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Have you ever had a question you were afraid to ask? 
Some people don’t like to draw attention by asking 
questions in a large group. Others worry about being 
perceived as bothersome. 

One place you should always feel safe asking questions is 
with your health care provider. Whether you are in urgent 
care, a physician’s office or a hospital, your provider is 
there to serve you. You should speak up whenever you 
have a question pertaining to your health or treatment. 
Why is this so important? You (or your loved ones) are your 
best advocate, and taking an active role in your health care 
will help reduce the opportunity for medical errors.  

Each year, McKee Medical Center takes part in national 
and hospital-based initiatives aimed at improving patient 
safety. Many are developed by The Joint Commission, 
an independent, nonprofit organization that accredits and 
certifies 18,000 health care organizations and programs 
in the United States, including McKee. Among The Joint 
Commission’s 2011 goals:
• �Using at least two ways to properly identify patients, 

such as verifying a patient’s name and date of birth. 
• Improving staff communication. 
• �Taking extra care of patients who take blood-thinning 

medications.

• �Determining all medications that a patient is taking  
and sharing that information with the next caregiver  
and the patient’s regular physician. 

• �Taking a time out before surgery to verify that the  
correct procedure is being done on the right patient  
at the correct place on the patient’s body.

• �Marking the surgery site on the patient’s body prior  
to a procedure.

There are more, but this list gives you an idea. The Joint 
Commission has also created videos that address this 
topic at www.youtube.com/user/TheJointCommission.

Patient safety is the cornerstone of delivering excellent 
patient care. Take an active role in your health care. 
Speak up to make sure you and your loved ones get the 
care you need!  

Sincerely,

Marilyn Schock
Chief Executive Officer

Websites not belonging to this organization are provided for information only. 
No endorsement is implied.

A MESSAGE FROM MARILYN SCHOCK, CHIEF EXECUTIVE OFFICER

continued on page 13 …

Service from the Heart

Improving Each Patient’s Experience
Clinic leaders in Banner Health’s Big 
Thompson Medical Group are taking new 
aim at customer service through a four-
part training series for its 268 employees 
and physicians.

The emphasis on customer service – 
referred to by health care providers as 
patient experience – is common in hospi-
tals. The government requires hospitals 
to publicly report their patient experience 
survey scores. Soon, Medicare and 
Medicaid payments for patient care will 
be linked to how well a hospital scores on 
the survey.

To kick off training, Big Thompson staff 
members heard from Shalis Stinson,  
service excellence director for Banner 
Medical Group, at a presentation in 
Loveland in April. Banner Medical Group 
oversees Banner’s physician clinics.

Looking Ahead
Stinson says in the next three to five years 
physician clinics also will be required to 
participate in patient surveys. Even so, 
Banner Health leaders and employees 
want to improve the patient experience 
because it’s the right thing to do.

Office managers gathered with Shalis Stinson, service excellence 
director for Banner Medical Group, for a patient experience 
training seminar.
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Where Experts Work Best.
Leading the Way

McKee Medical Center Adds a  
Second Surgical Robot

Did You Know? 
In 2010, John Crane, M.D., and McKee Medi-

cal Center were designated an epicenter by 

Intuitive Surgical,® the manufacturer of the 

surgical robot. McKee is one of 21 hospitals 

in the country to receive this designation and 

welcomes physicians from around the country 

who travel here to train with Dr. Crane.

Also in 2010, McKee became the first hospi-

tal in Colorado to offer minimally invasive 

transoral robotic surgery. Using the surgical 

robot, Sarvjit Gill, M.D., removed a cancerous 

tumor from the back of a patient’s tongue by 

accessing it through his mouth, rather than 

slicing open the jaw as was done previously for 

this type of surgery. This procedure radically 

reduces surgery time, lessens the risk of  

disfigurement and causes fewer complications.

In less than two years, McKee Medical  
Center has become a national leader in 
robotic surgery. To meet the growing patient 
demand and to accommodate the increasing 
number of surgeons performing robotic 
surgery, McKee recently purchased a second 
surgical robot, an additional surgeon console 
and a simulation training console. 

The second robot will go into operation early 
this summer and will provide more flexibility  
for physicians to schedule procedures. In  
addition, with the dual console, two 
physicians can operate the surgical robot 
simultaneously. This can serve as an 
important training tool and also provides 
valuable collaboration during the procedure.

