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NETIQUETTE:
MAXIMIZE YOUR E-MAIL EFFECTIVENESS
By Kari Klatt, RN, LCSW, C-ASWCM, Stowell Associates, Milwaukee, Wisconsin

E-mail communication
with business associates,
clients and family members
has increased exponentially.
In a 2007 Pew Internet
and American Life Project
survey, researchers found
that 73% of United States
adults connect to the
Internet regularly. Almost
all of these adults use
e-mail. This means the
average adult has more
daily communication to
manage in a timely and
efficient manner.
Many who have written
about this subject have
suggested that e-mail has
created more obstacles
and inefficiencies for
working adults.
For Example:
How many times have
you volleyed messages

admitting you still listen to
eight-track tapes.” What is
an eight-track tape?
Our care managers
communicate with
family members and
occasionally clients on
a regular basis. We have
a process in place to
integrate these important
communications into the
client record. I recognized
there was considerable
variability in the formatting
of these professional
communications.

with a colleague over
the course of several
days just to schedule
a meeting? How many
tasks were interrupted
to participate in this
exchange of e-mails?
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E-mail is commonplace
today. Tom McNichol,
independent journalist,
author and consultant,
said “admitting you don’t
have an e-mail address
these days is almost like

When it comes to business, regardless of the
mode of communication
used, professionalism and
courtesy never go out of
style. The following are the
guidelines we chose for
our agency.
Please continue the
story on to page 3

C O N T R I B U T O R S

Thank You To Our Designer:
Milissa Clark
of Reality Marketing and Design
mc@realitymarketing.com

“We’re always looking
for more NEWS!”
Please send your articles or ideas today!

PRESIDENTIAL
by Jan

MOMENTS

Welsh
Chapter President 2011-2012
Congratulations to Susan Wack who recently won the
Outstanding Chapter Award for 2012. Susan joined the
organization in 2007 and immediately became active.
She was elected to the chapter board one year later and
many of you will remember her name appearing as the
newsletter editor.
Speaking of the benefits of being active in the membership,
I have been thinking of the many colleagues I have
met over the years. I started by getting a mentor,
then becoming a mentor. Beyond that, I have had the
opportunity to meet care managers from across the
country and even to share clients with several including
care managers from California, Arizona, Massachusetts,
Cleveland, Ohio, New York, New Jersey and Florida.
One of the most remarkable events was when a colleague
in Cleveland retrieved a brain damaged client of mine
from a less than notable hotel in Cleveland. The client
managed to get herself to the Cincinnati bus station
and took the bus to Cleveland with no ability to care for
herself. The Care Manager from Cleveland, won her over
(no easy task), drove her to the airport and boarded her
onto a flight to Cincinnati where I was able to pick her up.
Yet, another time, an Arizona Care Manager, found care
givers for my client’s 2 week trip through the Sedona
Valley and Grand Canyon regions in Arizona. The client
suffered from advanced dementia and was on a 2 week
trip with her husband. The tour stopped at different hotels

every other night so the Care Manager had to find care
givers spread across 6 remote locations. He did it without
batting an eye!
Don’t forget, we also have terrific conferences, such as our
fall conference in Indianapolis, for gathering and meeting
each other as well as the many opportunities to work on
unit, chapter and national committees.
Attending our peer case conferencing sessions is another
great way to meet care managers from different areas.
These relationships increase business, clinical expertise
and provide a great source of peer support which is vital
to our ability to thrive as care managers.
I want to take a moment to promote the webinars
produced and presented by national. There are 134 people
registered for the Harold Ivan Smith session entitled,
“How Caregivers Deal with a “Jerry Springer” Family”.
About half the webinars are clinical which are free to
certified members; the business webinars are offered
for the nominal fee of $29.95 to members!
Welcome to members who have recently joined the
chapter: Nicole Christopher, Tammy Dickman, Diana
Marrs, Lisa Scott, Lynn Seidl-Babcock, Pam Stoelzel,
and Georjean Sweis.
Enjoy the rest of your summer and I look forward to
seeing many of you in Indianapolis, Jan!

Peer Case
Teleconferences
Sign up now for an NAPGCM Telephonic Peer Case Conference!
They are part of your member benefit package and are free to active members.
These toll-free conference calls challenge us to approach our
unique day-to-day Care Management activities in creative new ways
and meet NACCM certification requirement for consultation/supervision too.
Advance registration is required.
Watch for monthly e-mail announcements about how to take part.

