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Know that in many ways, I’m not the same guy 
as earlier in my career… Less dogmatic and 

dictatorial – not much into “right or  wrong” –
even teaching helping supposed “competitors” 

out. You will find that I try to avoid the words –
always, never, all, - as there are paradoxes 

usually contained within each…
The point is…

How can I be as 
helpful as possible?
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Professional Perspective
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If you are inclined, Follow and Listen on Spotify… 
Good Karma!

6th Week 



I find that it is most helpful to see your 
organization as an exciting adventure 

for you to experiment with…
Creating an “ideal” work environment or 
“Conditions for Success” for your People. 

This “inside-out” approach is a sound 
plan and creates capability, great 

economics and enables you to attract 
and retain Top Talent to work with! 
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is devoted to being one 
of the most “Life-Affirming” &

“Liberating” energies that you 
could subscribe to…just as we 
absorb such wonder, delight

and insight from !  
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The best and most sound 

in uncertain times, especially 
with all the unknowns now, is 
to run a High-Quality, Highly-

Profitable business…828-698-5885



The methods I’m going to 
discuss are ones I’ve learned 

from others and from CEOs 

that I have to get  
similar incredible results.
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“Similar” has more integrity from “the same” results as 
there are always an infinite number of variables in 

ANY given situation, scenario or organization. 



To know they work…all one 
needs to do is look at the bank 

account and quality scores.

is in the NUMBERS…
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Ups and Downs of an Organization
• Through growth or period of distraction, 

there is a natural “coming undone” and 
disorganization that occurs such as Non-
Standard performance, higher than normal 
turnover, some decline in quality, etc. These 
are simply “phases” of the organization… 
SO CUT YOURSELF SOME SLACK! 

• Then just “go to work” on where you know 
your seams are frayed and need re-set!

• This a NATURAL part of the process of 
Growth! 
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The Steps
1. For Accountability to be possible, Standards must be created. I 

use Benchmarking and normally set the Standards a bit higher 
than the median or 50th percentile. This knowledge of the norms 
of quality & cost, through benchmarking, gives me professional 
perspective with which to make sound professional judgments.

2. I dig into MVI practices (Best Known Patterns at that time), into 
EACH major data-point topic where the benchmarked result is 
not what I want. Then I prioritize in light of: 

a) How much result can we get? 

b) Will it be difficult or easy to implement the practice?

3. I look, with my most pragmatic eyes, at my Managers… Can 
they create an electric work atmosphere and achieve the 
Standards? I give people only a month or 2 to impress me. I 
expect them to find the practices.

4. I “Ride the P&L” and the Key Metrics until I get what I 
want…100% of the Standards done on a day-to-day basis. No 
other outcome is acceptable. The numbers lead my month-to-
month management. REPEAT, REPEAT, REPEAT, REPEAT...
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To get results in the real-
world, most of it will come 

down to the CEO’s and 
Manager’s ability to teach

without losing talented 
people. 828-698-5885



Unless a CEO is willing to
“Do Accountability” – applying directives, 

even getting rid of those that aren’t 
achieving the RESULTS you want, there is 

really little hope for an organization…

Most Hospices die today, not due to any 
other  factor except 

Weenie-ish Leadership…”



The Topic of Personal Transformation 
and Empowerment



Because of the importance of this topic, a 
simple definition, known verbatim, is needed by 

the organization. 

Accountability is owning one’s life 
without blaming others or 

circumstances. 



The Skill of the Manager 
is that of “doing” 

Accountability without 
losing Talent. 

This involves having a compelling Vision, 
gaining respect, creating trust and having a 
supportive/transformative relationship where 

you can Teach Accountability effectively. 
This will cure so many problems.



Really, one might say, that the 
ability to

Teach Accountability 
Effectively 

WILL be the determinate of 
success or failure or mediocrity.

This means having a DEEP understanding 
of Accountability beyond a pedestrian level. 



Victimhood and blame
are not very empowering…

Simply taking responsibility for one’s 
attitude is a CHOICE and is the 
beginning of positive change!

You want to get yourself1 and your 
people2 beyond victimhood, blame 

& excuse…

The teaching of Personal Accountability is 
the beginning of creating a culture of 

Self-Regulation/Self-Control. 



A DEEP Understanding of Accountability
• If a “victim” world-view exists, a person will blame and point 

fingers at others and circumstances. Little progress will be 
accomplished. It is a weak energy state.

• When acceptance is learned “This is where I am…and I 
have something to do with it – and only God and I can 
really change my life.” Then one can say, “What can I do?” 
This is the beginning of personal power and advancement.