Focusing on Our Patients
“Patients do a lot of research prior to surgery 
and they are becoming increasingly aware of 
advantages associated with robotic surgery,” 
says John Crane, M.D., gynecological 
surgeon with OB/GYN Associates in 

Loveland. “This additional robot, the 
additional console and the training device 
ensure that we remain on the forward edge  
of this evolving technology, which provides  
so many benefits to our patients.”

The training console allows physicians to 
simulate actual procedures in a nonclinical 
setting. They can structure their own curricu-
lum, review techniques and warm up before 
an actual case. 

“Banner Health and McKee Medical Center 
are committed to using the latest technology 
and education to ensure we deliver a patient 
experience that is safe, efficient and effec-
tive,” says Bert Honea, M.D., chief medical 
officer for McKee. “This training console is  
an important part of that strategy.”

Read more about McKee’s surgical 
robotics program by visiting  

www.BannerHealth.com/mckee keyword: 
McKee robotics.

Elizabeth Howell, M.D., an obstetrician/ 
gynecologist with McKee Center for Women’s 
Health, performs a training exercise on the new 
da Vinci Skills Simulator at McKee.

McKee Medical Center and NCMC

Recipients of Clinical  
Excellence Awards 
When you need emergency care, how do you choose a hospital? If you want a facility  
ranked among the top 5 percent in the country, according to HealthGrades,® consider  
McKee Medical Center in Loveland and North Colorado Medical Center (NCMC) in Greeley.  

HealthGrades has given both hospitals its 2011 Emergency Medicine Excellence Award,™ 
which recognizes the top 5 percent of acute care hospitals nationwide based on quality of 
care provided to patients in 12 areas. Those areas include: heart attack, bowel obstruction, 

continued on page 15 …
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Mitral Valve Replacement

Heart Patient Finds New Life
Rock and mineral collecting is a passion for 
57-year-old Helen R. Sullivan of Loveland. It 
brought her and her husband, Gerry, together. 
They’ve built a business around it. It takes them 
on travels near and far.

If something was to thwart Helen’s rock collect-
ing trip to Mulligan Peak in Arizona earlier this 
year, it would have to be a pretty big deal. It was.

In February as Helen prepared for her trip, she 
didn’t feel right. She had been seeing physicians 
after she was diagnosed with congestive heart 
failure in 2006. However, she didn’t think they 
adequately evaluated her recent discomfort.

Diagnosis Leads to  
Open-Heart Surgery
Finally, she went to see Robert Tello, M.D., 
with Banner Aspen Internal Medicine. He had 
something to say about her travel plans. “He 
said, ‘You’re not going anywhere.’ He heard a 
murmur and a whooshing sound in my heart,” 
Helen says. “My heart was broken, but I was 
grateful that someone had finally listened and 
heard the problem.”

Helen met cardiologist Brian Lyle, M.D., with 
the CardioVascular Institute of North Colorado 
at McKee Medical Center who got the ball 
rolling toward what eventually would be mitral 
valve replacement. That same day Helen saw 
cardiothoracic surgeon Maurice Lyons, D.O., at 
McKee. She had an echocardiogram, and Dr. 
Lyons explained her condition in detail and said 
she needed surgery. On March 25, she had 
open-heart surgery at North Colorado Medical 
Center (NCMC) in Greeley.

“From then on I’ve been doing much better,” 
she says. “That is due to my husband’s support, 
the doctors, nurses and hospital staff. Everyone 
is so positive.”

“[NCMC] was amazing,” Helen says. “It’s a big 
place, but I really liked the idea that you don’t 

have to get moved around all the time. My hus-
band said it was easy to find me. They came 
out and kept him apprised of the situation while  
I was in surgery. They all seem so happy.”

On the Road to Recovery
Now Helen has started cardiac rehabilitation  
at McKee. “They hope that by three months  
I should be able to get back up on Devil’s  
Backbone again.”

Helen added special thanks for Bo Borton, an  
X-ray tech in McKee’s cardiac cath lab. A few 
days after her cath procedure but before her 

open-heart surgery, Borton followed up with  
a call to Helen at home. He told her that he  
had been in her shoes having had open-heart 
surgery himself. He wanted to answer any  
questions she had to ease any of her fears.

