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Satisfaction

Presented by:

Linda Hollinger-Smith, RN, PhD, FAAN 

Illinois nursing home administrators and social workers will earn 3 clock 
hours of continuing education for attending. Registered nurses will earn 
3 contact hours of continuing education credit for attending.  

The Illinois Health Care Association is approved as a sponsor of con-
tinuing education for nursing home administrators and social workers 
by the Illinois Department of Financial and Professional Regulation. 
Oakton Community College, Alliance for Lifelong Learning, Continu-
ing Education for Health Professionals is accredited as a provider of 
continuing nursing education by the American Nurses Credentialing 
Center’s Commission on Accreditation.  

Linda Hollinger-Smith, RN, PhD, FAAN is Senior Vice President for 
Research for Life Services Network of Illinois.  Dr. Smith was crucial 
in the refinement and expansion of the Confidence Customer Satis-
faction Survey that is the recommended survey tool for the Road to 
Excellence.
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ns This seminar is also being offered by the Illinois Council on Long Term 
Care (773.478.6613 or nursinghome.org) at the Hilton in Oaklawn on 
Wednesday, March 5 and at the Holiday Inn in Skokie on March 11.  
Life Services Network (630.325.6170 or lsni.org) will be offering this 
seminar at Bobak’s Signature Events and Conference Center at Seven 
Bridges in Woodridge on March 13.  Please contact each association 
for information regarding their sessions.

Membership discounts for this seminar at all locations are available for 
members of the Illinois Council on Long Term Care, the Illinois Health 
Care Association, and Life Services Network of Illinois.



•	 Wednesday, March 19, 2008 - Northfield Inn, Suites and  
    Conference Center, Springfield 

•	 Thursday, March 20, 2008 - Rend Lake Resort, Whittington

If you want to receive acknowledgement through the mail, include 
a self-addressed, stamped envelope with your fee.

•  Refunds will be honored if requested prior to FIVE business days 
   before the presentation for which you register. No refunds will be 
     honored after that date; however, substitutions are accepted without 
    prior notification to IHCA.

•  Members of the Illinois Council on Long Term Care (ICLTC), Life 
     Services Network (LSN) and the Illinois Hospital Association (IHA) may 
    register at the IHCA member rate.

•  Registration will not be guaranteed without payment.  Persons who 
    have paid in full will have priority for available seats over those who 
    have not paid in full or persons that register on-site. 

•  Phone registrations will NOT be accepted. Registrations may be 
    faxed (with credit card payment) to 217.528.0452.

•  For more information, please contact the IHCA office at 1.800.252.8988 
    or 217.528.6455. 

Road to Excellence: Customer Satisfaction
Participants (type or print clearly)

1_____________________________________________________

2_____________________________________________________

3_____________________________________________________

Facility_________________________________________________

Address________________________________________________

City, State, Zip___________________________________________

Phone, Fax_ ____________________________________________

Which site will you attend?
	 	Springfield		            Whittington	
		  March 19, 2008	                      March 20, 2008
Payment
____	  Member of IHCA, ICLTC, LSN, or IHA................................$  95

____	  Non-Member, each person.................................................$190

Total early fee  $_______

Add $25 per person for registrations submitted less than five business 
days prior to the presentation for which you register. (Substitutions will 
be accepted on-site for registrants unable to attend.)

Total late fee  $_______

Total  $_______
	 	Check enclosed (payable to IHCA)
	 	Charge to:	  Visa	 	MasterCard	 	American Express

	 #_________________________________________________

	 Expiration Date  _______  Security Code  ____ (3 digits required)	

	 Signature__________________________________________

	
Return with payment to:	Illinois Health Care Association
	 1029 South Fourth Street
	 Springfield, IL 62703-2224
                                          217.528.0452 (Fax)

	 AMOUNT	 CK#/CC	 RECEIPT #	 MEMBER	 DATE
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At the conclusion of this seminar, participants should be able to:

•  Explain compliance, quality assurance and marketing benefits to 
    the facility by conducting customer satisfaction surveys

•  Implement tools to help your facility prepare for the customer  
    satisfaction survey process

•  Discuss how to conduct successful customer satisfaction  
    surveys

Springfield/ March 19
Northfield Inn, Suites & Conference Center
3280 Northfield Drive  •  217.523.7900

Take I-55 to Sangamon Avenue (exit 100-B).  At stop light turn right 
onto Dirksen Parkway.  Proceed north for approximately 1/2 mile.  Turn 
right on to Northfield Drive.  The hotel will be on the right.

Whittington/ March 20
Rend Lake Resort
11712 E. Windy Lane  •  618.629.2211

Take I-57 to Illinois Route 154 (Exit 77).  Proceed west on Route 154 
and follow signs for Wayne Fitzgerrell State Park and Rend Lake 
Resort. 
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The long term care profession in Illinois has come together to launch a 
jointly developed statewide initiative called the Road to Excellence.
The 2008 Goals of the Road to Excellence are:

• Measure and improve customer satisfaction

• Prevent and reduce pressure sores

• Manage and reduce pain

The Road to Excellence is intended to compliment and support ex-
isting facility efforts and is designed to highlight in an organized and 
measurable way the overall success of care efforts of individual facili-
ties and staff working together.

In addition to an overview of the Road to Excellence, this seminar 
will focus on the first goal fo the initiative- Customer Satisfaction.  
The presentation will review the compliance, quality assurance and 
marketing benefits to the facility of conducting customer satisfaction 
surveys.  The seminar will profile tools to help your facility prepare 
for the customer satisfaction survey process and tips on successful 
customer surveying.
 
The seminar will also cover how to best use the results of the satisfac-
tion survey in comparison with other facilities in the state and in your 
geographic area.

The Road to Excellence Customer Satisfation prsentation will be 
relevant to administrators, marketing, admissions and public relations 
directors, social services coordinators, activity directors, volunteer 
coordinators,and anyone responsible for good customer relations.

8:00 a.m.	 Registration and Continental Breakfast
8:30 a.m.	 Overview of the Road to Excellence
9:15 a.m.	 The Benefits of Customer Surveys
9:30 a.m.	 Get Ready, Get Set, Go! 
10:00 a.m.	 Break
10:15 a.m.	 Using Your Survey Results
11:15 a.m.	 Next Steps
11:30 a.m.	 Adjourn
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