patient feedback management. 

This system garnered the attention and imagination of hospitals across North America, 

ultimately leading to the creation of RL Solutions and forming the basis of the 

company’s other solutions for risk management, healthcare claims and infection control.

Join Sanjay during his opening keynote, where he’ll be welcoming you to Toronto and RL 

Palooza, as well as sharing some big announcements that we can’t tell you here.

TUESDAY, JUNE 7 • 9:00AM - 10:45AMOPENING KEYNOTE

Learn, engage and get lost in amazing lectures 
in the Delta SoCo Ballroom.

K E Y N O T E S
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Chris Hadfield
Astronaut - First Canadian Commander of the International Space Station (2013)

“Good morning, Earth!” That is how Colonel Chris Hadfield—writing on Twitter—woke up 

the world every day while living for five months aboard the International Space Station. 

Through his 21-years as an astronaut, three spaceflights and 2600 orbits of Earth, 

Colonel Hadfield has become a worldwide sensation, harnessing the power of social 

media to make outer space accessible to millions and infusing a sense of wonder into 

our collective consciousness not felt since humanity first walked on the Moon. Called 

“the most famous astronaut since Neil Armstrong,” Colonel Hadfield continues to bring 

the marvels of science and space travel to everyone he encounters. Colonel Hadfield is a 

pioneer of many historic “firsts”. In 1992, he was selected by the Canadian Space Agency 

as a NASA Mission Specialist—Canada’s first fully-qualified Space Shuttle crew member. 

Three years later, aboard Shuttle Atlantis, he was the first Canadian to operate the 

Canadarm in space, and the first Canadian to board a Russian spacecraft as he helped 

build space station “Mir.” In 2001, aboard Shuttle Endeavour, Colonel Hadfield performed 

two spacewalks—the first Canadian to do so—and, in 2013, he was Commander of the 

WEDNESDAY, JUNE 8 • 8:15AM - 9:45AMGUEST KEYNOTE



S E S S I O N S

Hear from your peers and RL staff to discover  
how you can leverage RL software to take patient  

safety at your organization to the next level.
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Stephen Cornish 
Executive Director, Médecins Sans Frontières/Doctors Without Borders (MSF) Canada

Stephen Cornish is the executive director of Médecins Sans Frontières/Doctors Without 

Borders (MSF) Canada. During more than ten years of field experience, Cornish 

managed several major MSF humanitarian interventions in contexts such as Chechnya, 

Sierra Leone, Georgia and Peru. He has successfully negotiated humanitarian access 

to vulnerable populations in conflict settings across the globe and has played a lead 

role resolving aid-worker abduction crises and other emergencies. Cornish sat MSF 

Canada’s board of directors before serving as executive director. He also worked with 

the Canadian Red Cross as manager of programs for countries in armed conflict, and for 

CARE Canada as a policy and advocacy advisor. Currently, he is director of the board 

for Youth Challenge International, is an honorary director of Canadian Physicians for 

the Environment and is a member of the steering committee for Pathways to Peace, an 

international peace-building initiative in Afghanistan. Cornish holds a master’s degree 

in global risk and crisis management from the Université Panthéon Sorbonne in Paris, 

and a post-graduate diploma in conflict resolution from the University of Bradford. He 

speaks English, French, Spanish and Russian. His work has been published in academic 

and policy journals, including the Journal of Military and Strategic Studies and Policy 

Options. In Canada, he spurs public debate on pressing humanitarian issues as an opinion 

contributor to several national news outlets and through public speaking.

Time to wrap things up! Join us for our closing keynote as we share key takeaways and 

highlights from our conference!

THURSDAY, JUNE 9 • 8:45AM - 9:45AM

FRIDAY, JUNE 10 • 11:00AM - 12:00PM

GUEST KEYNOTE

CLOSING KEYNOTE

International Space Station—the first and only Canadian to ever command a spaceship—

so far. During his multi-faceted career, Colonel Hadfield has intercepted Soviet bombers 

in Canadian airspace, lived on the ocean floor, been NASA’s Director of Operations in 

Russia, and recorded science and music videos seen by hundreds of millions. A heavily 

decorated astronaut, engineer, and pilot, Colonel Hadfield’s many awards include 

receiving the Order of Canada, the Meritorious Service Cross, and the NASA Exceptional 

Service Medal. He was named the Top Test Pilot in both the US Air Force and the US 

Navy, and has been inducted into Canada’s Aviation Hall of Fame.
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TUESDAY, JUNE 7 • 11:00AM - 12:00PM

CREATING SAFETY SOLUTIONS THAT STICK! 

Location: Kensington A 

Chris Hayes, Medical Director, Quality & Performance, St. Michael’s Hospital

In an effort to improve the safety of health care, are we making it harder to deliver care? 

Many safety improvement initiatives do not address the real safety issues, add workload 

and are not perceived as valuable by care providers. This can lead to increased burden, 

workarounds, error, resistance and a failure to make the system safer. Through a literature 

review, expert interviews and site-visits of high performing healthcare systems, the 

Highly Adoptable Improvement model and toolkit were developed and tested. In this 

session, participants will understand the impact that workload and perceived value of 

safety initiatives has on care providers and how Highly Adoptable Improvement can help 

improvement teams develop more adoptable and sustainable improvement strategies.

 
THE ROLE OF PATIENT RELATIONS IN ADDRESSING PATIENT COMPLAINTS

Location: Parkdale A 

Cheryl Clyburn, Manager, Patient Experience, UC San Diego Health 

Marguerite Kerry, Corporate Director, Office of Patient Affairs | Director, HPUP & CPUP Regulatory 
Affairs, University of Pennsylvania Health System

Mystique Smith-Bentley, Administrative Director, Service Excellence, Standard Health Care

Thomas Catron, Associate Director, Center for Patient and Professional Advocacy CPPA

Virgie Mosley, Manager, Patient Experience, Ronald Reagan UCLA Medical Center

Patient Relations specialists have a very important, yet difficult role within the medical 

center. Their primary role is to capture, record and resolve patient concerns about their 

medical experience. In this presentation, several medical centers participating in the 

Vanderbilt PARS program will share best practices in training and operations in Patient 

Relations, as well as address staff wellness to promote resiliency and reduce burnout.  Best 

practices will include how to document patient concerns and resolutions in RL.

OPPORTUNITY KNOCKS: USING REPORTING DATA DURING EPIC IMPLEMENTATION 

TO DRIVE IMPROVEMENTS IN PATIENT SAFETY 
Location: Rosedale 

Tayla Hough, Patient Safety Consultant, Brigham and Women’s Faulkner Hospital 

Christi Barney, Director of Patient Safety, Quality, Infection Control and Accreditation, Brigham and 
Women’s Faulkner Hospital

The addition of 2 new fields within the safety reporting system, and an active reporting 

campaign just prior to implementation of a new Electronic Health Record (Epic) in 

June 2015, lead to a 25% increase in weekly safety reporting, and sustained safety 

reporting engagement from the line staff in a community hospital in Boston, MA. In this 

presentation, participants will learn how simple changes were made to allow tracking 

of incidents related to the implementation of the new EHR including the impact of new 

workflow changes. Participants in this presentation will learn how we leveraged safety 

reporting data and partnerships with staff and Leadership to support maximizing patient 

safety improvements during a period of rapid change within the organization.

 
TELL US WHAT YOU WANT, WHAT YOU REALLY, REALLY WANT: RL REPORTS 
Location: Cabbagetown

John Campbell, Product Analyst, RL Solutions

Octavio Juarez, Design Researcher, RL Solutions

Pansy Lee, Director of Product Management, RL Solutions

Vanessa Ho, UX Designer, RL Solutions

In this focus group session, we’ll be talking about reports: what do you love about reports? 

What don’t you love? How do you use them? What information are you trying to extract 

from reports? How can we improve them to support your goals? Your answers will help us 

pave the path towards a better reporting experience.