• As one matures and learns not to fight the idea of 
Accountability, one begins to see it as helpful and that it 
actually gives one’s life meaning. Meaning is created… A 
sense of fulfillment comes and a sense of healthy 
organizational pride from being part of a group or group 
effort. You lose the feeling of Separateness.

• Complaints and bad attitudes become less and less… 
People self-regulate with little need for supervision…



Who are you Accountable to?
• Yourself

• Your Family

• Your Co-Workers

• God…all that is…
– That little black beetle…

– That tree in the back yard…

– That house you live it…

– That uniform you wear…

– That car you drive…

– That air you breathe…

– That body you have…

– That bird singing to you from the high branch…



Payoffs from a 
Deep Understanding of Accountability 
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Teaching Accountability Effectively

1. Create a Standardized Definition of 
Accountability. 

2. Accountability needs to Hired For as well 
as Cultivated Culturally. 

– We want people that want to grow Spiritually.

3. The Ongoing Cultivation of Accountability:
 The 3 Questions with a Call-Out on “What day 

is it?”

 System7!!!
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Money is obviously important…and needed to 
fulfill the MISSION of Hospice… 

We need to be GREAT at it! The financials 
are perhaps the best way to 
manage…Quality & Economics….They 
will lead one throughout an 
organization and TELL you where to go 
to work… 

Money is a fantastic teaching tool… The Nazarene 
used money in approximately 1/3 of the parables…



Productivity is OVERRATED…

It is more  important to establish

“Sustainable High 
Standards.” 

Standards that give at least 
double digit  profits & quality at either

1 or 2 in your market.828-698-5885



Key Points in Creating Standards
• Set most of your Standards based on Benchmarking 

with most all of your Model NPR%s “slightly” better 
than the median. 
– This will result in a cumulative 12-14% profit without a great deal of 

work at any single person’s part.

• One of the BIGGEST mistakes a Hospice can make is 
setting LOW profit Standards whether FP or NFP. One 
is setting themselves up for heartache and failure long-term. The 
point is, why waste money needlessly when a superior product & 
service can be provide for less?

• All work done within an 8-hour day without overtime. 

• For clinical Standards, I take my highest performing 
clinicians and back the performance down 
approximately 20%.



Only Behavioral Standards ! 
1. Perfect Phone Interactions. 

2. Dress in SD apparel. 

3. Perfect Visits with Perfect Documentation. 

4. Time to Meet, Ass in the Seat! – Eight58, 
Eleven17, Transformation Four29  

5. Report all service failures (gifts) to the 
CEO/Chief Teaching Officer. Remedy 
before the Sun sets.
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Dig into MVI practices,
(the Best Known Patterns at that time) 

into EACH major data-point 
topic where the 

benchmarked result is not 
what I want.
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Resources for Key Frustrations 2.0
THIS will get a 

Hospice or 
Homecare 

organization going 
in a great direction 
to solve or greatly 

alleviate most 
common 

organizational 
frustrations and 

issues. It is  
“Directional 

Correctness” - with 
the first step…which 
will REVEAL the next 

steps! 

As management, look at your RESOURCES & ASSETS…
MVI is a key relationship asset to deploy… and relationships with “know-how” 

are among, if not, the most valuable…



Each major 
Frustration is 
identified. 

“Where to Start?”
is defined along 

with resources & tools 
in each section!  



Get folks using the MVI Website 
and UNLIMITED Technical Support

1. Legacy Box – Mom’s Photos – Are 

Chucks 8mm DVDed?

Just contact us as we’ll get each person a login, no problemo...
If you can’t find info on a topic, just contact us! 



A particularly good Flashpage…

1. Legacy Box – Mom’s Photos – Are 

Chucks 8mm DVDed?

Are you getting 
them in this 

wild, 
encrypted, 

high security, 
SPAM-filter 

world?

Just 
contact us 
and we’ll 
get each 
person in 

the system! 



As CEO, I review MVI Benchmarking so I know specifically 
“where” we have dents as well as where we are doing well. 
This also tells me where I need to become familiar with 
Best Known Patterns in key areas. 



Prioritized Action List
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with your most pragmatic eyes, 
at your Managers… Can they create 
an “electric work atmosphere” and 

achieve the Standards? 

I normally give people 2 months or 
so to impress me. And I expect THEM 

to find the Best Known Practices. 



this does not negate the CEO’s 

professional obligation to 
know the basics of each area so 

that they can know if we are getting 
the results we want. 



