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Wednesday, June 23, 2021
11:00 a.m. - 5:00 p.m. Conference Registration Desk Open
12:00 p.m. - 1:00 p.m. Strolling Lunch in the Exhibit Hall
12:00 p.m. - 6:00 p.m. Exhibit Hall Open
1:00 p.m. - 1:30 p.m. Welcome and Opening Remarks
1:30 p.m. - 2:45 p.m. Opening Session - Ritz Carlton - Creating an Exceptional Patient Experience 
 The Ritz Carlton Leadership Center
2:45 p.m. - 3:30 p.m. Break in Exhibit Hall
3:30 p.m. - 5:00 p.m. General Session - Ritz Carlton - Memorable Customer Service 
 The Ritz Carlton Leadership Center
5:00 p.m. - 6:00 p.m. Opening Reception in the Exhibit Hall 
6:00 p.m. - 8:00 p.m. Dinner and Casino Night

Thursday, June 24, 2021
7:00 a.m. - 5:00 p.m. Conference Registration Desk Open 
7:00 a.m. - 8:30 a.m. Florida MGMA Collaborative Committee Meeting
7:30 a.m. - 8:30 a.m. Buffet Breakfast in Exhibit Hall
7:30 a.m. - 2:45 p.m. Exhibit Hall Open
8:30 a.m. - 9:45 a.m. General Session – COVID 19 Panel Discussion – Moderator, Maddox Casey, CPA: 
 Panelists: Debbie Stearns, CPA, CMPE; Rob Parker, MBA, CMPE, CPXP and Noris Reyes
9:45 a.m. - 10:30 a.m. Break with Exhibitors
10:30 a.m. - 11:45 p.m. Breakout Sessions
  - Performance Evaluations, How and When to Discipline and Terminate – 
   Meredith Hirsh, MBA, CMPE
  - What To Do When The Feds Come Knocking, Practical Advice for Navigating Modern
   Healthcare Fraud Investigations in 2020 – Michael Magner and Bill Horton
  - Strategic Planning for Practice Administrators – Maddox Casey, CPA
11:45 p.m. - 12:45 p.m. Buffet Lunch 
12:45 p.m. - 2:00 p.m. Breakout Sessions
  - Taking Control of Your Practice’s Online Presence – Cameron Cox, III, MHA, FACMPE
  - The New Era of the War on Opioids – Michael Magner and Bill Horton
  - Presenting Financial Information to Physicians – Maddox Casey, CPA
2:00 p.m. - 2:45 p.m. Break with Exhibitors
2:45 p.m. - 3:45 p.m. Breakout Sessions
  - Washington Update – Drew Voytal
  - Can I Stay Independent, Yes Make It Happen – Cameron Cox, III, MHA, FACMPE
  - 5 Key Business Challenges Practices Face… and How You Can Address Them – Jay Hutto, CPA
3:45 p.m. - 4:00 p.m. Break 
4:00 p.m. - 5:00p.m. General Session - What Is Your Culture Club – Cameron Cox, III, MHA, FACMPE



Friday, June 25, 2021
7:00 a.m. - 11:30 a.m. Conference Registration Desk Open
7:00 a.m. - 8:30 a.m. Local Chapter Board Member Breakfast    
7:30 a.m. - 8:30 a.m. Buffet Breakfast 
8:30 a.m. - 10:00 a.m. General Session - The 10¢ Decision®: How Small Change Pays Off Big – Laurie Guest, CSP
10:00 a.m. - 10:15 a.m. Break
10:15 a.m. - 11:30 a.m. General Session – Are They Hearing What You Said – or Something Completely Different? –  
 Brad Raney
11:30 a.m. - 11:45 a.m. Business Meeting / Grand Prize Drawing
11:45 a.m. Adjournment

Session Descriptions
Ritz Carlton - Creating an Exceptional Patient Experience – 
This session will teach attendees the Ritz-Carlton Processes & 
Healthcare: Internalizing the key processes and systems that 
are the most applicable to the healthcare industry.  It will cover: 
Talent Selection - The process of selecting, onboarding, and 
rewarding talent at The Ritz-Carlton and how this is applicable to 
your service providers. Engagement in Healthcare - Recognizing 
the interrelationship between leadership engagement, provider 
engagement, and patient engagement and learning strategic 
techniques to personalize the patient experience. Creating 
Patient Advocates Through Empowerment - Understanding how 
The Ritz-Carlton Empowerment Guidelines can be leveraged 
to reduce problem resolution costs and create an exceptional 
patient experience. The Ritz Carlton Leadership Center.

