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RETIREMENT.
IT’S TOOBIG

TOPLANWITH
JUSTANYONE.

WE LIVE WHERE YOU LIVE.TM

P036116  02/03

Retirement’s no small step. But I can help 
you plan for it, with banking, insurance and
investing choices. Call me today to get started.

Jane W Johnson
Registered Representative
Bus: 785-462-7525

ESTATE SALE
426 SMITH DR., COLBY

July 30th & 31st

Friday 12pm-8pm
Saturday 8am-6pm

• Solid wood 3 piece Broyhill
   bedroom set
• Solid wood dining room table
   w/2 leaves and 4 chairs
• Lazy Boy hide a bed
• Sofa and 2 matching chairs
• Some Antiques
• Yard Tools
• Numerous mechanical tools
  & wood working equipment
• Pine Hutch
• Antique China Cabinet
• Dishes and Glassware
• Francisan “apple” Dishes

Walk through and buy.
Something for everyone!

MIKE BAUGHN
Republican Candidate for

SHERIFF
“Your vote on August 3rd will be appreciated.”

Advertisement paid for by Mike Baughn.

-

Area

Goodland’s hospital logs
15 complaints last year

Goodland’s city commission looks at tax hike
BY TOM BETZ

The Goodland Star-News
GOODLAND — A raise for city

employees, an increase in property
taxes and a $2-per-month hike in
water bills are included in the bud-
get for next year which will be pre-
sented for City Commission ap-
proval at 5 p.m. Monday.

The budget would increase the
city’s property tax by 3.87 mills, or
about 7.7 percent, and raise base
water rates by $2 per month. City
employees would get a 75-cents-
an-hour raise, about $1,500 a year
for each worker.

The property tax raise will mean
the bill on a $50,000 home will go
up by about $22.24 per year.

The city commission spent two
nights earlier in July reviewing de-
partments’ budget requests and
came to a consensus on the budget,
which is what will be presented in
an open hearing at the beginning of
the meeting Monday.

City Manager Ron Pickman said
the raise request for city employees
is about the same as the total of 5
percent that was in this year’s bud-
get.

“This year, the commission ap-
proved a 1 percent cost of living
raise,” Pickman said, “plus a merit
raise of up to 4 percent based on
performance.

“An employee had to do better to

get more than the 1 percent, and had
to be almost perfect to get the addi-
tional 4 percent.”

He said raises this year for 61
employees averaged about 2-3 per-
cent, including the 1 percent cost of
living.

“The money not used in the raises
carried over into the budget for next
year,” Pickman said.

For the proposed raise for next
year, Pickman said they took the
total of the employees and figured
5 percent, but then the formula was
changed.

“We did not feel the straight per-
centage was being fair,” Pickman
said. “With the percentage, the guy
making $45,000 would get a raise
of $2,000 and the guy making
$15,000 would get $750.

“The proposal for the 75 cents an
hour is to give everyone the same
amount of money, and would be
$1,506 a year or $130 a month. We
felt that would be fairer to the la-
borer, and keeps the gap between
the top and bottom from getting
larger.

“It  is a 5 percent raise, but this
way the top may get 1-1 1/2 percent
but the bottom will get the full 5
percent.”

The total cost for all 61 employ-
ees would be $95,000, with half
coming from the city utilities and
the other half from the general fund,

Pickman said.
Transfers from the utility depart-

ments are supposed to help offset
the costs, Pickman said, but when
transfers can’t be made, the general
fund — which comes from taxes —
has to bear the brunt.

Pickman said the water fund is
running in the red. Mayor Rick
Billinger and Commissioner John
Garcia suggested the base monthly
rate be raised by $2 to bring the fund
into balance, and the other commis-
sioners agreed.

Pickman said some additional
changes had to be made besides the
base monthly raise, and that the $2
a month will not be enough to totally
solve the water fund problem.

In other business Monday, the
commission:

• Will consider an ordinance to
raise the property tax to cover the
proposed increase in the budget for
next year.

• Consider ordinances adopting
the uniform offense and traffic
codes by reference. These will in-
clude the changes in criminal and
traffic offenses that were passed by
the state Legislature.

• Consider an ordinance adopting
procedures for governing meetings,
and one repealing existing provi-
sions in the city code. The proce-
dures would include new guidelines
for conducing city business, aban-

doning “Roberts Rules of Order,”
which is what the City Commission
is supposed to follow.