The of 
An attitude of Humility and 

Openness will cure both people 
and organizations. Lack of 

Humility is perhaps the primary 
challenge for most Hospices. 
Fear is no doubt related… s!!! 

This is perhaps the most important attribute 
one can cultivate. 



The 3 Characteristics You Want in 
Managers

Intelligence
Energy

Integrity
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Self-Control



Intelligence can be 
defined as 

And higher intelligence is the ability to transpose successful 
“patterns” from one domain or area to another.



Why do people often have a hard time 
implementing Model Practices? Simple…  
These are not uncommon to virtually all Best Known Practices from use of penicillin to the idea that the earth is not flat 
or that washing hands decreases infections… All revolutionary ideas…

1. Unfamiliarity – Humans gravitate to the familiar and comfortable. 

We are habit-creatures…and new habits or thinking takes effort, and often 
courage. 

2. Lack of Confidence/Belief in the 
Practices – Implementers lack the experience of seeing the practice 
work and the results. MVI is not theory-based or academic…but pragmatic –
“what has worked”… We have direct or observed experience which gives us 
incredible confidence in the practices espoused. Adopters often must trust until 
they gain the first-hand experience…and see the results in CAHPS scores, in 
turnover %s, and the financials.

3. For CEOs, Fear of Public Humiliation – This 
one of the greatest fears of humans. Being an Outlier takes guts… People are 
not usually treated well when they deviate from the Herd…



Normally Distributed Bell Curve

1) Use unique/powerful methods of People Development.

2) Are highly “spiritual” organizations.

3) Have unique and different compensation practices. 

Elevated 
Consciousness 

of Integrity

100% of the 
organizations in 

the 90th

percentile 
long-term:



Learn to take advantage of this! 
The Herd is SLOW…
Do the practices that the Herd 
and Huddled Masses are 
AFRAID of doing! 



A Manager provides the 
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“Riding the P&L” through the use 
of Monthly Benchmarking
Of the Hospices I have personally helped manage, here is how I do it 
on a Month-to-Month basis. I call it “Riding the P&L”… This has 
proven to be an EXTREMELY EFFECTIVE way to manage a Hospice 
of a few thousand or 30 patents a day. 

Here are a few examples of past results:

• 18.5% average over 10 years

• 16% average over 6 years

• 28% average over 7 years

• 13% average over 5 years

• 14% average over 12 years
We have some that do much, much better than these but they are being served by 
other MVI team members. Nor does it include my current Magic clients.

Of course, this is with ZERO community support. And all of these are 
“averages” which mean that in the early years, profit was lower than the 
later years when we were hitting on most cylinders…Most that is!



“Riding the P&L” through the use of 
Monthly Benchmarking
Here is what I do…

1. I print out both the MVI Benchmarking for the 1) Month and then 2) 
YTD.  I’m using my Unit or Memo accounts so it is EASY to run these 
without any additional manual input work. I run the MVI 
Team/Location Reports to analyze team or site performance.

2. Anything that significantly deviates from the Model is Red Circled and 
investigated. The Red Circles are prioritized according to 

1. where the biggest gains could be realized as well as 

2. what can be addressed with the least effort.

3. At first, you may have a lot to review, but later on you know WHY such 
deviations exist. Normally, anything above the Model is unacceptable. 

4. I reference Best Known Practices for each area.

5. Then…GO TO WORK and work with each Manager on the practice in 
the Red Circled areas. I ride people until the performance is in 
Standard or until they quit. It’s pretty straight-forward…and in a 
surprisingly short period of time, the organization is soaring! 

There are a good number of CEOs that do the same thing…ALL are highly successful with margins over 14%.



The Reasons you use 
MVI Benchmarking specifically 
• It is designed for on-going Management. 

• It is designed for Managed Care.

• It shows the Best Known presentation, flow and categorization of 
Costs, which you would want to emulate in virtually all of your other 
management reports. This makes it easier to teach employees and Board 
Members as you only have one method to teach. It also does not confuse people with 
different groupings. It shows not too much or too little detail. Enough for FOCUS.

• It doesn’t take any extra work to process with most Accounting 
Systems using Unit Accounts as all you do is click on a button to send 
us an encrypted email. Plus we benchmark the SAME data you would 
use to manage or should be using to manage anyway. The use of Unit 
or Memo Accounts in your Accounting System are Key.

• It is FRESH every month…and you can see how other Hospices are 
doing in comparison to you as well as how Hospice care is evolving.