Ritz Carlton - Memorable Customer Service – This session 
will focus on: Emotional Connection - A discussion about the 
difference between functional and emotional benefits and why 
this distinction is critical to brand loyalty. The Ritz-Carlton Key 
Service Principles -An overview of the service principles that lead 
to authentic connections and the importance of psychology in 
service. Becoming a Service Sensation - The five components 
that customers need and want in a service industry professional, 
regardless of organization or customer. A Written Service 
Strategy - It is critical to offer a consistent customer experience. 
One of the ways this is achieved at The Ritz-Carlton is through 
the Three Steps of Service. The Power of Anticipatory Service 
-You will review how to anticipate customer needs through their 
service journey, including how to stay-in-the-moment to increase 
perception, customer relationship management best practices, 
and how to leverage surprise and delight techniques. The Ritz 
Carlton Leadership Center.

COVID 19 Panel Discussion – We have all been impacted by 
COVID-19 in a variety of ways, including our practice operations. 
In this panel discussion, fellow practice administrators will 
share their experiences of how they have navigated the 
changes and challenges of managing a practice brought 
on by COVID-19. The interactive format will allow you to 
ask any questions that you may have, as well as share what 
actions you  have taken in your practice. Through this 

exchange of ideas and experiences, everyone will learn new 
approaches to managing their practice in the age of COVID-19. 
Moderator: Maddox Casey, CPA, Warren Averett; Panelists:  

Debbie Stearns, CPA, CMPE, The 
Women’s Group; Rob Parker, MBA, 
CMPE, CPXP, Memorial Healthcare 
System and Noris Reyes, Prime-
Health Physicians, LLC 

Performance Evaluations, How and When to 
Discipline and Terminate – Managing a medical 
practice is increasingly tough as regulations 
increase, reimbursements decrease and the 
recruitment pool remains scarce. As we aim to 
promote a company culture integrating three 

distinct generations in today’s workforce, understanding the 
differences in what motivates each age group is crucial. If a 
dissatisfied or disengaged employee does not possess the 
company’s values and is unconcerned with the practice’s goals, 
can the employee be rehabilitated? If you have exhausted 
your rehabilitation options and need to let go of an employee, 
orchestrating the termination to protect the practice is essential. 
Meredith Hirsh, MBA, CMPE, The Hirsh Center and Adjunct 
Faculty, College of Business, Florida Atlantic University, 
Delray Beach.

What To Do When The Feds Come 
Knocking, Practical Advice for 
Navigating Modern Healthcare 
Fraud Investigations in 2020 
– Historically, most healthcare 
professionals have been rightly 

confident that if they conduct their practice in good faith 
then they are unlikely to face investigation or prosecution for 
healthcare fraud. But government scrutiny of practitioners is now 
at an all-time high, and so is the level of enforcement activity 
against providers who acted in good faith. In this environment, 
even well-meaning individuals need to proactively prepare 
for an investigation and prosecution. Yet, most providers and 
medical practice managers remain unaware of several practical 
strategies for best positioning themselves for an investigation 



or prosecution. This presentation shares those strategies. 
Michael Magner and Bill Horton, Jones Walker, LLP, Miami.

Strategic Planning for Practice Administrators 
How good would it feel to anticipate and/or 
prevent problems rather than just react to them?  
Proactive behavior is a result of strategic planning.  
This session will address what strategic planning 
is, why it’s important, and how it can strengthen 

your role in your practice. Maddox Casey, CPA, Warren Averett 
CPAs and Advisors, Birmingham, AL.

Taking Control of Your Practice’s Online 
Presence –  The source of all knowledge seems 
to be the internet. When in doubt, Google it! 
… It’s the first place people go for information 
on medical conditions, treatment options and 
details about your medical practice. But it doesn’t 

stop there. Prospective patients also turn to the internet to 
find out how your current patients rate your practice and your 
individual physicians. Everything is fair game for discussion 
– your doctors’ bedside manner, the friendliness of your staff, 
the cleanliness of your waiting room, etc. Whether you know 
it or not, you have an online reputation. This presentation 
will focus on key steps for managing your online presence.  
Cameron Cox, III, MHA, FACMPE, Coronis Health, Chapel Hill, NC.