HOW CSV LOOKUPS REALLY WORK (11:00AM - 11:20AM) 
Location: Riverdale

David Kang, Technical Professional Services Analyst, RL Solutions

CSV lookups are used for medication, employee and physician lookups. Attend this session 

to learn more about how CSV lookups are configured and how they work. Please Note: 
Another section of the session runs on Tuesday, June 7th from 2:55pm - 3:15pm.

SESSION 1
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TUESDAY, JUNE 7 • 1:00PM - 2:00PM

WORKING WITH GENERAL SYSTEM PARAMETERS (1:00PM - 1:20PM) 

Location: Riverdale

Geeta Aggarwal, Professional Services Senior Analyst, RL Solutions

Radhika Shah, Implementation Analyst, RL Solutions

In this session, you will learn about various General System Parameters that are useful for 

system set up, including ones you probably don’t even know about. Please Note: Another 
section of the session runs on Friday, June 10th from 9:45am - 10:05am.

 
THE IMPACT OF PATIENT COMPLAINTS, GRIEVANCES AND APPEALS ON PATIENT 

SATISFACTION, MEASURED BY HCAHPS 
Location: Parkdale A

Namgyal Kyulo, Patient Experience Improvement and Analytic Service Manager, UCLA Health

Virgie Mosley, Manager, Patient Experience, Ronald Reagan UCLA Medical Center

Over the past several years, hospitals across the nation face constant pressure to improve 

or maintain high-quality service, top clinical care, and financial viability. Part of this drive is 

attributable to CMS’ implementation of the HCAHPS survey in October 2006. HCAHPS is a 

survey instrument and data collection methodology for measuring patients’ perceptions of 

their hospital experience and is a nationally standardized survey of patients’ perspectives 

of the hospital care. In parallel, many health care organizations, including UCLA Health, 

captures patient feedback. Our Patient Liaisons listen to, investigate and document 

patient and/or family members’ feedback (Patient Voice), such as complaints, grievances, 

and appeals using RL Solutions’ FMPro, and work as patient advocate to resolve those 

issues. UCLA hypothesizes that there is a meaningful correlation between the Patient 

Voice and the HCAHPS outcome (Patient Experience) measures. This presentation will 

review learnings from UCLA’s study on the relationship between Patient Voice and the 

HCAHPS metrics. 

SESSION 2TUESDAY, JUNE 7 • 11:00AM - 12:00PM

INTRODUCING THE NEW ADMIN REPORTS SUITE (11:40AM - 12:00PM)
Location: Riverdale

Andrew So, Client Management Advisor, RL Solutions

There’s a new suite of reports to help System Adminstors monitor alerts, reports and field 

usage. Attend this session to learn all about it! Please Note: Another section of the session 
runs on Thursday, June 9th from 2:15pm - 2:35pm.

 

SESSION 1
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TUESDAY, JUNE 7 • 1:00PM - 2:00PM
DESIGNING A PROCESS AND FORM SECTION FOR WORKPLACE SAFETY 

(3 HOURS) 

Location: Kensington B 

Gina Bulcke, Doctor, Windsor Regional Hospital 

Julie McKinnon, Client Management Advisor, RL Solutions 

In this hands on training session, hear from Windsor Regional hospital how they have 

customized RL6 to monitor workplace safety, and then have RL show you how to build a 

forms section to support the tracking of workplace violence issues.

DEMYSTIFYING DASHBOARDS (1:40PM - 2:00PM) 

Location: Riverdale

Andrea Ricci, Client Management Specialist, RL Solutions 

Last year we introduced Dashboards to RL6. Attend this session to find out more about 

how to set up Dashboards and interpret what they mean. Please Note: Another section of 
the session runs on Thursday, June 9th from 11:55am - 12:15pm.

 
ROLLING UP OUR SLEEVES IN REPORTS DESIGNER (2 HOURS) 
Location: Parkdale B

Carene Chung, Implementation Analyst, RL Solutions

Skye Wattie, Implementation Analyst, RL Solutions

Want more out of your reports? In this session, we will dive into the depths of Reports 

Designer to learn and practice making reports more compact, get fancy with formatting 

and use formulas to do things that you may not have thought possible. Please Note: 
Another section of the session runs on Wednesday, June 8th from 10:00am - 12:15pm.

RL6: MOBILE - WHAT DO YOU NEED TO TAKE YOUR WORK ON THE GO? 

Location: Cabbagetown

Aurelia Dalinda, Project Manager, RL Solutions

Oleg Cuhtenco, Product Manager, IT, RL Solutions 

A hospital is a busy place, and you’re a busy person with places to go and people to meet! 

But more often than not, you find yourself chained to your computer. 

In this focus group session, we want to understand what things you need to take with you 

on the go and share some successes and challenges you may experience when deploying 

a mobile solution in your organization.

SESSION 2

THE JOINT COMMISSION AND CMS - ARE YOU READY? 

Location: Rosedale

Karen Fernandes, President, AYR Consulting Group 

AYR Consulting Group is one of the leading consulting firms to assist hospitals on Joint 

Commission readiness as well as an  in depth focus on CMS. As a member of The Joint 

Commission’s Consultants Forum and previous committee memberships on other TJC 

Committees, we can bring up to date information to your clients.  All, if not most, of your 

clients are dealing with TJC standard compliance as well as compliance with the Centers 

for Medicare/Medicaid Regulations.  Our focus is on patient safety and being ready for the 

next patient not just being ready for “guests”.  We would like to present to your clients 

and assist them in their knowledge of The Joint Commission and CMS for 2016.

PROACTIVE PATIENT SAFETY: MAINE MEDICAL CENTER’S EXECUTIVE 

WALKROUNDS PROCESS SUPPORTED & TRACKED 

Location: Kensington A

Lea Cyr, Patient Safety Coordinator, Maine Medical Center 

This presentation will take attendees through the Patient Safety Executive WalkRounds 

process at Maine Medical Center and why it is crucial to our patient safety success. We 

will demonstrate how WalkRounds are supported by the RL system by linking the content 

of the minutes to RL General Event Types, capturing visits and associated action items, 

reporting to departments and board of trustees, and maintaining progress notes through 

closure. 

We will share our process flow map, samples of our minutes, the form as we designed it, 

and the reports we generate.
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TUESDAY, JUNE 7 • 2:15PM - 3:15PM

THE NOTICE ACT - NEW REQUIREMENTS FOR OBSERVATION PATIENTS - IS YOUR 

ORGANIZATION READY? 

Location: Rosedale

Tim Kelly, Director, Standard Register Healthcare/Dialog Medical

On August 6, 2015, President Obama signed the Notice of Observation Treatment 

and Implication for Care Eligibility Act (the NOTICE Act). This law requires hospitals 

to formally notify applicable Medicare patients of their observation status and the 

implications that outpatient status may have on both cost-sharing responsibilities and 

coverage eligibility for subsequent care settings. This session will review the evolving 

healthcare environment and regulations that lead to the NOTICE Act including the 

growth in observation stays, the Two-Midnight Rule and the emergence of state-specific 

notification requirements. Attendees will be presented with an overview of the financial 

implications of the inpatient/outpatient (Part A/Part B) status decision and the impact 

that status may have upon both Medicare and private payer beneficiaries.

A JUST CULTURE IS A PREREQUISITE FOR PATIENT SAFETY 
Location: Kensington A 

Philip Boysen, Medical Director, Patient Safety Education, Ochsner Clinic Foundation 

Just Culture is defined as a culture that emphasizes responsibility and accountability, and 

is blameless, not blame free. This presentation traces the concept of just culture from 

industry and translation into the practice of medicine, and recognizes three things: 

  • Human error as an unintentional and unpredictable outcomes while following  

     accepted guidelines and procedures

  • At-risk behavior as unsafe behavior due to a behavioral choice that increases risk   

     where risk is either not perceived or mistakenly believed to be justified

  • Reckless behavior as deliberate and conscious behavior in which the individual  

     understands risk and disregards policies and procedures.