2012 PEER CASE TELECONFERENCE SCHEDULE
July 18, 2012

Wednesday

4 pm CT / 5 pm ET

August 15, 2012

Wednesday

4 pm CT / 5 pm ET

September 19, 2012 Wednesday

4 pm CT / 5 pm ET

October 17, 2012

Wednesday

4 pm CT / 5 pm ET

November 21, 2012 Wednesday

4 pm CT / 5 pm ET

December 19, 2012 Wednesday

4 pm CT / 5 pm ET

RSVP or Send All Questions to:
Kimberly Such-Smith, BSN, RN, LNC, CMC, nursereview@charter.net, (507) 358-4670 or Annice Davis White at thecaringheart@sbcglobal.net

NETIQUETTE:
MAXIMIZE
YOUR E-MAIL
EFFECTIVENESS
Continued from Page 1

When You’re the Sender...
• Make sure that the e-mail is
the right communication tool
for the job.
• Communicate as if your e-mail is
on company letterhead at all times.
• Always use a subject line.
• Start with a greeting; assume
the highest level of courtesy
as Mr., Mrs. or Dr. until you are
told otherwise.
• Send copies of your e-mail only to
those who need the information.
Don’t flood your supervisor’s mailbox with unnecessary information.
• Be brief, direct and clear. Get to
the point as quickly as possible.
• If possible, stick to one topic
per message.
• Be discreet; don’t expect e-mail
to be private. People you never
intended to read your message
may see it.
• Follow the rules of good writing
(spelling, grammar,
punctuation, usage).

• Use full sentences with proper
sentence structure.
Do not use all caps
or all lower case.
• End your e-mail
by stating what
action you expect.
• E-mail is less formal;
it is not necessary to
have a formal closing
such as sincerely or truly yours.
• Do not use e-mail to discuss
confidential information.
• Read the e-mail before you send it.
• Avoid flaming, the expression
of hostility against someone
via e-mail.

When You’re the Recipient...
• Respond promptly. This is a
customer service issue. By not
responding promptly you may
appear disorganized, disconnected
or risk being outperformed by
your competitors.
• Don’t make any assumptions about
the sender’s emotional state; you
just don’t know for sure.
• Don’t escalate a conflict
by sending an emotionally
charged response.

• If you are referring to a previous
e-mail, include enough of the
e-mail to provide a context for
the response, but no more.
The greater-than sign (>) is the
most conventional way to quote
someone else’s e-mail words.
• Give yourself permission to
periodically turn away from your
inbox so you can take some time
to finish other activities.
• E-mail has inspired a surge
in communication, but it may
not be the right tool for some
communications.
Do not use e-mail to send an
urgent or time sensitive message;
there is no guarantee it will be
read immediately.
E-mail is also not the right tool
for a high impact message such
as a death notice; a phone call
is more appropriate.
Finally take advantage of the e-mail
software to help you organize your messages such as rules for incoming messages and indentify certain messages
with colored flags. BTW, FYI, ROTFL
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UNIT LEADERS

Chicago: Noreen Coussens
Partners in Senior Care - Grayslake, IL 6003
847-548-1330 ncoussens@partersinseniorcare.com

Cincinnati: Peggy Slade-Sowders
Living Well Senior Solutions - Cincinnati, OH
513-561-0222 pslade-sowders@erhinc.com
Cleveland: Lois Mahar
ElderLife Advisors - Cleveland, OH
216-931-1300 lois.mahar@roadrunner.com
Detroit: Diane Hischke
Serving Seniors - Rochester Hills, MI
248-375-9125 nurse@servingseniors.net
Indiana: Vacant
Connie Croyle - Franklin, IN
Elder Care Consulting and Management
317-3460-0440 cc4eldercaremgt@centurylink.net
Kansas City: Annice White
The Caring Heart - Overland Park, KS
913-901-8666 thecaringheart@sbcglobal.net
Mid-Missouri: Anne Reeves
Elder Care Resources, LLC - Columbia, MO
573-881-5008 eldercaresupport@aol.com
Milwaukee: Kari Klatt
Stowell Associates SelectStaff - Milwaukee, WI
414-963-2600 karik@elderselectstaff.com
Minneapolis: Kathleen Dempsey
Pathfinder Care Management / Rent A Daughter
Minneapolis, MN
612-729-9096 kathleen@pathfinder-scc.com
Eastern Iowa: Shari Mailander
CarePro Care Management - Cedar Rapids, IA
877-369-9692 smailander@careprohs.com
Omaha: Jan Hannasch
ElderLife Consultants - Omaha, NE
402-330-3079 janrn@cox.net
St. Louis: Judy Mange
Aging Well - St. Louis, MO
314-962-9115 mangej@msn.com
NAPGCM STAFF
NAPGCM
P 520.881.8008 F 520.325.7925
M-F 8:00 a.m. to 4:30 p.m., MST
3275 West Ina Rd Ste 130
Tucson, AZ 85741
Kaaren Boothroyd, Exec Director
kboothroyd@napgcm.org ext 7001
Amanda Mizell, Technology/
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Julie Wagner