The New Era of the War on Opioids – This session will cover 
current trends and tactics in the audits, investigations, and 
prosecution of healthcare practices that prescribe or test for 
controlled substances. The government’s decision to go to war 
against the healthcare industry to combat the opioid crisis is well 
known by all who work in the industry.  The first wave of attacks 
primarily involved identifying egregious, obvious misconduct, 
such as practices where there were prescriptions for opioids 
based on falsified records of medical necessity, or practices where 
opioids were prescribed in exchange for kickbacks such as sexual 
favors.  Though the government still pursues such low hanging 
fruit, it has also recently focused on pursuing what it claims are 
more sophisticated theories of wrongdoing, for example the 
theory of excessive urine drug testing of opioid patients.  This 
new era of government enforcement based on supposedly more 
sophisticated theories creates new areas of risk for healthcare 
practices.  This presentation discusses the government’s recent 
theories of opioid misconduct and how healthcare practices can 
evaluate and update their practices to avoid finding themselves 
on the ever-increasing list of government targets. Michael 
Magner and Bill Horton, Jones Walker, LLP, Miami.

Presenting Financial Information to Physicians –  Under-
standing and delivery of financial information is only one 
aspect of managing your practice. But done well, it offers you a 
significant advantage and the ability to command the respect of 
your physicians. This session will illustrate how to tailor financial 
information to the interests of your doctors and how best to 
communicate it. Maddox Casey, CPA, Warren Averett CPAs and 
Advisors, Birmingham, AL.

MGMA Washington Update –  In a climate of 
significant legislative and regulatory changes 
reshaping the healthcare landscape in response to 
the COVID-19 pandemic, this timely program will 
present an update on the current state of federal 
healthcare policy affecting medical groups. 

Attendees will gain a deeper understanding of these changes 
and their impact on the day-to-day activities of medical group 
practices, in addition to being directed to clarifying resources. 
Specific topics include updates to the CARES Act Provider 
Relief Fund, Paycheck Protection Program, Medicare telehealth 
flexibilities, 2021 Medicare Quality Payment Program, and a host 
of other timely issues. Topics include: 2021 implementations 
details for the Merit-Based Incentive Payment System and 
alternative payment models, 2021 Medicare Physician Fee 
Schedule payment and policy changes, Key federal health policy 
issues, including compliance and health information technology 
related topics, and MGMA advocacy and resources for members. 
Drew Voytal, MGMA, Department of Governmental Affairs, 
Washington, D.C.  

Can I Stay Independent, Yes Make It Happen – The current 
healthcare environment certainly makes it challenging for 
providers to answer this question. There have been many 
changes in healthcare both clinically and administratively over 
the years, and there are new players every day that seem to have 
the answer to all the “problems” we have in healthcare. Although 
many physicians may dislike it, if they are independent then 
they own a business. This session will highlight four areas that 
are essential in running a business and focus on the necessary 
combinations of both subjective and objective considerations 
when being a business owner of a healthcare practice. The 
competition for daily success has never been more difficult and 
more complicated, but we can MAKE it happen. Cameron Cox, 
III, MHA, FACMPE, Coronis Health, Chapel Hill, NC.

5 Key Business Challenges Practices Face… 
and How You Can Address Them – While 
your practice’s purpose is the wellness of your 
patients, it is also a business. This cross section 
of compassion and commerce presents unique 
challenges for healthcare practices like yours. 

Jay Hutto, partner at James Moore & Co. and leader of the 
firm’s Healthcare Services Team, will discuss these five areas of 
concern our clients often face: 1. Administrative and compliance 
requirements; 2. Employee hiring, retention, and turnover; 3. 
Billing and collections; 4. Improving efficiency and costs and 5. 
Care coordination and quality under the new payment model. 
Jay Hutto, CPA, James Moore Certified Public Accountants 
and Consultants, Gainesville.

What Is Your Culture Club – Culture matters. And it has never 
been more important than today. With the open and constant 
flow of information in our society, culture not only matters but 
a sincerely positive, uplifting culture can be instrumental in a 
business’ success. A healthcare practice is no different. To quote a 
line from a great movie: “Attitude reflects leadership.” Establishing 
an effective culture within the organization establishes a firm 



taboo words and phrases and the best replacement options and 
the formula to influential communication. Laurie Guest, CSP, 
Professional Speaker, DeKalb, IL. 

Are They Hearing What You Said – or Something 
Completely Different? – In this interactive 
session, attendees are given the knowledge and 
tools to take charge of their listening skills and to 
improve the quality of their communication with 
other professionals. Ever have trouble getting the 

right message across to your team, co-workers, or clients? This 
topic deals with the many ways we communicate – accurately 
and inaccurately – and the workshop includes two interactive 
elements: a table exercise about voice inflection called “Really? 
REALLY?!” and a volunteer-based activity called the “Alien Press 
Conference” – a hilarious take on verbal and non-verbal cues. 
Attendees will learn: How to control their voice tone and inflection 
to improve their message delivery, How to develop and improve 
their active listening skills and How to use non-verbal cues to 
their advantage in conversations.  Brad Raney, Speaker, Author 
and Trainer, St. Johns. 

foundation of success for many management areas such as 
customer service, marketing, recruitment and economic growth. 
This presentation will highlight multiple perspectives of what an 
effective organizational culture can mean to a truly successful 
healthcare practice. Cameron Cox, III, MHA, FACMPE, Coronis 
Health, Chapel Hill, NC. 