This session will share Ochsner’s algorithm designed to evaluate occurrences, identify 

human error and the behaviors, and decide if consoling, coaching or punishing is 

appropriate.

CHANGING LOCATIONS & IMPACT ON SCOPES (2:15PM - 2:35PM) 

Location: Riverdale

Mike Guendogan, Technical Engineer, RL Solutions 

Back by popular demand! Learn about how changing locations can impact scopes. Please 
Note: Another section of the session runs on Friday, June 10th from 10:25am - 10:45am.

DEALING WITH COMPLEX PATIENTS: WHAT A DYNAMIC PATIENT & FAMILY 

PROTOCOL CAN DO FOR YOUR ORGANIZATION 

Location: Parkdale A

Natalie Ramello, Regional Director, St. Joseph Health

This session will look at a protocol that was developed based on evidence based 

techniques for dealing with difficult and complex patient and family situations. This 

presentation will utilize a case study approach to explain how St. Joseph Health developed 

the “Patient and Family Protocol” and how they have used it to decrease grievances and 

increase patient and employee satisfaction in conjunction with data. We will provide 

attendees tools including the specific protocol we use at our facility to deal with difficult 

patient and family situations.

HOW CSV LOOKUPS REALLY WORK (2:55PM - 3:15PM) 

Location: Riverdale

David Kang, Technical Professional Services Analyst, RL Solutions 

CSV lookups are used for medication, employee and physician lookups. Attend this session 

to learn more about how CSV lookups are configured and how they work. Please Note: 
Another section of the session runs on Tuesday, June 7th from 11:00am - 11:20am.

WHAT’S NEW IN 6.6.3 

Location: Harbourfront

Faroud Haniff, Product Specialist, RL Solutions 

RL is constantly trying to evolve our software to make the user experience faster and 

easier. Through research and input from our valued clients, we decide which features to 

include in future RL6 releases. Come to this session to get a sneak peek into what awaits 

you in the latest version! Please Note: Another section of the session runs on Friday, June 
10th from 9:45am - 10:45am.

SESSION 3
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TUESDAY, JUNE 7 • 3:45PM - 4:45PM

FROM REACTIVE TO PROACTIVE: THE TRANSFORMATION OF A PATIENT 

RELATIONS TEAM 

Location: Parkdale A

Elizabeth Deacon, Patient Experience Manager, Ochsner Clinic Foundation

Gretchen Elliott, Patient Relations Specialist, Ochsner Medical Center

Patient Relations Departments across the nation are having to keep up with the many 

changes in our population and the world we live in today. At Ochsner Medical Center - 

New Orleans, one of the largest hospitals in the Gulf South region, the Patient Relations 

team was charged with changing a culture from reactive to proactive. No longer are the 

days where Patient Relations is viewed as the “Complaint Department” or wearing the 

hat of a “firefighter”. By implementing several strategies and techniques, the Ochsner 

Patient Relations team was able to completely transform their image to the organization. 

This presentation will explain what Ochsner has done as an organization, as well as what 

the Patient Relations team has accomplished over the past year and half. Attendees will 

be able to listen to tips and best practices from leadership and staff about their lessons 

learned, as well as share initiatives to implement at your own facility.

NEW BROWSER COMPATIBILITY (3:45PM - 4:05PM) 

Location: Riverdale

Faroud Haniff, Product Specialist, RL Solutions 

Attend this session to learn about RL’s plans to support modern browsers such as IE11, 

Edge, Safari, Chrome and Firefox.

ADVANCING IMPROVEMENT - USING RL TO GUIDE BETTER PRACTICE 

Location: Kensington A

Christy Rogowski, Manager, Improvement, Winnipeg Regional Health Authority 

The Winnipeg Regional Health Authority uses RL Solutions to promote improvement 

and guide best practice. In a healthcare system that is continuously changing, RL allows 

the flexibility to adapt and make adjustments as we go. This session will focus on how 

we leverage RL tools such as volume alerts, innovative fields and form customization 

to advance system improvement and support change. Take away new ideas on system 

configuration and what to ask your from RL administrator!

MODELS FOR EFFECTIVE WORKFLOW 
Location: Rosedale 

Cynthia Gordon, Administrative Director, DUHS Patient Safety Office, Duke University Health  
System

Lydia McMahon, Project Manager, Kaiser Permanente Colorado

Mithula Bavanandan, Professional Services Analyst, RL Solutions

Rhonda Fontaine, Sr. System Analyst, Sharp Healthcare

Tim Cheng, Client Management Specialist, RL Solutions

This panel will share information about various workflow models, highlighting processes 

for managing and closing files, alert notification of work to be done in files, and managing 

incomplete files. Panelists to include Kaiser Permanente Colorado, Duke and Sharp 

Healthcare.

REMOTE SYSTEM ADMINISTRATION SERVICES (4:25PM - 4:45PM) 
Location: Riverdale 

Diane Clark, Client Management Advisor, RL Solutions

Find out more about our Remote System Administration service and how it can help your 

organization get more value from your software.

SESSION 4
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WEDNESDAY, JUNE 8 • 10:00AM - 11:00AM

INCREASED ENGAGEMENT OF GME TRAINEES IN SAFETY REPORTING THROUGH 

INCENTIVES AND FEEDBACK 
Location: Kensington A 

Jonathan Bae, Associate Chief Medical Officer for Patient Safety and Clinical Quality, Duke 
University Health System

Graduate medical education (GME) trainees are uniquely equipped to identify and report 

patient safety events given their position on the front lines of clinical care delivery. 

However, physicians, and trainees in particular, have historically low participation in safety 

reporting.  Baseline data at our own institution showed that trainees comprised less than 

0.5% of safety reports (74/16,498). In this presentation, Duke University Health System will 

describe their health system collaborative to increase GME trainee participation in safety 

reporting through the implementation of an incentive program. You can also expect an 

overview of how the incentive program can improve patient safety through engagement.

SERS REVAMP: OVERHAULING THE RISK SYSTEM AND WORKFLOW FOR 

CLEVELAND CLINIC 
Location: Parkdale A 

Jake Schneider, Risk System Admin, Cleveland Clinic

Kay Tucker, Risk System Admin, Cleveland Clinic

Since their implementation of RL6:Risk three years ago, Cleveland Clinic began a user 

assessment of the system to determine challenges & barriers, likes & dislikes, as well as 

ways in which the system could be utilized more effectively & efficiently. Through surveys, 

focus groups and 1:1 meetings, Cleveland Clinic was able to determine gaps and how 

best to enhance the system moving forward. With information in hand, Cleveland Clinic 

has begun a “revamp” process to simplify forms, restructure workflow, use of automatic 

generated e-mails more frequently, clarify roles, establish institute team leads, create 

more user-friendly report generation and work more closely with RL Solutions to improve 

system speed. In this sessions, Kay and Jake from Cleveland Clinic will be sharing the steps 

they took and their plan for implementing the “revamp” with attendees.

LEARN TOOLS FOR PATIENT EXPERIENCE 
Location: Rosedale 

Adrineh Poulatian, Director, Center of Excellence for Patient Experience, Palo Alto Medical 
Foundation

Expanding on the September 2015 webcast, “Lean Principles for Patient Experience,” 

this session will include various tips and tools to engage front line and leaders, clinical 

and non-clinical, in efforts to improve the patient experience. In addition there will be 

opportunity to put the learnings into practice in order to have a robust tool ready for 

deployment once attendees get back to their home base. A few examples are: 

   • creating realistic and relevant goals (simple A3)

   • creating a clear communication mechanism (visual management)

   • providing opportunities for front line team members to problem solve (visual  

      management system, department stand-up, Front Line Improvement)

ROLLING UP OUR SLEEVES IN REPORTS DESIGNER (2 HOURS) 
Location: Kensington B 

Carene Chung, Implementation Analyst, RL Solutions

Skye Wattie, Implementation Analyst, RL Solutions

Want more out of your reports? In this session, we will dive into the depths of Reports 

Designer to learn and practice making reports more compact, get fancy with formatting 

and use formulas to do things that you may not have thought possible. Please Note: 
Another section of the session runs on Tuesday, June 7th from 1:00pm - 3:15pm.