“It was special of him to have gone that extra 
mile,” Helen says. “I consider him one of  
my angels.”

For more information, visit  
www.BannerHealth.com/ 
HeartValveDisease.

Open-heart surgical patient Helen Sullivan in cardiac rehabilitation with exercise tech  

Shanda McGuire.
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The B.A.B.Y. Foundation 

National Doctors Day
Patients Honor Caregivers through the “Dear Doctor” Program 

We were so grateful for an organization that 
helps people with insurance. After Wyatt’s 
heart transplant, our bills were enormous. 
They would have buried us financially if  
not for the help of The B.A.B.Y. Foundation.”  
– Melissa (Mother of Wyatt)

Wyatt was born in October 2002 with hypoplastic 
left heart syndrome. He spent months at  
The Children’s Hospital in Denver and received  
a heart transplant in April 2003. For three years  
Wyatt battled with transplant rejection but  
remained strong and resilient through the process.

The B.A.B.Y. Foundation was founded in the 
spring of 2003 by a local obstetrician and her  

husband. They recognized this unmet need when an employee with health insurance faced  
skyrocketing medical bills for treatment of a child.

According to Foundation President Lexy Donnelly, “Families should never have to choose between 
getting medical care for their sick child and paying bills. The B.A.B.Y. Foundation helps to relieve  
some of that financial burden for families so they can focus on getting their child healthy.”

Foundation Board member and Banner Health pediatrician Bridget Brown, M.D., agrees. “While  
families are striving to do what is best for their children, rarely do they focus on the emotional and 
financial stress that they are under. The foundation helps to relieve that stress level during one of 
the most difficult periods of their lives.” 

The B.A.B.Y. Foundation is one of the funds administered by McKee Medical Center 
Foundation. To contribute or to learn more about The B.A.B.Y. Foundation, please visit the 

McKee Foundation website at www.mckeefoundation.org/Funds or www.thebabyfoundation.org. 
You may also send a check in the enclosed envelope and mark B.A.B.Y in the “other” category.

In 1991, the U.S. Congress established  
March 30 as National Doctors Day. To celebrate 
the 20th anniversary, people who were patients 
at McKee in 2010 were given the opportunity  
to thank a special doctor through the “Dear  
Doctor” Program.

Thirty former McKee patients took the time to 
recognize McKee staff members, physicians 

and nurses in honor of National Doctors Day. 
Those patients honored the following physicians 
for their care and clinical excellence:  
Drs. Thomas Blomquist, John Crane, Prema 
Jacob, Brian Lyle, Maurice Lyons, Bradford 
Keeler, Randy Marsh, Mark McFerran, Ted 
Norman, Joel Parliment, Antony Pearson, 
Arnold Pfahnl, Will Reents, Ed Risenhoover, 

Karin Schmidova, Dena Sheppard Madden, 
Ken Slack, Peter Smith and Robert Tello 
were honored with a message of thanks from 
their patients. Many thanks to everyone who 
responded. Your heartfelt thanks means so 
much to your caregivers.

The training “Service from the Heart” began by 
defining the patient experience, who and what 
contributes to the patient experience and why 
it is important. Future sessions will emphasize 
internal customer service, phone etiquette and 
patient-centered care.

Banner Medical Group encompasses 150 
physician clinics, including those in Loveland. In 
2010, Banner clinics had 2 million patient visits. 
Stinson predicts that number will be 2.5 million 
in 2011.

“We have the privilege and honor to have an 
impact on so many lives,” Stinson says.

It’s the little things that will make a huge  
difference: attitude, listening, smiling, appear-
ance, tone, thanking patients and explaining 
things in detail and in language the patients  
can understand. 

“These are things we talk about all the time,  
but having Shalis speak adds weight to it,” says 
Marilyn Morris, Big Thompson Medical Group’s 
Human Resources Consultant.

Improving Each Patient’s 
Experience … continued from page 2 

www.BannerHealth.com/BMG

www.BannerHealth.com/codoc 
for more information.
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The Giving Corner:

A Conversation with Bill Kaufman

Bill Kaufman, Foundation 
Board Member
Residence: 35 years in Loveland 

Spouse: Mary – married 10 years

Occupations: Bill is a local attorney with William G. 