jwagner@napgcm.org ext 7007
Sarah Garcia,
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Pam Carlson, Meeting Planner
meetings@napgcm.org
520-270-1541
Membership/Organizational Support
amizell@napgcm.org ext 7005
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Submitted by
Jan Welsh

MEMBER SPOTLIGHT
2012 OUTSTANDING CHAPTER MEMBER AWARD
Susan Wack is the winner of the 2012 Outstanding Chapter Member Award.
The award was announced at the annual meeting held during the national
conference in Seattle, April 21st. This is a prestigious award and the awards
ceremony is always a highlight of the conference.
The criteria for choosing the recipient are as follows:
• Contributions to the growth of the Midwest Chapter by participation
on the board, committees, conference planning and other programs.
• Sustained leadership and involvement in Chapter activities.
• Involvement on the National level to promote
Chapter and National activities and development.
The chapter has benefited in many ways from Susan’s work. She made an indelible
mark on the chapter board with her service from 2008 through 2011. From chair of
the Communications Committee where she revamped the newsletter, oversaw the
website and eblasts as well as spearheaded the chapter’s move toward electronic
communication to organizing the 2011 board retreat, Susan
sets the standard for clear, concise and pleasant communication. Currently, she serves on the national Educational
Alliances Committee and is helping with the Indiana unit.
Susan is serving an important role in planning the 2012
Chapter Conference in October. She is always there with a
clear, reasoned and pleasant answer and she sets the standard for clear communications.

OUTSTANDING CHAPTER MEMBER
PAST RECIPIENTS
2011 - Connie Croyle

2005 - Judy Mange

2010 - Reva Felder

2004 - Debra Sorensen

2009 - Jan Welsh

2003 - Kim Hand

2008 - Jan Hannasch

2002 - Marianne Ewig

2007 - No Award Given

2001 - Lois Mahar

2006 - Phyllis Brostoff

2000 - June Ninnemann

Susan Wack
MSW, ACSW, LCSW, C-ASWCM

SW Professional Care
Management LLC
Carmel IN
(317) 496-7062
susanwack@gmail.com

2012 Annual
Mid-West Chapter
GCM Conference
October 19-21, 2012
The Westin
of Indianapolis

Units On The Go!
In the first quarter of 2012 the Midwest Chapter Units held 8
meetings, which were attended by 68 members, 6 guests and
2 new members. Cleveland, Kansas City, Minneapolis and
Omaha do not have active units at this time.
Cincinnati Unit — Peggy Slade-Sowders Unit Leader
Member, Anne Sutton-Burke, MPA,CMC, Jewish Family Services
Director of Aging and Caregiver Services, was selected by
the Council on Aging as the “2012 Outstanding Professional in
Aging”. Anne received her award at the Forum on Aging on
March 7th. Anne is currently the President-elect of the
Association for Professionals in Aging Board.
Eastern Iowa Unit — Shari Mailander Unit Leader
Unit Leader, Shari Mailander of CarePro Care Management, is
retiring. Chris Bangtson of Prairie Rose Care Management has
accepted the Unit Leadership position. She will be contacting all the
care managers in the Eastern Iowa region to set up a meeting in the
near future.
Indiana Unit — Connie Croyle Reporting
Indiana Unit met March 20 at The Indianapolis Westin Hotel. This
beautiful downtown hotel will be host site for the 2012 Midwest
Chapter Conference to be held in Indianapolis
October 19-21. The planning committee enjoyed lunch at
Shula’s Steak House onsite to ‘taste test’ their menu and
discuss plans for the conference. Cheryl Hendrixson, member
hostess and our conference liaison with the hotel, made this
meeting possible. We look forward to greeting Midwest Chapter
members and guests this fall in Indianapolis!