The 10¢ Decision®: How Small Change Pays 
Off Big – Service is at the center of every business, 
whether you’re making widgets, providing 
healthcare, or serving gourmet cuisine. From 
company culture to guest interactions, the 
choices we make day in and day out add up 

to create exceptional experiences for everyone involved. 
Sure, some decisions are big ones. But more often, it’s the “10¢ 
decisions”—the ones that barely cost a barely cost a dime (literally 
or figuratively) but have a massive impact––that can transform 
customer service from so-so to stellar. With decades of firsthand 
healthcare experience to draw from, Laurie shares her insights into 
making smart, effective choices to capture consumer confidence 
and improve patient encounters. Attendees will discover: high-
impact opportunities to shine that the competition is most likely 



WEDNESDAY ONLY CONFERENCE 
REGISTRATION FOR YOUR STAFF 

The Ritz-Carlton Leadership Center 
Customer Service Training – June 23, 2021

 
We are again are offering a WEDNESDAY ONLY REGISTRATION so individuals from your office may 
attend the sessions with The Ritz-Carlton Leadership Center. The Ritz-Carlton Leadership Center 
offers unmatched solutions in customer service and patient experience. You won’t want your staff 
to miss this powerful day of Customer Service Training. The WEDNESDAY ONLY REGISTRATION 
must accompany a full price registration from someone in your practice. You may include 3 
Wednesday Only conference registrations per one full price paid registration. Attendees that 
sign up for the Wednesday Only registration will not receive a conference registration packet, only a 
name-tag. Cost is $100 per person and includes Wednesday afternoon sessions beginning at 1:00pm 
by The Ritz-Carlton Leadership Center as well as the strolling lunch in the exhibit hall and afternoon 
break. Cost DOES NOT include Wednesday night’s Casino Night and dinner. Seats are limited to the 
first 75 to sign up.



Conference Information
Conference Hotel
Florida MGMA is excited to be having our annual conference 
at the Hyatt Regency Grand Cypress.  Escape to one of 
Orlando’s most renowned luxury resorts; Hyatt Regency 
Grand Cypress. Set within a 1500 acre paradise – that 
includes 45 holes of Jack Nicklaus Signature Design golf, this 
award-winning Lake Buena Vista resort offers a serene retreat 
ambiance that appeals to families and business travelers 
alike.  Take advantage of the endless selection of on-site 
activities including golf, a tennis and racquet club, a 21 acre 
lake with water sports, a 1/2 acre lagoon swimming pool 
with waterfalls and waterslides and Camp Hyatt children’s 
programs. 

Make your hotel reservations directly with The Hyatt Regency Grand Cypress at 407-239-1234 and identify yourself 
as part of the Florida MGMA Conference to receive our group rate. The rates are $149 for a Standard Garden View 
Room per night. The Resort Fee for our block is reduced to $10.00 from the standard $35 rate per night.  You can make 
your reservations online by going to our website at www.flmgma.com under Annual Conference and click the link 
provided. Our Group Code is: G-MGM4.  Reservations will be accepted in our group block until May 31, 2021 or 
until the group block is sold out.

Conference Registration
The registration fee covers all meetings, handouts, meals, social functions and breaks. If you plan to bring a spouse or 
guest to attend Wednesday’s Opening Reception, Dinner and Casino Night, tickets may be purchased on the enclosed 
registration form. Conference breakfast and lunch functions are for registered attendees and exhibitors only. Attire 
for the conference is business casual. A jacket or sweater is suggested at your discretion.

Conference Fees:
       Before 5/25/2021     After 5/25/2021
Florida MGMA Member   $375.00   $425.00
Non Member     $500.00   $550.00
Florida MGMA Student Member  $150.00   $200.00
(Full-Time Student Only) 

Refund Policy
Cancellations received prior to May 25, 2021 are subject to a $50.00 processing fee. Cancellations after May 25, 2021 
and no-shows cannot be refunded. Substitutions from within the same group are acceptable. Please submit request 
for cancellations in writing to: flmgma@yahoo.com or via fax to: (205) 981-2901.

CME Credit
American College of Medical Practice Executives (ACMPE) credit hours have been assigned to this program.

 
REGISTER NOW AT www.flmgma.com



FLORIDA
P.O. Box 380124
Birmingham, AL  35238-0124