HELP US, HELP YOU CREATE BETTER WORKFLOW 
Location: Cabbagetown 

John Campbell, Product Analyst, RL Solutions

Octavio Juarez, Design Researcher, RL Solutions

Vanessa Ho, UX Designer, RL Solutions

We know alerts, tasks, and file management are a big part of your day, and lately we’ve 

been wondering how we can help brighten your day! Where better to go for the answer 

than straight to the source. 

Attend this focus group session to help us create and support a better workflow. 

SESSION 5
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WEDNESDAY, JUNE 8 • 11:15AM - 12:15PM

A ONE SAFETY PROGRAM USING RL6 
Location: Parkdale A

Bonnie Turk, Safety Event Analyst, SCL Health

David Brand, Quality Data Analyst, SCL Health

Tom Peterson, VP Quality, SCL Health

This presentation is a review of how RL6 was used in the development and 

implementation of the One Safety Program at SCL Health.  This is a comprehensive safety 

program using HRO methodologies including both patient and employee safety. We have 

common governance, oversight, incentives, metrics, and use of high reliability methods 

while incorporating RL6 as a foundation for reporting event in both areas, inpatient and 

ambulatory arenas. This has helped drive transparency, shared learnings, standardized 

cause analysis of patient events and employee injuries. In 2015 over 26,000 events were 

reported in our 8 hospitals, serious safety events dropped by 35%, and a decrease in 

employee injuries by 32%. RL6 has been a key component of our HRO safety program for 

both our employees and patients.

HOW DO YOUR TOP PATIENT SAFETY CONCERNS COMPARE TO ECRI’S 3RD 

ANNUAL TOP 10 PATIENT SAFETY LIST 
Location: Rosedale 

Kathy Connolly, RN, MSEd, CPHRM, ECRI Institute 

Patient safety is a top priority for every healthcare organization. Knowing where to 

direct patient safety initiatives can be a daunting task with the tighter budget margins 

most healthcare organizations are experiencing. To help guide organizations in deciding 

where to focus their patient safety efforts, ECRI Institute compiles an annual list of the 

top 10 patient safety concerns confronting healthcare organizations. The third annual 

Top 10 Patient Safety List was released in April 2016. The top 10 list is largely based on 

recurring trends identified from the data voluntarily submitted to ECRI Institute’s Patient 

Safety Organization for review and analysis. This session will review each of the top 10 

patient safety concerns as well as suggested risk mitigation strategies for healthcare 

organizations to address these concerns. In addition, a short update on the Affordable 

Care Act requirements for January 1, 2017 regarding PSO membership will also be covered 

in the session.

SHIFTING TO HRO 
Location: Cabbagetown 

Aurelia Dalinda, Project Manager, RL Solutions

Faroud Haniff, Product Specialist, RL Solutions

Pansy Lee, Director of Product Management, RL Solutions

There’s been a lot of buzz around High Reliability Organizations (HRO) lately. With 

so many hospitals moving towards this new mindset, we want to hear how it’s 

impacting you, your role and your department.

Join us in the focus group session to share your thoughts.   

SYSTEM HEALTH ANALYTICS AT TRILLIUM HEALTH (11:15AM - 11:45AM) 
Location: Harbourfront

Christine Perestrelo, Risk Analyst, Enterprise Risk, Trillium Health Partners 

Pierre Isogai, Statistician, RL Solutions 

Sheryl Moran, VP of Client Success, RL Solutions

RL Solutions has been working with Trillium Health to develop a view into RL6 to illustrate 

user adoption and overall system utilization. Attend this 20 minute session to find out 

more about the System Health Analytics Service and what Trillium has learned from these 

new insights into their use of the system.

GET TO KNOW RL HUB (12:00PM - 12:15PM) 
Location: Harbourfront 

Meredith Lazowski, UX Designer, RL Solutions

Tina Dao, Client Engagement Specialist, RL Solutions

Excited for RL HUB, but want to learn more? This session is for you! Join us to learn some 

of the best practices of this new client destination, tip and tricks to make the most of your 

experience, and what’s to come in future releases. Please Note: Another section of the 
session runs on Thursday, June 9th from 11:15am - 11:35am. 
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WEDNESDAY, JUNE 8 • 1:00PM - 2:00PM

FIELD MANAGER FUNDAMENTALS (1:00PM - 1:20PM) 
Location: Riverdale 

Hank Cheng, Business Support Analyst, RL Solutions

This presentation is a review of how RL6 was Looking to work more effectively in the Field 

Manager, then this session is for you! Learn everything you need to know, including how to 

update visibility and availability of fields.

RL6:RISK FACILITATES 100% MORTALITY REVIEW 
Location: Kensington A 

Eema Hemmen, Director of Quality and Patient Safety Analytics, UC San Diego Health

Hector Amaya, Sr. Administrative Analyst, UC San Diego Health

UCSD, in close collaboration with RL Solutions, customized RL6:Risk to include a new 

Mortality Review form, which has proven to be an effective tool in managing the mortality 

review work process. UCSD created the form based on historical experience with its 100% 

mortality review. This presentation will address how we identified the most relevant fields 

for the review and reporting process, developed a process flow for mortality review from 

file upload to closure, created Info Center templates for key nurse and physician reviewers, 

and created key reports to facilitate ongoing review and analysis of improvement 

opportunities.

CULTURE OF SAFETY 
Location: Rosedale 

Anna DaSilva, Director of Perioperative Services, Milford Regional Medical

Gail Mowatt, Client Management Advisor, RL Solutions

Linda Cardie, Senior Client Management Advisor, RL Solutions

Mironda Divers, SSA, Duke University Health System

This panel will share details about how they have nurtured a culture of safety using RL6. 

Panelists to include: Duke University Health System and Milford Regional Medical Center.

HAVING FUN WITH FORMULAS & COMPUTED FIELDS (2 HOURS) 
Location: Parkdale B 

Heidi Chodorowicz, Product Specialist, RL Solutions

Peter Van Dop, Application Support Developer, RL Solutions

Have you ever wondered how to build formulas for calculated fields, and how to include 

those fields in reports? Do you know what the various types of computed fields are, and 

what comes out-of-the-box? Plan to attend this session for hands-on training on how to 

build and use formulas and how to create your own trend and combined fields to get more 

from your software. Please Note: Another section of the session runs on Thursday, June 
9th from 10:00am - 12:15pm.

PRIDE PROGRAM AT ELMHURST HOSPITAL 
Location: Parkdale A 

Jeanette Fencl, RN, Risk Manager, Elmhurst Hospital

Joanne Muzzey, MS, RN, Director of Patient Advocacy and Planetree, Elmhurst Hospital

Elmhurst Hospital’s Pride Program is a unique process that Elmhurst developed in 2001 to 

provide timely response and follow-up to patient compliments and complaints. The Pride 

Program, identified by Vanderbilt’s PARS as a best practice, uses an administrator on call 

(AOC) model. When Edward Elmhurst Health implemented the RL6:Feedback module at 

all of its locations in January 2015, it was imperative that Feedback support and improve 

its current notification and follow-up process. The RL team added an AOC field, which 

sends a file alert to the proper administrator at Elmhurst, eliminating phone calls and 

emails that would need to be sent to notify the AOC and the department managers. Learn 

how Elmhurst is using RL6:Feedback and hear outcomes from the system’s first year of 

implementation.

