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Deseret Ranches, one of the nation’s biggest producers of beef cattle,
is expanding into the farming of potatoes, corn, black beans and
cucumbers in a big way.

What makes the new harvests possible are giant, rolling sprinklers
that shower a thousand acres of row crops in north Osceola County
with some of the most sought-after water in Central Florida.

That water comes from Taylor Creek Reservoir, which is on ranch
property but also coveted by the cities of Orlando, Cocoa and Titusville
and Orange and Osceola counties for meeting the demands of new
development and the thirst of growing populations.

Hidden in rural, east Orange and Osceola counties, the reservoir
has become the prize in a rising competition between what people can
grow and eat now and where they may want to live in the future —
between Deseret spuds sliced into chips at a Frito-Lay Inc. plant in 

Sandhill cranes gather in a field irrigated with a vast sprinkler sys-
tem at Deseret Ranches, which won approval to boost water us-
age. See video about Deseret irrigation at OrlandoSentinel.com

GEORGE SKENE/STAFF PHOTOGRAPHER 

WATER WAR: GROWTH VS. CROPS

STAFF GRAPHIC
SOURCES: Deseret Ranches, 
St. Johns River Water Management District
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Water for potatoes and other row crops
Deseret Ranches, 
one of the nation’s 
biggest cattle 
producers, has begun 
to grow potatoes and 
other crops irrigated 
with reservoir water 
that area cities and 
counties want for 
population growth. 

Taylor Creek 
Reservoir

By Kevin Spear | STAFF WRITER
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Federal investigators have launched a probe of the state’s 24
regional work-force boards to determine whether they have
been improperly awarding contracts to companies controlled by
or linked to agency board members.

The U.S. Department of Labor will begin with Workforce
Central Florida, an agency that has already received a subpoena,
the Orlando Sentinel learned Friday.

The federal investigation follows a series of stories by the

newspaper that described how Workforce Central Florida and
its counterparts across the state — which receive about
$250 million in federal money each year — gave contracts worth
millions to board members’ companies.

Though that is permitted by state and federal law, some of the
deals may not have followed the requirements of the legislation.
And government watchdogs warn that even when handled
carefully, the practice inevitably raises allegations of cronyism.

JOBS AGENCIES’ CONTRACTS
UNDER FEDERAL REVIEW 
By Jim Stratton | STAFF WRITER

Please turn to LABOR, A14
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Snow White as nurse and the Magic
Kingdom as hospital might sound like a
child’s wish.

But the idea is part of a real-life, new
Walt Disney Co. program designed to
teach health-care professionals how to
make patients as satisfied with a trip to
the hospital — or the doctor’s office — as
they are with a trip to a Disney theme
park.

For about $3,500each, health-care work-
ers can spend 31⁄2 days at the Disney
Institute learning how to pay closer
attention to the patient experience.

“Oftentimes in health care, the patient
in the bed is almost secondary. Everyone
comes in looking at their task instead of
looking at the patient,” said Patrick
Jordan, a Disney Institute consultant and
former health-care executive. “Looking at
the various parts of your organization
from the perspective of your guests
becomes very important.”

The Disney program goes beyond 

Health-care
providers learn
Disney touch
By Andrew Doughman
STAFF WRITER

Please turn to DISNEY, A14

orlandosentinel.com/health

A cryotherapy machine at
Disney’s Wide World of Sports
helps athletes recover quicker. C1

People who haven’t stopped at their
neighborhood supermarket or restau-
rant in a while may no longer recognize
the place.

With towering glass exteriors and
new Wi-Fi cafés, a few Central Florida
Winn-Dixies are undergoing a reno-
vation that makes them more like
upscale Whole Foods Markets.

Next month, Orlando-based Darden
Restaurants will finish remodeling its
LongHorn Steakhouses, even as it con-
tinues updating Olive Gardens and Red
Lobsters. Orlando-based Barnie’s
coffeehouses are adding more seating
and redoing interiors with wood, mar-
ble and decorative iron.

In an increasingly competitive
marketplace, restaurants and stores are
in an almost constant state of change. If
they’re not updating their looks, they’re
likely planning the next renovation.