Mid Missouri Unit — Anne Reeves Unit Leader
Our Mid-Mo Unit met once this quarter. We discussed local senior
issues and brainstormed the idea of turning the Senior Center into
a “one stop shop” for Columbia and surrounding area seniors. We
have seen increased interest in our group and expect to have more
visitors at our next meeting this month. We also are going to start
having monthly meetings instead of just quarterly ones.
Milwaukee Unit — Kari Klatt Unit Leader
The Milwaukee chapter hosted our first of four 2012 Advanced
Clinical Topics. This year we are collaborating with community
organizations to provide the location for our Advanced Clinical
Topics. On March 23, 2012 Vicki Conte, Community Outreach
Coordinator, Parkinson’s & Movement Disorders Program at
Froedtert & the Medical College of Wisconsin presented “What it
Feels Like to Think with Parkinson’s: Emotional and Cognitive Issues
in Parkinson’s Disease”. Vicki had several experiential activities that
sensitized us to the challenges of communication with someone
living with Parkinson’s disease. The program was hosted by Alexian
Village. The program was attended by 50 health professionals.
On May 11, 2012 Attorney Terry Campbell will present “Current
Issues in Legal and Financial Planning: Impact of Changes in
Legislation, Funding Programs, the Economy and Family Structures.
The program will be held at EastCastle Place in Milwaukee.
St. Louis Unit — Judy Mange Unit Leader
The St. Louis Unit met monthly with our January meeting being
an all-day retreat where activities for the year were discussed. We
will continue with monthly meetings at new facilities. The meetings
will include either an educational or peer conference or resource
sharing component. The unit is planning a continuing education
program for the professional community in the fall- the topic will be
“Slow Medicine” and will be followed by a happy hour with slow food.

Newsletter Reviewby Gail Lee
We are in the process of re-designing our website which will be
linked to the national site with our own page and a member’s only
section. The member’s page will require a log in and password
to access that will allow us to post items that are not for general
public viewing. We will also develop a social media presence
on Facebook, LinkedIn, Twitter and a Blog which will promote
communication on articles and topics. To maximize our social
network presence, we want to submit or make comments that
help promote traffic to the website. The social media sites will
provide consumer education, increase professionalism for our
businesses and the profession.
One of the big trends related to rapid changes in how information
is distributed, is the “going green” movement to reduce paper use
and increase electronic communication. In an effort to support
the green movement and people’s styles of utilizing information,
beginning with the next issue of this newsletter, members
will receive it electronically. It is important for you to go to
the national site and make sure you have updated your
contact information since mailing and email addresses
are pulled
from the
national
database.

In recognizing that not all members want to access only an
electronic version, people can still receive a mailed hard copy
by opting “in” to that option. If a hard copy newsletter is not
requested by opting “in”, you will only receive an electronic
copy. The move to primarily an electronic version will generate a
cost savings in printing and mailing and save a few trees.
I know for me, I am more likely to read this type of newsletter in
paper format, because I can save it and read it in my leisure. If
it is in the computer and I have too many emails that day, I will
just delete it or it will get lost within all the emails. Cindy Womack,
who is also on the board and newsletter committee, is just the
opposite and discards paper versions and revisits emails. We want
to respect each person’s style and be fiscally responsible with the
funds available to promote the chapter so we would like people to
pick which way they want to receive the newsletter.
To opt “in” to continue to receive your mailed hardcopy,
please email Gail Lee at glee@yourestatematters.com.
As always the committee working on the new electronic formats
and the newsletter is always looking for your input into content and
design. If you would like to join the electronic communication
committee or the newsletter committee please let me know by
emailing me at glee@yourestatematters.com