THE INS AND OUTS OF FILE INTERCHANGE MODULE 
Location: Harbourfront 

Brandon Kucybala, Technical Engineering Manager, RL Solutions

Nigel Ayen, Technical Engineer, RL Solutions

File Interchange Module (FIM) is the component we use to help you move data from point 

A to point B. Plan to attend this session to find out more about the various applications 

for File Interchange Module and how it works. Please Note: Another section of the session 
runs on Friday, June 10th from 9:45am - 10:45am
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WEDNESDAY, JUNE 8 • 1:00PM - 2:00PM

RL6 EXPRESSION EDITOR, BEFORE AND AFTER (2 HOURS) 
Location: Kensington B 

Faroud Haniff, Product Specialist, RL Solutions

In this hands on training session, participants will learn about the exciting changes to 

expression editor coming soon to RL6. Topics include current expression editor review, 

detailed walk-through of the new expression editor, and practice building both simple and 

complex expressions. Please Note: Another section of the session runs on Thursday, June 
9th from 10:00am - 12:15pm.

DOUBLE TROUBLE - DEALING WITH DUPLICATE USER ACCOUNTS 

(1:40PM - 2:00PM) 
Location: Riverdale 

Joergen Wasserfall, Support Service Analyst, RL Solutions

A common user management issues is duplicate user accounts because of name 

changes and LDAP. System Administrators should attend this session to learn how to 

resolve duplicates.
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WEDNESDAY, JUNE 8 • 2:15PM - 3:15PM

SYSTEM HEALTH CHECK & ANALYTICS OVERVIEW (2:15PM - 2:35PM) 
Location: Riverdale 

Farrah Dastur, Client Excellence Specialist, RL Solutions

Pierre Isogai, Statistician, RL Solutions

Learn about RL’s System Health Check & Analytics service to discover how a deep dive 

into your data can help you optimize your software and assess adoption and utilization.

THE FIRST 12 MONTHS 
Location: Rosedale

Andrea Yohn, Implementer/QA Support, AltaPointe Health Systems

Alison Gordon, Client Management Advisor, RL Solutions

Alyssa Powers, Clinical Data Analyst, New England Baptist Hospital 

Eliza Pelayo, Professional Services Analyst, RL Solutions

Katie Varik, Risk Management Specialist, Hawaii Pacific Health 

This panel will share their experiences of the first 12 months after go live. Panelist to 

include AltaPointe Health System, Hawaii Pacific Hospital and New England Baptist.

ROOT CAUSE ANALYSIS MODULE IMPLEMENTATION 
Location: Kensington A 

John Campbell, Product Analyst, RL Solutions

Sue Corkil, Registered Nurse, Bryan Medical Center West

Bryan Medical Center recently implemented the Root Cause Analysis (RCA) Module, 

adding it to our RL Risk and Feedback modules. Our RCA structure is deeply rooted in The 

Joint Commission (TJC) guidelines for conducting a sentinel event review and our staff 

is highly invested and comfortable with a paper process. This presentation will cover our 

experience with implementation of version 6.5.4/6.6.1, how we were able to work with the 

constraints of the module to meet our needs and what we learned in the process.

THE EVOLUTION OF PATIENT ADVOCACY: RESPONDING TO THE DEMANDS OF THE 

PATIENT EXPERIENCE MOVEMENT 
Location: Parkdale A 

Carol Santalucia, President, Santalucia Group

Gail Watkins, Director, Hospitality Service, Barnes-Jewish Hospital 

The patient experience movement has brought greater attention to the voice of the 

patient and what really matters to them. This is nothing new for patient advocates. Yet, 

in many cases, patient experience strategies exclude patient advocacy. Why is this? 

We can all agree that the traditional role of handling complaints is no longer viable is 

today’s healthcare environment; however, what is necessary for organizations to leverage 

the value of patient advocates to a greater extent? Attend this session to participate in 

thought-provoking conversations, understand the demands of advocates and hear success 

stories and challenges from our speakers.

KEEPING YOUR SOFTWARE CURRENT WITH RL6 UPDATER 
Location: Harbourfront 

Rob Wong, Technical Lead Support Services, RL Solutions

Find out more about the RL6 Updater that enables clients to perform their own software 

updates. This session will include a high level overview of the steps involved to apply 

an update. Please Note: Another section of the session runs on Friday, June 10th from 
9:45am - 10:45am.

GETTING READY TO MOVE TO RL6 (2:55PM - 3:15PM) 
Location: Riverdale 

Adeel Shahid, Professional Services Analyst, RL Solutions

It’s time to make the switch! If you are considering RL6, be sure to attend this session to 

find out more about how to get your RMPro/FMPro in order before you move.
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THURSDAY, JUNE 9 • 10:00AM - 11:00AM

PATIENTS AND FAMILIES ARE ANGRY FOR A REASON: HELPING STAFF 

COMMUNICATE EFFECTIVELY 
Location: Parkdale A 

Pam Marshall, Executive Director, The Scarborough Hospital 

The research on the importance of effective communication between patients, families 

and health care is overwhelming and definitive. Communicating, collaborating and 

involving patients and families is not only optimal but should be a given in health care 

organizations. But, angry patients and families are challenging. People either respond 

with anger or avoidance, leading to poor patient outcomes, increased complaints and 

lawsuits. This presentation will discuss the origins of anger, share how TSH uses Feedback 

MonitorPro and Risk MonitorPro to prepare reports related to communication challenges 

and provide some useful strategies to manage these situations.

STAYING SAFE DURING IMPLEMENTATION FOR A NEW ELECTRONIC HEALTH 

RECORD 
Location: Kensington A 

Indira Padubidri, Sr. Project Specialist, Massachusetts General Hospital

John Murphy, Staff Specialist, Edward P. Lawrence Center for Quality & Safety

The evolution of health information technology (health IT) is widely recognized for its 

potential to improve patient care by creating a central source of patient information and 

enhancing communication among caregivers involved in the patient’s care. While the 

outcome of implementing such systems promises to improve patient safety, the transition 

to new systems of electronic communication and documentation also has the potential for 

some unintended patient safety risks and consequences. The purpose of this presentation 

is to discuss how a large academic medical center transitioned from a home grown clinical 

applications suite to a new Electronic Health Record including required resources and 

different go-live phases for implementation.

RL6 EXPRESSION EDITOR, BEFORE AND AFTER (2 HOURS) 
Location: Parkdale B 

Faroud Haniff, Product Specialist, RL Solutions 

In this hands on training session, participants will learn about the exciting changes to 

expression editor coming soon to RL6. Topics include current expression editor review, 

detailed walk-through of the new expression editor, and practice building both simple and 

complex expressions. Please Note: Another section of the session runs on Wednesday, 
June 8th from 1:00pm - 3:15pm. 

IMPLEMENTATION OF THE RL6 PEER REVIEW MODULE IN A PRIMARY CARE 

SETTING 
Location: Rosedale 

Jeff Saville, Application Analyst & Safety Reporting/RL6, Duke University Health System 

Kevin Shah, Medical Director for Primary Care Innovation and Improvement, Duke Primary Care, 
Duke Health

Duke Primary Care (DPC) has taken the lead at Duke Health to launch the RL6:Peer 

Review Module. Duke Health has already rolled out the RL6 Risk, Feedback, RCA and 

Claims modules. DPC is the largest primary care group within the Duke Health umbrella, 

and is comprised of over 30 primary care and urgent care sites encompassing nearly 200 

full time providers. Within the organization there is a long history of providers submitting 

self-reported peer review cases, with the goal of identifying events to better improve 

patient care. Currently, self-reported cases are the primary driver for the peer review 

process. In addition, the current process is paper based and locally driven at each clinic. 

