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The Foreign Language Challenge in U.S. Hospitals

wo problemsareemerging asmajor issuesfor U. S. hospitals.

The first problem is the growing number of healthcare

professionalsthat speak English asasecond language (ESL);
and the second problem is the growing number of patients that
don't speak English at all.

We have a shortage of doctors in primary care and in all
disciplinesinrura communities. We are experiencing ashortage of
nurses throughout the country. Our Nation has seen arise in the
number of foreign physicians and nurses immigrating to fill these
vacancies. As the numbers rise, the issue of miscommunications
rises.

Misunderstanding of orders or lack of clear instructions to a
patient is causing an increase in errors at atime when the focusis
on reducing and eliminating medical errors.

Addressing thischallengeis Carnegie Mellon University. It has
asoftware program called NativeAccent™ and is being sold under
the name Carnegie Speech*. At a lower cost and more available
than ahuman tutor, this softwareletsindividualswith ESL totrainin
the privacy of their office. It showsthem what sounds and rhythm
towork on and points out what they can do to improve. Professionals
can useit over and over until they are confident with their speech.
Thebasic system providesover 50 hoursof training material for all
of the sounds of English and its rhythm. Lessons are adapted to
problemslinked to the user's native language and the computerized
tutor adapts each individual lesson according to the user's personal
progress.

Learning aforeign languageisnot only aquestion of getting the
words and syntax right. You can't be understood until you can
pronounce it well. NativeAccent is designed to let users speak,
then give them feedback as to how they did — what to correct and
how to correct it. The Carnegie Speech product uses state-of-the-
art speech recognition technology from Carnegie Mellon University.
The product is being used throughout the world in call-in centers
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The Foreign Language Challenge in U.S. Hospitals (Continued...)

associated with U. S. companies. It is now
available and very affordable to hospitals and
health systems.

Thesecond mgjor issuefacing U. S. hospitals
IS understanding and communicating with
patients that don't speak English. Patients can't
understand doctors and nurses and vice versa
when they speak different languages. A Tucson-
based company, CyraCom, has the solution.
CyraCom provides and supports ClearLink™,
a patented dual handset phone specifically
designed for medical interpretation. Accessing
services using ClearLink is like having trained
on-site medical interpreters at your disposal 24
hours a day, every day, in more than 150
languages.

With the touch of a few buttons, a health
care provider can have an interpreter ontheline
almost instantly. The ClearLink allows two
people to communicate continuously without
having to pass a single handset back and forth.
The sharing of asingle handset isnot transparent
because it can lead to longer interpretation
sessions and critical information can be lost in

communication. The ClearLink™ allows
patients and caregivers to remain on the line
throughout the conversation, and facilitates a
more natural flow of communication.

It takes the push of two buttons and less
than 30 seconds to select one of the 150
languages needed to get a trained medical
interpreter ontheline. Morethan 900 hospitals
and healthcarefacilitiesare using the product in
theU. S. Onemedical center inVirginiareports
that its monthly bill for the service (146 phones
throughout its campus) is $26,000. Spanishis
the most common language that needs
interpreting, but as many as 60 languages have
needed interpreting at the Virginia hospital
including the most frequent: Russian,
Vietnamese, Arabic and Farsi.

Thanks to new technology, the challenge of
dealing with the growing foreign population is
getting resolved.

*FULL DISCLOSURE: The publishers of this electronic
newsdl etter have asubsidiary that isthe sole distributor of the
Carnegie Speech training program in the U. S. healthcare
industry. For information about this training product call:
(406) 586-5929.
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PHNSisaninnovative hedthcare servicescompany providing strategic outsourcing
servicesininformation technol ogy, health information management and receivables
management to over 400 hospitals. PHNSisnot aconsultant, vendor or software
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company but apartner, asolution. PHNSunderstands healthcare because our partnersarehealthcareand hedthcare
only. Unlikeitscompetitors, PHNS strategically alignsitself with ahospital'sclinical and financial goalsand
objectives. Throughitsuniquebusinessmodel, PHNS reduces costs by aggregating, consolidating and sharing
resourcesamong itsparticipating hospital partners. PHNS hel pshospitalsmanageinformation systems, computer
technol ogy, patient records, coding and patient billing toimprove patient care, safety and efficiency and increase
profitability and efficiency. For moreinformation, visit www.phns.com.
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Using Imagination for Motivation
By Fred Lee

went through the Disney training program earlier inmy

career. During my first day inthe program, our instructor

used imagination to motivate us. "l magine some good
friendswhom you have not seen for along time but would
loveto see," hesaid. "You just found out that they will be
here on Friday to spend the weekend with you. What will
you doto get ready for their visit?”

We madealist. Clean the bathroomsand hang up clean
towels. Change the sheets on the bed. Vacuum the carpets.
Stock up on specia food and drinkswethink they will like.
Mow thelawn. Wash the cars. Thelist went on.

Then he asked usto make another list. "What are some
thingsyouwould do or refrain from doing whilethey arehere
if youwant them to have agood time and come back again?”

At eachtablewemadeasecond list. Cater to them. Ask
them what they wanted to do and do it with them. Let them
usethe bathroom first. Serve them good food and be eager
torefill their glasses. Be polite and friendly. Respect their
privacy. Be up before they are so we can greet them in the
morning. Ask themif they're having agood time. Smileand
be cheerful around them. Dressnicely. Don't pick your nose.
Say please and thank-you and excuse me. Play the kind of
music we know they like. Don't air the family's personal
problems in front of them. Put their needs first. The lists
varied, but these were the kinds of thoughts that were
expressed.