2012 MIDWEST CHAPTER GCM BOARD OF DIRECTORS
President: (2010-2012) Jan Welsh MS, CRC, CMC
Special Care for Older Adults LLC - Cincinnati OH
(513) 242-3587 • welcare@fuse.net
Executive Committee – Chair, Mentoring Committee
President-Elect (2012): Debra Feldman MSW, LCSW, CMC
Debra Feldman & Associates - Buffalo Grove, IL
(847) 913-1700 • feldman.debra@comcast.net
Executive Committee, Membership Committee – Co-Chair,
Nominations Committee – Chair, Mentoring Committee
Vice President (2012-2013): Connie Croyle MSW, ACSW, LCSW, C-ASWCM
Elder Care Consulting and Management - Franklin, IN
(317) 346-0440 • cc4eldercaremgt@centurylink.net
Executive Committee, Bylaws Committee – Chair
Secretary (2012-2013): Jennifer Beach BS, MA, LSW, C-SWCM
Rocky River, OH • (216) 406-3139 • jbeach@advocate4elders.com
Executive Committee, Nominating Committee
Treasurer (2012) Mary Pitsch CSW, CMC
Embrace Care Management LLC - Sheboygan, WI
(920) 451-6228 • Embrace_maryp@att.net
Executive Committee, Finance Committee
Board Members
(11-12) Gail Lee MA, LCSW, CCM, CEAP
Purcell and Amen – Attorneys at Law - St. Louis, MO
(314) 966-8077 • glee@yourestatematters.com
Electronic Communication Committee – Chair,
Finance Committee, Newsletter Committee
(11-12) Cindy Womack RN, BSN, CNRN, CMC
Encompass Elder Care - Springfield, IL
(217) 341-8561 • encompasseldercare@comcast.net
Newsletter Committee – Co-Chair, Nominations Committee
Electronic Communication
(11-12) Kim Such-Smith BSN, RN, CMC
Nursing Analysis & Review - Byron, MN
(507) 358-4670  • nursereview@charter.net
Peer Case Conference Co-Chair,
Nominations Committee, Ethics Committee
(12-13) Annice White MS, CMC, LCHA
The Caring Heart - Overland Park, KS
(913) 901-8666 • thecaringheart@sbcglobal.net
Peer Case Conference Co-Chair
(12-13) Chris Bangtson MS, CMC
Pairie Rose Care Manager - North Liberty, IA
(319) 337-8922 • chris.bangtson@gmail.com
Unit Coordination – Co-Chair, Membership Committee
(12-13) Joel Gottsacker BA, MSW, LMSW, CCM
GeriatRx, LLC - Farmington Hills, MI
(248) 660-0651 • joel@GeriatRx.net
Electronic Communication Committee, Finance Committee
(12-13) Kari Lee Klatt LCSW, RN, C-ASWCM
Stowell Associates - Milwaukee, WI
(414) 963-2600 • karik@caremanagedhomecare.com
Newsletter Committee – Co-Chair
(12-13) Sherry Kostman PSYD, MA, CCM
Senior Bridge - Northfield, IL
(847) 441-4388 • skostman@seniorbridge.com
Membership Committee – Co-Chair, Ethics Committee
(2012) Marianne Ewig MSW, ACSW, CASWCM
September Managed Care For Later Years - Milwaukee, WI
(414) 774-5800 • septewig@gmail.com
Mentoring – Chair
(2012) Judy Mange MBA, PT, CMC
Aging Well - Saint Louis, MO
(314) 962-9115 • mangej@msn.com
Unit Coordination – Co-Chair, Ethics Committee,
By-Laws Committee, Membership

We want this to be
THE Premium Newsletter for
Long Term Care & Geriatric Issues
Send us suggestions/info on:
• Seminars
• Educational Opportunities
• Newsworthy Info
• Personnel Changes

ADVERTISE NOW

in the MW GCM Newsletter!
Full Page $125 • 1/2 Page $85

WORDS OF WISDOM & HUMOR
LESSONS LEARNED
Any and all compliments can be handled by simply saying
“Thank you”
though it helps if you say it with a Southern accent.
Some people are working backstage,
some are playing in the orchestra,
some are on-stage singing,
some are in the audience as critics,
some are there to applaud.
Know who and where you are.

1/4 Page $65 • 1/8 Page $35

You can either control your attitude or let it control you.

Positioning Rates:
Back half page $175
Special Placement add $35

You have the right to become angry, but never the right to be cruel.
Others do not have the power to make you angry, you let them.
Consider the opinions of others, but never live by them.

Everyone seems normal until you get to know them.
You are different... just like everyone else!
True friendship continues to grow,
even over the longest distance.
The same for true love.

www.caremanager.org
www.midwestgcm.org
National Association of
Professional Geriatric Care Managers
MidWest Chapter

Midwest Chapter

For More Info Contact the Editor:
Kari Klatt via e-mail at
karik@caremanagedhomecare.com

The two most essential words for a healthy, vital relationship: “I apologize”

c/o Susan Wack, MSW, ACSW, C-ASWCM, LCSW
SW Professional Care Management, LLC
P.O. Box 3425
Carmel, IN 46082
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January 14 — December 27
April 6 — March 30
July 6 — June 29
October 5 — September 28