Attend this session to learn about the tremendous opportunity the RL6:Peer Review 

module presents in developing new sources for peer review cases, automating and 

standardizing the peer review process, and in creating more robust reporting, as well as 

the challenges Duke faces with the new system.
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THURSDAY, JUNE 9 • 10:00AM - 11:00AM

HAVING FUN WITH FORMULAS & COMPUTED FIELDS (2 HOURS) 

Location: Kensington B

Heidi Chodorowicz, Product Specialist, RL Solutions

Peter Van Dop, Application Support Developer, RL Solutions

Have you ever wondered how to build formulas for calculated fields, and how to include 

those fields in reports? Do you know what the various types of computed fields are, and 

what comes out-of-the-box? Plan to attend this session for hands-on training on how to 

build and use formulas and how to create your own trend and combined fields to get more 

from your software. Please Note: Another section of the session runs on Wednesday, June 
8th from 1:00pm - 3:15pm.

HELPING YOU BE MORE PROACTIVE  
Location: Cabbagetown 

Aurelia Dalinda, Project Manager, RL Solutions

David Brayley, Product Manager, RL Solutions

Pansy Lee, Director of Product Management, RL Solutions

Ah! If only I knew _____ I could have prevented ____.

If you’re able to provide an answer for the blank spaces above then we want to hear from 

you. 

Attend this focus group session if you think it’s more important to be proactive 

than it is to be reactive, and help us answer the question so that we can help get 

you ahead!
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THURSDAY, JUNE 9 • 11:15AM - 12:15PM

SOCIAL MEDIA’S IMPACT ON HEALTHCARE - THE GOOD AND THE BAD 
Location: Parkdale A 

Jackie Lakins, Vice President Specialty Operations, Sedgwick 

Lynn Gmeiner, VP Client Services, Sedgwick

Discover the good and bad side of social media and the internet as it relates to healthcare 

through real life examples. During this presentation you will learn about the good side: 

increasing patient interactions, using the power of social media and the internet as an 

investigative tool during malpractice litigation, etc. There will also be a discussion on the 

bad side of social media and the internet such as increasing the risk of a HIPPA violation 

and the use of information against a healthcare provider during malpractice litigation.

USING EVENT REPORTS TO DESIGN SAFER SYSTEMS AND IMPROVE PATIENT 

SAFETY 
Location: Kensington A 

Eileen Kasda, Sr. Project Administrator, The Johns Hopkins Hospital 

Lori Paine, Director of Patient Safety, Johns Hopkins Armstrong Institute for Patient Safety

In 1999 the Institute of Medication report estimated total national costs of preventable 

adverse events to be $17-29 billion. Fifteen years later, the statistics for medical errors 

are still alarming and action is needed. Event reporting is a fundamental mechanism of 

learning in high reliability organizations; yet, healthcare organizations struggle to take full 

advantage of this data. Challenged to improve performance, presenters will help other 

healthcare leaders learn from the science of high reliability and describe strategies to 

analyze events, identify trends, set priorities, allocate resources for improvement, and 

share lessons learned in their local organizations.

SUCCESS: HOW CAN RL HELP YOUR ORGANIZATION REACH DESIRED OUTCOMES? 
Location: Cabbagetown 

Aurelia Dalinda, Project Manager, RL Solutions

Cary Lavine, Chief Financial Officer (CFO), RL Solutions

Dave Fallavollita, Director of Professional Services, RL Solutions

Octavio Juarez, Design Researcher, RL Solutions

Sheryl Moran, VP of Client Success, RL Solutions

Every organization is different in size, operations, and in how they measure success. 

In this focus group session we want to hear about how your hospital measure success 

when using RL software. More specifically, what are the outcomes you’re looking to have 

following a go live, or at the 3 month, 6 month or 12 month mark? 

GET TO KNOW RL HUB (11:15AM - 11:35AM) 
Location: Riverdale 

Meredith Lazowski, UX Designer, RL Solutions

Tina Dao, Client Engagement Specialist, RL Solutions

Excited for RL HUB, but want to learn more? This session is for you! Join us to learn some 

of the best practices of this new client destination, tip and tricks to make the most of your 

experience, and what’s to come in future releases. Please Note: Another section of the 
session runs on Wednesday, June 8th from 12:00pm - 12:15pm.

DEMYSTIFYING DASHBOARDS (11:55AM - 12:15PM) 
Location: Riverdale 

Andrea Ricci, Client Management Specialist, RL Solutions

Last year we introduced Dashboards to RL6. Attend this session to find out more about 

how to set up Dashboards and interpret what they mean. Please Note: Another section of 
the session runs on Tuesday, June 7th from 1:40pm - 2:00pm.
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THURSDAY, JUNE 9 • 1:00PM - 2:00PM

ALIGNING KEY ENTERPRISE RISK AND STRATEGIC INITIATIVES USING METRICS 
Location: Rosedale 

Chrystina Howard, Senior Vice President, Strategic Risk Consulting, Willis Towers Watson 

Kenneth Felton, Senior Vice President, National Healthcare Practice, Willis Towers Watson

The power and value of a strategic plan should never be underestimated. It articulates 

and prioritizes your institutions’ goals and aspirations. But have you identified the 

critical risks and relevant metrics to measure actual performance against the plan? If not, 

your organization is compromising its ability to: increase decision support for resource 

allocation; reduce the total cost of risk; optimize capital efficiency; improve organizational 

value; and sustain a competitive advantage. A robust enterprise risk management program 

is essential to the identification and understanding of relevant risks and alignment of 

key objectives to the strategic plan, but this requires an understanding and use of key 

performance and risk indicators.

ALERTS, ALERTS AND MORE ALERTS (3 HOURS) 
Location: Parkdale B 

Sameen Motani, Professional Services Analyst, RL Solutions

Sherry Clarke, Professional Services Analyst, RL Solutions

Every day your users rely on alerts to let them know what has happened. But are you 

using alerts to the fullest extent? Plan to attend this hands on training session to learn 

more about alert configuration, how to troubleshoot common alert issues, and  learn some 

new types of alerts to help your end users (e.g. frequent flyer alert, no follow-up alert).

HOW ONE CLIENT USES REPORT DESIGNER (3 HOURS) 
Location: Kensington B 

Faroud Haniff, Product Specialist, RL Solutions

Nancy Epstein Kerins, Quality Data Analyst, North Shore Medical Center

In this hands-on training session, hear from North Shore Medical Center how they have 

used Report Designer to create impactful reports for their various stakeholder groups.  

Then take some time to practice building report examples, including how to incorporate 

child tables into a report.
 

This session relies on a reasonable familiarity with reports. Attendees will get the most 

out of this session if they are already familiar with creating reports in RL6 using either the 

Report Editor or Advanced Report Designer. Participants will receive copies of the reports 

discussed to take home with them to cement the material shared.

RL6 ENVIRONMENT MANAGER OVERVIEW (1:00PM - 1:20PM) 
Location: Riverdale 

Dwight Irving, Technical Support Engineer, RL Solutions

Stay up-to-date on your own! Attend this session to learn the ins and outs of our 

Environment Manager where you’ll be able to update to the latest RL6 version at your 

leisure without having to wait for an RL technical resource to become available!