Then our instructor pointed to the combined list of our
answerson hisflip chart. "Weall know how to treat aguest
in our home, don't we? It's no different at Disney. We are
hosts, every one of us. Our customers are called guests.
Please treat them as you would if you knew each one of
them personally and liked them. Treat them asyou would if
they were staying inyour own home. Anddo it every day, al
thetime. Help uskeep our promiseto them that we are here
to make them happy — just as you would make your own
guestshappy.”

Thisisusing imagination for motivation, not cregtivity.
Thetwo aredifferent. Motivational imagination beginswith
questionslike: What would you doin thissituation? If such-
and-such happened to you, how would you fed ? Thesekinds
of questionsprompt ustoimagineared stuation, thenandyze
or rehearse our response.
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Therearefour levels of motivation.

To show how important imaginationisin motivation, let's
examinefour typesof motivation and arrangethem according
totheir power to affect our actions. We'll go from weakest to
strongest.

LEVEL 1: Compliance (doing what someone makes me
do).

Whenmy motivefor doing somethingisto get anextringc
reward or avoid punishment, | amdoingit fromthemotivation
of compliance. It'swhen my bosssays, "If youwant X, you
will havetodoY." Thiscould beathrest or abribe. I1t'sbased
on the assumption that | wouldn't be likely to do it unless
spurred by external reinforcement. If | don't do what is
required, | will get written up or fired. If | do such and such,
I will get a prize or a bonus. Compliance is always in
relationship to some external authority who hasthe power to
giveor withhold rewardsand punishments. |n management it
isoften called the carrot-and-stick approach. Thisislevel-1
motivation and representsthe weakest motivation becausea

(Continued...)
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Using Imagination for Motivation (Continued...)

personwill stay incomplianceonly aslong astheauthority is
present and continues to give extrinsic rewards or
punishments.

A workplace focused primarily on compliance is a
paternalistic (adult-child) culture because managersarelike
parentswho lay down the lawsto children who had better
obey them or el se. Although complianceisacommon festure
of most work environments, we need to notethat in terms of
human motivation, it is the weakest, and places the
responsibility for success on the shoulders of acontrolling,
paternalistic authority. Sincetheworldisfull of peoplewho
don't want to grow up and take responsibility, and plenty of
otherswith an obsessiveneed to bein control, it often becomes
the natural managing style.

LEVEL 2: Willpower (doingwhat | believel should do).

The next level of motivation, synonymous with self-
discipline, iswhen | do something on my own because |
believel shoulddoit, evenif | don't feel likeit. Nobody is
making medoit. | doit becausel believel should. It takes
willpower to do something | believel should, especidly when
| don'tfedl likedoingit. Another word for willpower isself-
discipline. | believel should exerciseinthemorning. | setthe
aarm. When the alarm goes off, | am sleepy and it's cold
outside. What | fedl likedoingisskipping it and stayingin
bed. But, likeadrill sergeant, | tell myself: Get up. Don't bea
wimp. You promised yourself you would do this. You know
you should. Comeon, let'sgo! When | dothething | believe
| should, al on my own, therewardisintrinsic. No oneis
thereto congratulate meif | do or ridiculemeif | don't. | pat
myself on the back for my victory over my feelings.
Psychologicdly, alifefilled with suchvictories, whoserewards
comefrominsideof me, buildsmy self-esteem and sense of
competence, something compliance doesnot do.

Sincewe know that people are better motivated by values
than compliance, a great deal of effort is being spent in
companies to forge and communicate statements of core
valuesintended to awaken the desirein employeesto do the
right thing whether authority iswatching or not. Better that
someone act from asense of ethical imperativethan fear or
sdfishness. Thedifficulty with thisapproach, however, isthat
values haveto beinternalized before they can becomethe
sourceof self-discipline. They don't work hanging onthewall,
especially in aculture of compliance. And employees are
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quick to become cynical if they do not see these values
reflected in the behaviors of their leaders or in the actions
taken by the company, especialy inacriss.

LEVEL 3: Imagination (doing what | want to because |
fed likeit).

Thisisthemost interesting, at least to me, becauseitis
through imagination that my feelingsare created inthefirst
place. Itisalso through imagination that my feelingscan be
changed. We often hear it said that you should not make
certain decisions on the basis of emotions. But that isvery
hard to do unlessyou areamaster of self-discipline. If | can
changemy fedlings, however, therequired actionwill bemuch
easier sincel don't haveto use sheer will power to overcome
them. When my feelings make me want to, instead of not
want to, the motivation ismuch more powerful. That'swhy it
occupies level 3 in the model. The startling truth is that
imagination ismore powerful than willpower.

LEVEL 4: Habit (doing what comesnaturaly).

Habit isthe most powerful motivation of all, at level 4,
becauseit iswhat wedo without thinking. Obvioudy wedon't
do anything without thinking, in thetechnical sense. Butwhen
weusethe phrase”l didn't think," we are speaking of force
of habit. It'sour knee-jerk responseto stimulus. Habit isthe
result of al the programming we have absorbedinlifeand
the repetitious responses to events. My force of habit is
shutting the alarm off and going back to sleepwhen | said |
would get up and exercise. My bad habitsareall thethings|
do that seem to get intheway of my best effortsto achieve
better hedlth, increased knowledge, greater accomplishment,
and more rewarding relationships. Our lifelong pursuit of
competence and character isan effort to replace bad habits
with good ones.

I will continuethis concept of the power of imagination
to motivatein afuture column.

Fred Leeis a highly popular speaker;
and the author of "If Disney Ran Your
Hospital." His book was named the 2005
book of the year by the ACHE.

You can contact Fred at
FredLee@patientloyalty.com
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