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Understanding the Nature of Best Known 
Practices & Human Behavior 
 
To truly derive the benefit from being exposed to Best Known Practices, it is important to become 
aware of typical human behavior when innovations are presented, especially from external/non-
resident sources.   
 
Virtually all Best Known Practices pass through 3 stages: 
 

1. Ridicule - The idea is mocked and discounted or not taken seriously. 
2. Contempt – The idea is openly attacked as long-held beliefs are challenged.  
3. Acceptance – The idea is accepted as routine and “the norm” as its value is “self-evident.”  

 
Rather than dismissing new ideas, perhaps a more considered opinion could be achieved from a state 
of Humility and a spirit of openness… as the new idea may hold the potential to enhance your 
respective organization enormously.  
 
MVI does not like the phrase “Best Practice” as it is somewhat arrogant. We favor “Best Known 
Practice” with no assumption that it is the “ultimate” or “final” discovery of an improvement in an 
organizational context.  
 
Most Best Known Practices are not common or are widely adopted. Otherwise they would not be 
called “best” as this is a comparative determination. These ways of operating tend to be “Outlier” 
practices that differ with the majority. Therefore, by definition, “Best Known Practices” will tend to pass 
through these stages despite our best efforts in nearly all settings. Perhaps we can mediate these 
phases via self-awareness.   
 

Benchmarking  
 

There are three primary purposes of benchmarking. 
 

 Management – The Precise Direction of Energy and Resources 

 Identification of Best Practice/Innovation  

 Accountability – The Creation of a Meaningful and Powerful Culture 
 
Management – It is impossible for any Manager to have any legitimate claim of being a professional 
in any given field without knowledge of the norms of quality and cost. All Managers are hired to 
manage resources and direct them to the purposes of the organization. Knowledge of the norms of 
quality and cost (as well as the extremities) comes from a national perspective of the industry at large. 
This Association seeks integrous management, where community/national resources are not wasted 
due to ineffective operations. It is known that the best managed organizations, including Hospices, are 
fervent adherers to benchmarking, as the absence of external references often leads to complacent 
and, sometimes, delusional management.   
 

So what if you are hitting your own marks in a vacuum! ~ Jack Welsh 
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Identification of Best Known Practice/Innovation – Benchmarking provides “indications of Best 
Practice” or innovation. Without such, the determination to examine a practice is quite subjective.  
 
Accountability – Benchmarking provides an enormous degree of Accountability, as the external 
reference provides a basis of comparison, which can alert an organization or group of problems or 
non-Standard performance. This Accountability supports organizational and group integrity. It also 
helps to cull the worst-managed organizations from of the group, as they are often the most resistant 
to benchmarking, due to a deluge of human factors such as embarrassment, pride and other ego-
related positions.  
 

Managing Well  
Elevating Public Trust via Integrous Management of Community/National Resources 
 
The image of many Hospice organizations is that of kind and caring people who are less concerned 
about management and holding people accountable. It would be helpful to change this perception. 
Public trust in Hospice has diminished over the years and Hospice has had its share of high-profile 
stories in the media which have added to this perception. We want to demonstrate true stewardship of 
community/national resources, and not have members ask the community, unnecessarily, to bail out 
poor or even average managed Hospices. We do not want our members to justify poor management 
under the guise of “compassion” and “high quality.” We want to manage-well out of respect for our 
communities, as well as to simply pay talented staff well. This leads us to the impetus to improve our 
management practices. We believe if we are to “lead the field,” we must promote Integrous 
management and the highest ideals of the Hospice mission. Hospice is “Managed Care with a Soul” – 
and the persuasive evidence will always come from benchmarking of the norms of quality and cost, as 
all human history tends to follow an economic path.   
 

 

How MVI Gathers and Systemizes “Best Known Practices”  
 
There is no single organization that embodies all Best Known Practices. Therefore, MVI assembles 
these practices into a single composite. A practice that MVI recommends might contain components 
from a dozen different Hospices. MVI (1) identifies a practice (usually signaled by an outlier data-point 
in benchmarking) and then (2) organizes/systemizes the practice for distribution/access to MVI 
Network clients. We get the specific practice insight from inquiry as well as from professional 
observation. Sometimes a Best Known Practice is very subtle such as the use of a specific word or 
phrase used in a clinical visit. Other times, it is an entire paradigm that is so counterintuitive it is 
jarring!  
 
Examples:  
 
When MVI gives advice on Admissions, the practice we communicate is usually not from just one 
Hospice, but rather, it is a synthesis of several Hospices. Therefore, our advice on Admissions might 
be a composite of the practices of 5 Hospices combined into one.  
 
Sometimes, a Best Know Practice is the result of an overarching philosophy or way of viewing the 
world that results in a “cumulative” effect. Often many of the most dramatic practices are cultural and 
do not show in a financial statement expressly. Examples of this include “outlier” compensation 
practices or Spirituality, which is normally not a line item on the Balance Sheet!   
 



                                                     

Multi-View Incorporated Systems 
PO Box 2327 Hendersonville, NC  28793  

1611 Asheville Highway, Hendersonville, NC 28791 
828-698-5885   Fax: 828-698-5884  www.multiviewinc.com 

What enables practices to be extracted reliably is experience based on hundreds and hundreds of 
visits to Hospices and thousands and thousands of interactions with the quantification to back the 
practice. However, it is realized that even the most astute individuals can be blinded by their own 
knowledge and therefore miss the essence or significance of a practice. It is only with a high degree 
of Humility and openness can a person or organization make huge advances in the recognition of 
Best Known Practices. Once recognized, Integrity (the domain of Courage) is then needed to 
transform the practice into concrete reality as deviation from the herd is often an emotionally 
uncomfortable/unsupported position.      
 
 
Best Practices?  
 
MVI prefers to use the phrase “Best Know Practices” rather than “Best Practice” as the latter implies a 
notion of finality which is often incorrect.  Voltaire, arguably one of the 5 brightest people to ever walk 
on the earth had this to say about “knowing it all,”  
 

“To have doubt is an unpleasant condition, but to be certain is absurd.” 
 
Thus, there is great value in Humility… 

 
Serving from a place of Love for All expressions of Life,  
 
Andrew – CEO & Chief Teaching Officer 

 