Pickman said the airport runway
lighting project was ahead of sched-
ule despite the rains. He said the
workers arrive on Monday and
work through Friday morning.

The street sealing was completed
before the rains, but Pickman said
the contractor will have to come
back and redo the blocks on 17th
between Clark and the railroad
tracks. The City Commission meets
upstairs at the City Administration
Building, 204 W. 11th.

The meeting and the budget hear-
ing are open to the public.

“                 I often hear, I
don’t want anyone
to get in trouble. Will
they treat me differ-
ently when I come
back for care?”

Brenda McCants,

patient relations
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By SHARON CORCORAN
The Goodland Star-News

GOODLAND — One unhap-
py patient can cost a hospital
$400,000, Director of Patient
Relations Brenda McCants told
the Goodland Regional Medical
Center board earlier this week
and they need to respond swiftly
and completely when a patient is
disappointed.

In a presentation about the role
of patient relations, McCants
listed the ways she receives com-
plaints, the steps she takes to re-
solve problems and what the
board can do to help.

She went through figures
showing how one dissatisfied
customer can cost the hospital
money because that person tells
others who tell others about the
problem.

The hospital had 15 complaints
registered with patient relations
in the past year, McCants said,
with a potential loss of $1.6 mil-
lion.

“In my book,” she said, “one
complaint is too many.”

McCants said it is better to
know about the complaints and
do something about them than to
think there are no complaints.

“I would like zero,” she said,
“but would rather have these and
know concerns are being met.
This is part of quality.”

Looking at the census and con-
sidering the changes the hospital
has been through, McCants said,
she thinks the number of com-
plaints is low.

McCants said the complaints
reach her by phone, in surveys,
during patient visits, and from
community members, staff and
board members.

She said she worries that
people are complaining to others
but not reporting the problems, so
they aren’t being dealt with.

“I often hear,” she said, “‘I
don’t want anyone to get in
trouble. Will they treat me differ-
ently when I come back for
care?’”

McCants said she hopes the
staff would be more professional
than that, and she would take
measures to prevent such a re-
sponse. That would definitely be
a problem, she said.

The director said some people
send anonymous letters rather
than reporting an incident. She
said she appreciates the input, but
would like a chance to deal di-
rectly with the complainant.

“Anonymous letters are great,”
McCants said. “They give us
food for thought, things we can
work on. But they are hard to re-
spond to.”

Most of the concerns, she said,
have been about confidentiality
and attitude, and communication
is an issue.

McCants said when she re-
ceives a complaint, she contacts
the patient right away to let them
know the hospital takes the com-
plaint seriously and will do some-

thing about it.
Then there is an investigation,

she said. Among the questions,
she said, are: What is the desired
outcome? Is additional informa-
tion needed? What other staff
members should be involved in
resolving the problem?

Efforts are made to come up
with a solution, McCants said,
between what the patient’s ideal
outcome would be and what the
hospital can do. The information
is compiled in a monthly report
for hospital staff and administra-
tion to use to improve future care.

Figures are compared to previ-
ous months, she said, and sugges-
tions are made to possibly change
policy.

Some patients may contact
board members, McCants said,
hoping that action will take place
immediately. If that happens, she
told the board, they should con-
tact her or Administrator Jay
Jolly about it. She said they will
contact the patient to let him
know they are investigating the
complaint.

It’s important to create good,
positive public relations,
McCants said, considering the
potential loss from one dissatis-
fied customer. She went through
a formula, showing that if one
patient complains to nine to 10
other people who then tell others,
it can affect up to 63 people.

If one-fourth of those who hear
about it choose to go elsewhere
for care, she said, then 16 people
are affected. Assuming that each
of those people will need $25,000
of medical care in their lives, she
said, that complaint would cost
the hospital $400,000.

Among the patient relations-
related issues the hospital needs
to deal with, McCants said, is
understanding people’s values.
The patient’s view, she said, is “if
they are poking inside my body,
I want to know what they expect
to find.”

She said good patient relations
are also important for the hospi-
tal to compete with others in the
area.

“It’s easier for the competition
to imitate what we do than how
we do it,” she said.

McCants said she encourages
those who have complaints to
become part of the solution. If
they volunteer to work, she said,
they can have an impact at the
hospital.
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