RL6:RISK AS AN IMPORTANT STEP IN PRESSURE ULCER PREVENTION 
Location: Kensington A 

Peggy Pool, Quality Analyst, Tucson Medical Center 

Pressure ulcers have numerous contributing factors that encompass many disciplines 

within the hospital setting. RL6:Risk’s “Skin/Tissue” form was the starting point of our data 

collection for pressure ulcer trending information. This presentation shares how Tucson 

Medical Center customized the Skin/Tissue form to increase the fields to include many 

other varying factors that can be potential causes of skin breakdown in the form of an 

additional section when “Ulcer” is chosen in the “Specific Event Type” field. The power of 

the RL6 Report feature allows data to be run by factor type, by unit/discipline, and other 

combinations. These reports are instrumental in steering our Pressure Ulcer Prevention 

committee in process improvement efforts and staff education, both of which contribute 

to sustainable solutions for a decrease in hospital-acquired pressure ulcers.
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THURSDAY, JUNE 9 • 1:00PM - 2:00PM

ANATOMY OF GRIEVANCE 
Location: Parkdale A 

Carolyn Luke, System Analyst, University of California Davis (UCD) Medical Center

Cheryl Clyburn, Manager, Patient Experience, US San Diego Health

Christine Diamond-Santiago, Director, Patient Relations, UCSF Medical Center

Jelise Ngo, Client Management Specialist, RL Solutions

Julie McKinnon, Client Management Advisor, RL Solutions

Kurt Anderson, Feedback System Administrator, UCSF Medical Center

Virgie Mosley, Manager, Patient Experience, Ronald Reagan UCLA Medical Center

Do you struggle with your grievance handling process? Would you love the opportunity 

to sit with other healthcare Patient Relations experts to discuss best practices on 

classification, investigation and resolution of patient grievances? Do you wonder how 

other institutions use RL’s Feedback form to monitor compliance with their grievance 

policy? If you answered “Yes!”, then this is the session is for you. In March 2013, the 

University of California’s five Medical Centers formed a task force charged with 

standardizing the fields/picklists on RL’s Feedback form and since then we have continued 

to meet monthly to share our individual challenges and barriers as well as success stories. 

This presentation will share how UCD’s grievance handling process: how we use RL 

software to monitor compliance with resolving grievances within 30 days; sending timely 

acknowledgement, resolution, and delay letters if the grievance process extends the 30 

days; and how we coordinate with other departments (Risk Management/Quality and 

Safety/Medical Staff Administration/Patient Financial Services) to facilitate resolutions.

AN OUNCE OF PREVENTION (1:40PM - 2:00PM) 
Location: Riverdale 

Joel Drechsler, Technical Support Engineer, RL Solutions

Coming across Severity 1 issues in RL6? Attend this session to learn of common user-

inflicted mistakes that can trigger it, as well as how to minimize and prevent them from 

happening.
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THURSDAY, JUNE 9 • 2:15PM - 3:15PM

BUILDING AND SUSTAINING A STRONG SAFETY REPORTING COMMUNITY 
Location: Parkdale A 

Julia Caristi, Risk and Quality Specialist, Massachusetts Eye and Ear

Linda Belkner, Director, Quality and Patient Safety, Massachusetts Eye and Ear

Mary Kennedy, Risk Manager, Massachusetts Eye and Ear

In recent years, Massachusetts Eye and Ear (MEE) has had a goal of improving the 

culture of safety through improved safety event reporting. Strategies for this at MEE have 

included: initiating a comprehensive training program for all staff to enhance reporting, 

boosting awareness of the need to report safety events, and removing the perceived 

notion that safety event reporting is punitive. Over the last year, they have identified 

trends and focused improvement actions on issues related to: handoffs, patient transfers, 

near misses, sharps injuries, contracted service issues, and equipment/implant availability. 

In this session, attendees will learn how MEE has increased staff reporting, yielded 

greater physician and resident trust in event reporting as well as a stronger sense of the 

importance of safety event reporting among staff, which has contributed to allowing them 

to overcome some long standing quality issues.

IF I RAN YOUR HOSPITAL, THE THINGS THAT WE ALL WOULD DO DIFFERENTLY 
Location: Rosedale 

Carol Santalucia, President, Santalucia Group

In the popular book, If Disney Ran Your Hospital 9 1/2 Things You Would Do Differently, 

author Fred Lee challenges how customer service is defined in healthcare. Taking a similar 

approach, accomplished healthcare leader, Carol Santalucia, will share thoughts on what 

is truly necessary for healthcare organizations to be safe, patient-centered and deliver 

exceptional clinical care. In a thoughtful and provocative way, Carol will highlight tragedies 

that healthcare organizations experience far too often and successes that are not shared 

enough.  She will challenge conventional thinking and ways of doing things. Finally, she 

will share insightful ideas for how everyone can contribute to achieving an optimal patient 

experience in their organizations.

INTRODUCING THE NEW ADMIN REPORTS SUITE (2:15PM - 2:35PM) 
Location: Riverdale 

Andrew So, Client Management Advisor, RL Solutions

There’s a new suite of reports to help System Administrators monitor alerts, reports and 

field usage. Attend this session to learn all about it! Please Note: Another section of the 
session runs on Tuesday, June 7th from 11:40am - 12:00pm.

USING E-MAIL NOTIFICATIONS TO FIND REPORTABLE CONDITIONS 
Location: Kensington A 

Dana Schmucker, Infection Control System Program Manager, Ochsner Clinic Foundation

Ochsner worked with RL Solutions to have our infection preventionists get immediate 

notification of several infection control priorities. We worked to get e-mail alerts for a 

positive result of any organism that is defined as a multi-drug resistant (MDRO) as well 

as alerts for when patients have significant changes in their ventilator status. With the 

immediate e-mail notification for any patient who has tested positive for an MDRO, we’re 

able to quickly put these patients on the appropriate isolation. Whether the infection 

preventionists are at their desks or happen to check their e-mail at another meeting, they 

are able to call to the unit and protect the staff and other patients from these “superbugs”. 

By using the list developed in RL6, we don’t waste our time checking for VAEs in patients 

without the first criteria. These e-mail alerts that we use are extremely helpful and adjust 

the workflow to fit the infection preventionists’ schedules seamlessly. Attend this session 

to learn more.

SUBMITTING TO A PSO (2:55PM - 3:15PM) 
Location: Riverdale 

Sheena Raj, Training and Instructional Design Specialist, RL Solutions

Sheryl Moran, VP of Client Success, RL Solutions

Attend this session to find out what you will need in order to be ready to submit to a PSO 

for 2017. 
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THURSDAY, JUNE 9 • 3:30PM - 4:30PM

OLD VS. NEW HL7 LISTENER (3:30PM - 3:50PM) 
Location: Riverdale 

Angelo Perera, Technical Support Analyst, RL Solutions

Wilson Cheng, Technical Implementation Analyst, RL Solutions

With the release of version 6.5.5, RL released a new HL7 listener that is more flexible and 

robust. Plan to attend this session to learn more about the differences between the old 

and new HL7 listener.

GOING BEYOND SATISFACTION - GROWING PATIENT AND FAMILY ENGAGEMENT 
Location: Parkdale A 

Wendy Singleton, Manager, Improvement, Winnipeg Regional Health Authority

Learn how the Winnipeg Regional Health Authority has customized RL6:Feedback to 

understand patient and family expectations, improve patient relations practices and 

identify learning opportunities across the organization.  Patients and their loved ones 

come into healthcare settings expecting that processes are in place to provide clear and 

timely communication, access to programs and services and, above all else, care that is 

compassionate and provided with individual needs in mind. RL6:Feedback data helps 

us take the guesswork out of what is important to patients and families.  Analyzing and 

reporting on the desired outcomes of patients and families gives focus to engagement 

and improvement work that enhances the patient experience. This presentation will 

provide examples of how the Winnipeg Regional Health Authority uses RL6:Feedback to 

engage patients and families, restore trust in healthcare and share patient experiences to 

improve healthcare for all.

IMPLEMENTATION LESSONS LEARNED 
Location: Kensington A 

Beverly Owen, Patient Relations Specialist, Tucson Medical Center

Jeff Saville, Application Analyst & Safety Reporting/RL6, Duke University Health System

Katie Rodriguez, Senior Risk Manager, Reliant Medical Group

Lauren Karipis, Manager, Clinical Risk Management and Patient Safety, Cambridge Health Alliance 

Matt Hall, Technical Implementation Specialist, RL Solutions

Nadia Haque, Professional Services Analyst, RL Solutions

This panel will share implementation experiences and lessons learned from the 

perspectives of academic, acute care and group practice. Panelists to include Duke, 

Reliant Medical Group, Tucson Medical Center and Cambridge Health Alliance.