Kaufman, P.C., Colorado State Representative 1992–

2001; Mary is a flight attendant for American Airlines

Commitment to McKee: Bill has been a Board  

member since 2005

Serving the Community 
With a passion for health care, serving the hungry, developing youth and 

fulfilling transportation needs, Bill’s volunteering efforts include:

• McKee Medical Center Foundation Board member

• Meals on Wheels of Loveland/Berthoud Board member

• �Longs Peak Boy Scout Council, vice president for legal affairs 

• �Colorado Transportation Commission, has served as vice chairman  

and chairman 

• First United Methodist Church member

• Loveland Rotary Club member

Bill Kaufman has been affiliated 
with McKee Medical Center  
professionally and personally  
for many years. 

“After a few years in the Colorado 
Legislature, I decided I wanted to 
be more active on a local level,” 
Bill says. “I have always admired 
McKee Medical Center. When I 
started practicing law in Loveland, 
McKee was one of three of the most 
respected institutions in town.  
I became a Foundation Board 
member because of the respect and 
affection I have for the hospital.”

An Indiana Boy Makes Colorado His Home
Bill was born in Nappanee, Ind., and earned his college degree in  
political science and history from Indiana State University followed by  
his law degree in 1976 from Emory University. Bill is also an Eagle  
Scout, Distinguished Eagle Scout and recipient of the Silver Beaver 
Award. Additionally, Bill rose to the rank of staff sergeant in the United 
States Air Force Reserves.

“I arrived in Colorado in 1976 with everything I owned in the trunk of my 
car, $300 in my pocket and more than $18,000 in debt from law school 
loans,” Bill says. “I was fortunate to land my first job as an associate work-
ing for Ray DeGood, an admired and respected friend of mine to this day.” 

In 1982 Bill struck out on his own with a private practice. He has  
practiced law in Loveland for 34 years. His twin brother, Dick, is  
also an attorney in Denver. “The best thing I ever did was to  
move to Colorado,” Bill says. 

Serving His State and Community
Bill served in the Colorado State House of Representatives from  
December 1992 to Jan. 1, 2001, beginning with his appointment to 
complete the term of John Irwin after Irwin’s death. Bill was reelected 
for three more terms. During that time he served as Speaker Pro Tem, 
Chairman on the House Judiciary Committee and Chairman on the Joint 
House and Senate Legal Services Committee. 

“One of my most enjoyable responsibilities in government was serving  
on the Quarter Commission, the group responsible for selecting the  
design for the Colorado quarter,” Bill says. While serving in the  
Legislature Bill was introduced to his wife, Mary, by a mutual friend.

“McKee has been a positive force in Loveland and the surrounding  
area for many years,” Bill says. “It is more than a hospital. It touches  
the community in many additional ways through the Stepping Stones 
Adult Day Program, the McKee Cancer Center and McKee’s affiliation 
with the Loveland Community Health Center. I’m honored to serve on its 
Foundation Board.”

   

“�McKee Medical Center has changed with the times and grown 
with our community to address community needs. It is a very  
progressive and forward-thinking institution.”   
 						            – Bill Kaufman
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McKee Presents Gala
Celebrate 30 Years of Giving at McKee Presents ... Hearts of the West,  
the McKee Medical Center Foundation’s 30th annual gala event presented 
by The Friends of the Hospital. With major sponsorship provided by Home 
State Bank, McKee Presents ... Hearts of the West, will be Saturday,  
Nov. 5, from 6 to 11 p.m. at the Embassy Suites in Loveland. 

Join us at this Western-themed gala event featuring tasty food and drinks 
and live music by “The Steve Manshel Band.” There will also be a live  
auction, Old West-style casino games, prize drawings and more!

One-hundred percent of the proceeds from McKee Presents will benefit the  
Stepping Stones Adult Day Program Capital Campaign. Stepping Stones 
provides participants an opportunity to socialize, build friendships and 
enjoy stimulating activities in a safe, caring environment. By tailoring activi-
ties to meet individuals’ specific needs, Stepping Stones becomes a place 
where dignity, confidence, security and independence are assured, giving 
participants new levels of freedom and enhancing their quality of life.  

