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SESSION A
9:30 – 10:45 a.m

 

The Role of Senior Leadership in the 
Quest for Excellence
Jean Rush, President
CIGNA Government Services 

Category 1 : Leadership

 

When you Need Change Fast
Edward Groody, President
Mike Simms, Partner
Ed Groody & Associates, Inc. 

 

Answering the Call: Using voice 
of the customer data to improve 
systems
Mike Bundy, Chief Operating Officer at Holston 
Valley Medical Center
Wellmont Health System 

Category 4: Measurement, Analysis, 
and Knowledge Management

 

Making Sense of Core 
Competencies, Strategic Advantages 
and Strategic Challenges
Kay A. Kendall, Associate
Baldrige-Coach 

 

Communities of Excellence: 
Using the Criteria to elevate your 
hometown
Andrew J. Czuchry, Professor, East Tennessee State 
University
April Eads, Business Development Manager, Bristol 
Tennessee Essential Services
Anita Ricker, Assistant Dean, Walters State 
Community College

SESSION B
11:00 a.m. – 12:15 p.m.

 

Making the Most of E-Marketing 
Jim Hitch, Agency Relations Manager
Emma Email Marketing 

 

How Good Is Good? Unraveling the 
mysteries of benchmarks
Marlene Yanovsky
Genitect  

Category 7: Results

 

Let’s Make a Deal: Hone your 
negotiation skills
Dr. Susan G. Williams, Professor of Management 
Jack C. Massey Graduate School of Business, 
Belmont University 

 

8 Skills to Becoming a Better Leader
Gary D. Hall, President
Leadership and Team Building Solutions 

 

Unleash the Potential for 
Extraordinary Experiences
Sonia Rhodes, Vice President of Customer Strategy 
The Sharp Experience & The Sharp University
Sharp HealthCare 

Category 5: Workforce Focus

SESSION C
2:15 – 3:30 p.m.

 

Mastering Patient-Centered Care
Elaine L. Smith, Chief Learning Officer
Mountain States Health Alliance  

Category 3: Customer and Market 
Focus

 

American Competitiveness, 
China and the 2009 Baldrige 
Criteria Changes
Harry Hertz, Director
Baldrige National Quality Program 

 

Design, Implement and 
Standardize: Your guide to  
world-class processes
David McClaskey, President
Pal’s Business Excellence Institute  

Category 6: Process Management

 

Do Your Plan Justice: Execute and 
track progress
Gary Floss, Director, QA & Continual Improvement
Marvin Windows and Doors  

Category 2: Strategic Planning

 

A Quality Workforce:  
How to engage your employees in 
improvement efforts
Bob Stonehill, VP of Operations
Personix-Nashville 

F o r  detailed         i n f o rmati     o n  o n  break     o ut   sessi     o n s ,  please       v isit     www   . t n cpe   . o r g .

� The Venue
Franklin Marriott Cool Springs  §  700 Cool Springs Blvd.  §  Franklin, TN  37067

The Franklin Marriott Cool Springs Hotel and Conference Center is a full-service hotel just 20 minutes 
south of downtown Nashville, near the Cool Springs Galleria Mall, and minutes from Brentwood, Tenn. 
and historic Franklin, Tenn. 

Amenities include complimentary wireless Internet access, complimentary parking, indoor swimming 
pool, fitness center, business center, and concierge service. 

You may reserve your room at the Marriott at the special rate of $135/night when you register for the 
2009 Excellence in Tennessee Conference and Banquet online: www.TNCPE.org. Or call (888) 403-6772.  
Hotel reservation deadline is January 28.  Please be sure to use our event code: tpetpea  

� Attire
Business casual at the conference and workshops, business dress at the banquet.  

� Cancellation & Substitution Policy
Registrants whose requests for cancellation are received on or before January 26, 2009, will receive 
a full refund. Registrants whose requests are received between January 27 and February 9, 2009, 
will incur a $100 processing fee. No requests for cancellations will be accepted after February 9. 
Substitutions may be made at any time.

Day Time Member Non-Member

Full Conference 
Includes all sessions, continental breakfast, 
lunch, and admission to the awards banquet.

Wed & Thur. $545* $545

One Day - Wednesday
Includes Wednesday sessions, continental 
breakfast, lunch, and awards banquet.

Wed. 2/18/09 7:30 a.m. – 9:00 p.m. $390* $390

One Day - Thursday
Includes Thursday sessions and continental 
breakfast. Does not include awards banquet. 

Thur. 2/19/09 7:30 a.m. – 11:30 a.m. $180* $180

TNCPE Application Workshop
Includes continental breakfast and lunch. Does 
not include conference events or awards banquet.

Tues. 2/17/09 7:30 a.m. – 4:30 p.m. $200 $250

Half-day Workshops
Includes lunch.  Does not include conference 
events or awards banquet.