JAVA SCRIPT EXTENDER IN FORMS DESIGNER (4:10PM - 4:30PM) 
Location: Riverdale 

Elisabeth White, Business Support Analyst, RL Solutions

Learn how to use the Java Script Extender in Forms Designer to create “age at time of 

event” calculations and to auto-populate “closed date” and/or “closed by” fields.
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FRIDAY, JUNE 10 • 9:45AM - 10:45AM

THE INS AND OUTS OF FILE INTERCHANGE MODULE 
Location: Kensington A 

Brandon Kucybala, Technical Engineering Manager, RL Solutions

Nigel Ayen, Technical Engineer, RL Solutions

File Interchange Module (FIM) is the component we use to help you move data from point 

A to point B. Plan to attend this session to find out more about the various applications 

for File Interchange Module and how it works. Please Note: Another section of the session 
runs on Wednesday, June 8th from 1:00pm - 2:00pm.

KEEPING YOUR SOFTWARE CURRENT WITH RL6 UPDATER 
Location: Rosedale 

Rob Wong, Technical Lead Support Services, RL Solutions

Find out more about the RL6 Updater that enables clients to perform their own software 

updates. This session will include a high level overview of the steps involved to apply an 

update. Please Note: Another section of the session runs on Wednesday, June 8th from 
2:15pm - 3:15pm.

WHAT’S NEW IN 6.6.3 
Location: Parkdale A 

Faroud Haniff, Product Specialist, RL Solutions

RL is constantly trying to evolve our software to make the user experience faster and 

easier. Through research and input from our valued clients, we decide which features to 

include in future RL6 releases. Come to this session to get a sneak peek into what awaits 

you in the latest version! Please Note: Another section of the session runs on Tuesday, 
June 7th from 2:15pm - 3:15pm.

SESSION 14 WORKING WITH GENERAL SYSTEM PARAMETERS (9:45AM - 10:05AM) 
Location: Riverdale 

Geeta Aggarwal, Professional Services Senior Analyst, RL Solutions

Radhika Shah, Implementation Analyst, RL Solutions

In this session, you will learn about various General System Parameters that are useful for 

system set up, including ones you probably don’t even know about. Please Note: Another 
section of the session runs on Tuesday, June 7th from 1:00pm - 1:20pm.

CHANGING LOCATIONS & IMPACT ON SCOPES (10:25AM - 10:45AM) 
Location: Riverdale 

Mike Guendogan, Client Excellence Technician, RL Solutions

Back by popular demand! Learn about how changing locations can impact scopes. Please 
Note: Another section of the session runs on Tuesday, June 7th from 2:15pm - 2:35pm.



HANDS-ON TRAININGLEGEND:

S O C I A L  E V E N T S

When you’re at RL Palooza, it’s never all work 
and no play. Put away your bunny slippers, and 

get ready for some great events!

TUESDAY, JUNE 7

WELCOME RECEPTION • 7:00PM - 10:30PM  

Meet in the hotel lobby at 6:45PM

Toronto’s Ripley’s Aquarium is one of our newest and most popular attractions in the 

city—so, what better way to welcome you to RL Palooza? Join us under water for food, 

drinks and to get to know all the great people you’ll be spending the week with.

WEDNESDAY, JUNE 8

ZUMBA • 6:30AM - 7:15AM 

Location: Studio Room (4th Floor)

If you’re an early riser, you have the option to start your morning off with this popular 

dance fitness class. No experience required! Prior registration is necessary.

SECRET DINNER • 5:30PM - 10:00PM  

Meet in the hotel lobby at 5:15PM

It’s a bit of a tradition that we throw a top secret event at RL Palooza. We’ve already said 

too much!

THURSDAY, JUNE 9

3K WALK/5K RUN • 6:15AM - 7:30AM 
Meet in the hotel lobby at 6:05AM

Join us for an optional morning run or walk led by RL staff. Everyone is welcome!

YOGA • 6:30AM - 7:30AM 

Location: Studio Room (4th Floor)

Join us for an optional yoga session led by a Yogi. Everyone is welcome! Prior 
registration is necessary.

CLOSING NIGHT GALA • 6:00PM - 1:30AM  

Location: SoCo Foyer and Ballroom (3rd Floor)

The Toronto International Film Festival is one of the biggest highlights of the year in the 

city. The streets fill with excitement and are set abuzz with celebrity sightings. Tonight, 

we’ll send you off in style by recreating this amazing event. Get ready to have a great 

time and to dance the night away!
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Complete as many tasks as possible to earn a button. Drop by the registration 

desk to collect your buttons and pin them to your lanyard. Each button is worth 

one ballot towards a chance to win a prize (to be announced at the Thursday 

night TIFF gala). Swing by the “ticket booth” outside the event at the beginning of 

Thursday night’s event, and we’ll tally up your buttons and enter you into our draw!

You’ll start off with pins that indicate the product(s) your organization uses. Spot 

others who are using the same software and spark up a conversation with them!

PRODUCT

INFECTION

RISK REGISTER

RISK

RMPRO

ROOTCAUSE

FEEDBACK

FMPRO

PEER REVIEW

CLAIMS

MOBILE

CMPRO
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Other buttons you will 

automatically receive indicate 

if it’s your first time at RL 

Palooza or not, and if you’re 

a speaker. Veterans, we’re 

looking to you to help us show 

our first timers the ropes!

Complete your product vote 

online before Thursday, June 

9th at 4:30pm, visit the RL 

HubQuarters and post on 

RL Community to earn these 

buttons.

Sport your RL Palooza 

shirt, solve the puzzle in the 

agenda, share a picture on 

social media with #RLPalooza 

or #RLConnections, and get 

active with us in the morning 

for these buttons!

ATTENDEE

TALK TO US

FUN

WEAR UGC 
T-SHIRT

3K/5K RUN 
PARTICIPANT

YOGA 
PARTICIPANT

SHARE A PHOTO 
WITH RL HASHTAG

ZUMBA 
PARTICIPANT

COMPLETE 
THE PUZZLE

UGC 
VETERAN

1ST TIME 
ATTENDEE

SPEAKER

SUBMIT 
PRODUCT VOTE

VISIT THE RL 
HUB QUARTERS

YOUR 1ST POST IN 
RL COMMUNITY
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Connect the dots to reveal this majestic Canadian creature. Tell us what 
the animal is for your puzzle master button—yup, it’s that easy!

1
2

3

4

5

6

7

8
9

10

11

12

1314

15

16

17

18

1920

21

22

23

24

25

2627

28

29

30

3132

33

34

35

36

37
38

39

40
41

42

43

44
45

46

47

48
49

50

51

52

53

54 55
56

57
58

59

60

61

62

63

64

65

CANADIAN DICTIONARY

EH? • \’ā\ • exclamation

KERFUFFLE • \kər·’fə·fəl\ • noun

HOSER • \’hōzər\ • noun

KLICKS • \’kliks\ • noun

RUNNERS • \’rə·nərs\ • noun

TOBOGGAN • \tə·bä·gən\ • noun

TOQUE • \’tōk\ • noun

Ask and no one will admit to doing it, but that’s probably because it rolls off 

the tongue so naturally …eh?

It can be physical or a state of emotion — come to think of it, it’s pretty com-

plex. But, the long and the short of it is, you don’t want to be in one of these.

You never, ever, ever, want to be called this, and you probably shouldn’t call 

anyone this either unless you want to start a kerfuffle (see below).

Kilometers is a long word to use all the time. Klicks on the other hand is a fun 

— not to mention efficient — way to say it too.

This is a slang for running shoes. Yup, we really call ’em like we see ’em ’round 

these parts.

With it being snowy most of the year, we can get pretty creative with how we 

hurl ourselves down hills, be it on skis, snowboards, tubes or toboggans. 

Canadian winters can get a little gnarly. When we can’t let a little cold get in 

the way, we strap a toque to our heads and head on out.
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