In celebration of 30 Years of Giving, a special sponsorship level is avail-
able for businesses or individuals that would like to be in on the ground 
floor of the Stepping Stones Capital Campaign. The Stepping Stones 
Building Block Sponsorship is available for donors giving $1,000 in  
support of the gala. Call Dawn at (970) 203-2519 for more information.

To receive an invitation to the McKee Presents Gala,  
call (970) 593-6038 or visit www.McKeeFoundation.com  
for more information.

chronic obstructive pulmonary disease,  
pneumonia, heart failure, gastrointestinal bleed-
ing, diabetic acidosis, pancreatitis, pulmonary 
embolism, respiratory failure, sepsis and stroke.

Only four hospitals in Colorado were named, 
and McKee Medical Center and NCMC were 
the only two in Northern Colorado to receive  
the designation. In addition to the Emergency 
Medicine award, the two Banner Health 
facilities also received the 2011 Distinguished 
Hospital Award for Clinical Excellence.™ 
This is HealthGrades’ ultimate distinction 
and represents the overall assessment of a 
hospital’s quality for all procedures. 

“It is flattering to receive such high praise from 
a third party as well-known as HealthGrades,” 
says Rick Sutton, chief executive officer of 
NCMC. “Our community has always been  
supportive of our hospital and hopefully it will 
take as much pride in this recognition as we 
take in providing excellent patient care.”

HealthGrades analyzes nearly 5,000 hospitals 
annually using the most recent three years of 
Medicare patient data available. The company 
then compares actual performance to predicted 
performance for specific patient outcomes, 
mortality or major complications. 

“These distinctions reflect the high quality of 
care throughout our hospitals,” says Marilyn 
Schock, chief executive officer of McKee  
Medical Center. “Many of our admissions  
begin with a trip to the emergency department 
and these achievements show that high-quality  
care continues at every stage of their health 
care journey.”

Learn more about HealthGrades by 
visiting www.healthgrades.com.

Recipients of Clinical  
Excellence Awards  
… continued from page 3 
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Loveland, CO 80538 
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You Can Receive 
This Newsletter  
by Email
McKee eBulletin, the McKee Medical  
Center community newsletter, is  
available by email! If you would  
prefer to receive your version by  
email instead of regular mail, visit  
www.BannerHealth.com/McKee and 
click on Sign up for our eBulletin.   

This newsletter is a quarterly publica-
tion of McKee Medical Center, a Banner 
Health facility. For more information, visit 
us online at www.BannerHealth.com  
Keyword: McKee, or contact McKee  
Medical Center’s Public Relations Office  
at (970) 635-4031 or (970) 593-6073. If 
you would like to be removed from the 
mailing list, please call (970) 635-4031.

Paul Matthews, Public Relations Director
Sara Quale, Editor 
Lisa Bohlmann, Judy Chapman,  
Dawn Paepke, Contributing Writers

This publication does not constitute professional 
medical advice. Although it is intended to be accurate, 
neither the publisher nor any other party assumes 
liability for loss or damage due to reliance on this 
material. If you have a medical question, consult your 
medical professional. Images may be from one or 
more of these sources: ©Thinkstock, ©iStock, ©Fotolia. 
©2011 McKee Medical Center

Where Experts Work Best.

See our  
Summer 2011  
class listings  

starting  
on page 7!

Welcome Our New Doc

James Quillen, M.D., FACC 
Cardiologist

CardioVascular Institute of North Colorado

Dr. Quillen received his bachelor’s degree  
in chemistry at the University of California, 
Davis; his master’s of biochemistry at the 
University of California, San Diego; and his 
medical degree at the University of Southern 
California. He most recently worked with the 
Pacific Heart Group in Eureka, Calif. 

Dr. Quillen has been a general and 
interventional cardiologist for more than 18 
years. His personal interests include hiking, 
biking, kayaking and most outdoor activities  
as well as a passion for photography. 

FOUNDATION EVENTS

Loveland Little Sprint Triathlon
Where: 	 Mountain View High School, Loveland
When: 	 July 23, 12 p.m.

Birdies on the Green – Girls  
Golfing for Fun!
Where: 	 Olde Course, Loveland
When: 	 Aug. 18, 12 p.m.

Visit www.MckeeFoundation.com or call  
(970) 593-6038 for more information.