Tues. 2/17/09 a.m. & p.m. $150/first 
$50/add’l

$180/first 
$70/add’l

Banquet & Reception Wed. 2/18/09 5:30 p.m. – 9:00 p.m. $90 $90

Banquet Table (for 10) $850 $850
 

*TNCPE Members may be eligible for complimentary or discounted conference registration. Call (800) 453-6474 for details.
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Full Day Workshop 
8:00 a.m. – 4:30 p.m.   

 

Half-Day Workshops
8:00 A.m. – 12:00 p.m.   

 

Half-Day Workshops
12:30 – 4:30 p.m.   

§ Writing Your TNCPE Application: Get a head start on   
    a 2009 award with our TNCPE program experts.

§ Implementing Organizational Culture and Change 
§ The Simplified Organizational Profile:  Discover your 
    improvement priorities – fast!
§ Value Stream Mapping: A LEAN How-to

§ Applying the Criteria Systematically 
§ Benchmarking for Results 
§ Emotional Intelligence: Why EQ matters more than 
   IQ (and how to use it) 
§ Root Cause Analysis: Improving the “P” in PDCA
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WEDNESDAY, Feb. 18
7:30 – 8:00 a.m. Registration and continental breakfast

8:00 – 8:15 a.m. Welcome

8:15 – 9:15 a.m.

Keynote
Making Healthcare Better
Mike Murphy, President & CEO of Baldrige Award winner, 
Sharp HealthCare

9:15 – 9:30 a.m. Networking break

9:30 – 10:45 a.m. Breakout Sessions A

10:45 – 11:00 a.m. Networking break

11:00 a.m. – 12:15 p.m. Breakout Sessions B

12:15 – 1:00 p.m. Lunch

1:00 – 2:00 p.m.

Luncheon Keynote
The Ritz-Carlton Approach to Performance Excellence
Janet Crutchfield, Senior Corporate Director of Quality 
of Baldrige Award winner, Ritz Carlton Hotel Company

2:00 – 2:15 p.m. Networking break

2:15 – 3:30 p.m. Breakout Sessions C

3:30 – 3:45 p.m. Networking break

3:45 – 4:45 p.m.
Keynote
ASQ’s Futures Study — The Forces of Change
Paul Borawski, Executive Director, Chief Strategic Officer, ASQ

5:30 – 6:30 p.m. Excellence in Tennessee Awards Banquet Reception

6:30 – 9:00 p.m. 2009 Excellence in Tennessee Awards Banquet

THURSDAY, Feb. 19
7:30 – 8:00 a.m. Continental breakfast

8:00 – 8:15 a.m. Welcome

8:15 – 9:15 a.m.

Keynote
Our Journey to Performance Excellence through the Lens of 
Sterling/Baldrige
Mike Levinson, City Manager of Baldrige Award winner, 
City of Coral Springs, Fla.

9:15 – 9:30 a.m. Networking break

9:30 a.m. – 11:30 a.m.

2008 Tennessee Excellence Award winner 
Caris Healthcare
Our Quest to be a World Class Hospice
Norman McRae, President & CEO

11:30 a.m. Adjourn

C ON  F E R E N C E  S C H E D U L EP R E - C ON  F E R E N C E  W O R K S H O P S

To add value to our program, TNCPE offers a series of half- and full-day workshops prior to 
the conference. These intensive workshops are designed to provide in-depth training on the 
tools world-class organizations use to improve performance. 

Whether you are interested in pursuing a Baldrige-based award, or you want to improve 
your organization’s processes, these workshops can’t be missed.  

Tuesday, Feb. 17 

7:30 – 8:00 a.m. Registration for workshops and continental breakfast

Full Day 
Workshop 

8:00 a.m. – 4:30 p.m. 

Writing Your TNCPE Application
Jim Ford, Program Coordinator
Tennessee Center for Performance Excellence
Tamera Fields, AVP, Quality and Performance Improvement
Mountain States Health Alliance

Morning 
Half-Day 

Workshops
8:00 a.m. – 12:00 p.m. 

Implementing Organizational Culture and Change 
Sharon Cox, Principal Consultant 
Cox and Associates

The Simplified Organizational Profile: 
Discover your improvement priorities – fast!
David McClaskey, President  
Pal’s Business Excellence Institute

Value Stream Mapping: A LEAN How-to
Cheryl Hild, Faculty
University of Tennessee Center for Executive Education

Afternoon 
Half-Day 

Workshops
 12:30 – 4:30 p.m. 

Applying the Criteria Systematically
John Vinyard, Managing Partner 
Genitect

Benchmarking for Results
Kay Kendall, Associate
Baldrige-Coach

Emotional Intelligence: 
Why EQ matters more than IQ (and how to use it)
Ed Groody, President 
Mike Simms, Consultant 
Ed Groody & Associates 

Root Cause Analysis: Improving the “P” in PDCA
Duke Okes, Knowledge Architect
APLOMET/Applied Logical Methods 