Critical POINT – Important!
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When benchmarking, DO NOT USE the 
Filter Criteria to only compare your 

Hospice with certain types of 
Hospices such as by tax status or ADC. 
You want to compare your performance with ALL other Hospices in the 

data-base. Otherwise, you “dumb down” your Managers as they will 
lack a national professional perspective. Small, Large, NFP and FP 

ALL have things to teach those with Humility. Also people sometimes 
choose comparison criteria based on, “We don’t look so bad in this 

one…” A form of Weenie-sim. Face the TRUTH…the Numbers!

Use the Filter Criteria to answer specific questions in about 20 seconds and for finding 
differences between different types of Hospices.  



The Specific MVI Benchmarking 
Reports I Use Every Month 
1. Executive Dashboard – High Level View of operations

2. Hospice HomeCare NPR%

3. IPU NPR% (if applicable)

4. Indirect Analysis

5. Cost Per Visit-Hour by Discipline (Update EMR quarterly)

The other reports in MVI Benchmarking I use as 
needed. 

This is used to get the cost by diagnosis, payer, Medicare Advantage, 
referral source, physician, team, clinician or other demographic.  



Monthly Benchmarking







In addition to your MVI 
Benchmarking reports, you need 
your Team/Location Report, which 
does  basically the same 
calculations as benchmarking, so 
you can give attention to  
Managers that are succeeding as 
well as those that are not 
achieving the Standards.    
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Team/Location Report       (1 of 3 slides)



Team/Location Report       (2 of 3 slides)
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Team/Location Report       (3 of 3 slides)
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Major Things to FOCUS On!   
1. Perfect Visits with Perfect 

Documentation 

2. Develop Extraordinary Clinical 
Managers

828-698-5885

Perfect = To the Standards 
of the Organization



How Perfect Visits Cure Most 
Quality & Financial Woes!  
1. Patients/Families are Happy! Complaints are RARE. 

2. Team sizes of Clinical Managers easily increase.

3. Billing goes out on time with little effort. 

4. Less Compliance Staff are needed.

5. Marketers don’t have to Lie…Quality is easy to sell in a 
broken healthcare world.

6. Census increases as a direct result of radically increased 
QUALITY!

7. Financials surge.

8. CAHPS scores surge.

9. Less Staff are needed and organizations can flatten.

10. You don’t have to worry about a ZPIC (or similar) KILLING 
you off! You’re tight!
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Lead by 
Example

Be rather than to Seem…

All Quality comes from the Quality of your 



Cool Operational FACTS about MVI! 

1. Manages itself with the SAME practices recommended to clients – We take our own Medicine! 

2. Has not increased the rate of any Network/Benchmarking client in 24 years – This is achieved 
through the use of the practices of the 90th percentile and spreading costs – “Economies of Scale” –
over hundreds and hundreds of Hospices. Try to find even one other company that has not increased rates over that period of time!

3. Has only 1 operational meeting a week – There is no need for many meetings if things are not 
breaking and all employees are performing to 100% of Standard on a day-to-day basis. 

4. MVI Staff are paid using the Compensation System we recommend to Clients.  – If it works, why 
would we not use it? “Skin in the Game” works and weeds out people that lack confidence in their 
abilities! Low bases with high incentive based on quality and meeting Standards on a continual basis.

5. All Calls answered within 3 rings… - We typically go years without a violation of this Standard. Our 
longest streak was 4 ½ years.

6. NO LONG-TERM Contracts – Long-Term contracts signal low confidence in value. We do month-to-
month as we believe your business must be earned every month.

7. UNLIMITED Technical Support – For Practices and the Accounting/Financial function/Benchmarking. 

8. Preparation of your Hospice Medicare Cost Report is included! This is HUGE! A cost report 
normally costs from $2,500 to $3,000 on the open market.  This means that the practice advice costs 
only $1,000 a year or approximately $100 per month. A single practice can created tens, hundreds or 
millions in value!  

9. LOW TURNOVER – People normally do not quit MVI…However we do upgrade our team as we 
identify needs. This low turnover is due to emphasis on a culture of Spirituality and Personal Growth.

10. High Accountability Culture – Sub-performance is not tolerated and is addressed immediately.  
Accountably is owning one’s life…without blaming others or circumstances… This creates personal 
power, defeats victim mentalities…and liberates people to explore their potentials…

Sometimes it is good to have an idea about the company that works on your behalf…perhaps 
things to imitate or perhaps gain an appreciation for what happens “behind the scenes…” 

Key Relationship



Questions/Contact 
Information: 

mvi@multiviewinc.com

828-698-5885
www.multiviewinc.com


