
 

 

 

 

 

Congratulations Krista Heap and Rose Riggan for being the featured March, 2014 I CCAIR 
recipients 

One of our wildly important goals (Wigs) for 2014/15 is Exceptional 
Experience for All; really understanding what matters most to our 
patients in our hospital, and in our community. In the midst of thinking 
about the importance of seeing care through the patient’s eyes, this 
lovely note of appreciation arrived in my in-box. I thought....wow and 
this is what exceptional experience looks like and feels like to those we 
care for.  
“The service we received by both Rose and Krista was some of the best, 
most genuinely caring, helpful, insightful and going way above and 
beyond their call of duty that I've ever seen. Everything from those 
ladies was with a smile and happy to accommodate us in every way. 
Child birth can obviously be a very chaotic, stressful and sometimes 
scary time; they were more than competent in their ability to take 
charge and control and guide a first time mother through a very easy comfortable experience. Any questions we had for Rose were 
met with warmth and a true feeling that she cared on a personal level. Krista even swung by to check on us and say hi and make sure 
we were comfortable and okay the next day even though we weren't in her section. Ladies like these, with their exemplary service 
are superlative examples in their field and need to be officially recognized for their outstanding care, professionalism and personal 
touch.” Thanks, J.S., N.F .and M.  
 
There are some very key words in this thank you note genuinely caring, insightful, above and beyond the call of duty, accommodate 
us, smile, competent, take charge, control, guide, warmth, true feeling of caring at the person level, checking in the next day. These 
are the elements of an exceptional patient experience and they aren’t costly new equipment or technology: they are competent, 
professional staff who are genuinely caring people connecting one patient at a time to meet and respond to what matters most to 
the patient and family. Krista and Rose, thank you for living our values and providing an exceptional experience for this patient and 
family.  
 
Nominator: Susan Gregoroff 
 
What is the I CCAIR Recognition Program?  
I CCAIR is the exciting new recognition program at CMH designed to enthusiastically acknowledge and celebrate the stories of living our core values; Caring, 
Collaboration, Accountability, Innovation and Respect (CCAIR!). This program is open to all the exceptional people of CMH including staff, volunteers and physicians. 
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