The upgrades cost big bucks — hun-

Restaurants, stores
try to glam up looks
to lure you back in

By Sandra Pedicini
STAFF WRITER
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Deseret Ranches, one of the nation’s biggest producers of beef cattle,
is expanding into the farming of potatoes, corn, black beans and
cucumbers in a big way.

What makes the new harvests possible are giant, rolling sprinklers
that shower a thousand acres of row crops in north Osceola County
with some of the most sought-after water in Central Florida.

That water comes from Taylor Creek Reservoir, which is on ranch
property but also coveted by the cities of Orlando, Cocoa and Titusville
and Orange and Osceola counties for meeting the demands of new
development and the thirst of growing populations.

Hidden in rural, east Orange and Osceola counties, the reservoir
has become the prize in a rising competition between what people can
grow and eat now and where they may want to live in the future —
between Deseret spuds sliced into chips at a Frito-Lay Inc. plant in 

Sandhill cranes gather in a field irrigated with a vast sprinkler sys-
tem at Deseret Ranches, which won approval to boost water us-
age. See video about Deseret irrigation at OrlandoSentinel.com
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Federal investigators have launched a probe of the state’s 24
regional work-force boards to determine whether they have
been improperly awarding contracts to companies controlled by
or linked to agency board members.

The U.S. Department of Labor will begin with Workforce
Central Florida, an agency that has already received a subpoena,
the Orlando Sentinel learned Friday.

The federal investigation follows a series of stories by the

newspaper that described how Workforce Central Florida and
its counterparts across the state — which receive about
$250 million in federal money each year — gave contracts worth
millions to board members’ companies.

Though that is permitted by state and federal law, some of the
deals may not have followed the requirements of the legislation.
And government watchdogs warn that even when handled
carefully, the practice inevitably raises allegations of cronyism.
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Please turn to LABOR, A14

Sentinel Watchdog

P
U

B
L

IC
  

  
  

 N
O

T
IC

E

N
O

 S
A

LE
S

TA
X

!*
N

O
 B

U
Y

ER
S

PR
EM

IU
M

!

TO
DA

Y 1
pm

Ev
er

yt
hi

ng
 o

ff
er

ed
th

ro
ug

ho
ut

 t
he

 e
nt

ir
e 

fa
ci

lit
y

Su
n 1

pm
 & M

on
 6pm

Th
is 

M
aj

or
 S

to
re

w
id

e 
Cl

ea
ra

nc
e 

Ev
en

t i
s h

ap
pe

ni
ng

 b
ec

au
se

 o
f t

he
ra

re
 o

pp
or

tu
ni

ty
 g

ive
n 

to
 W

or
ld

 O
f D

ec
or

 b
y t

he
 c

lo
sin

g 
of

 se
ve

ra
l

M
aj

or
 Fu

rn
ish

in
gs

 R
et

ai
le

rs
.  

Al
lo

w
in

g 
us

 to
 e

xp
an

d 
ou

r a
bi

lit
y o

f
br

in
gi

ng
 o

ur
 lo

ya
l c

us
to

m
er

s
Th

e 
Gu

ar
an

te
ed

 Lo
w

es
t P

ric
in

g 
in

 th
e 

Co
un

try
 

No
w

 o
n 

ev
en

 m
or

e 
of

 th
es

e 
on

ce
 e

xc
lu

siv
e 

Fo
rm

er
 R

et
ai

le
rs

 To
p 

Br
an

ds
.

N
ow

 in
 o

rd
er

 t
o 

m
ak

e 
ro

om
 fo

r 
th

es
e 

Fa
ll

 la
un

ch
es

...

A
 M

A
JO

R
 C

LE
A

R
A

N
CE

 E
V

EN
T

W
il

l T
ak

e 
Pl

ac
e.

*W
or

ld
 o

f D
ec

or
 w

ill
 p

ay
 th

e s
al

es
 ta

x 
on

 a
ll 

sa
les

 d
ur

in
g 

th
is 

ev
en

t.

Yo
ur

 Bi
d P

ric
e i

s Y
ou

r
Fin

al
 Ou

t-t
he

-D
oo

r P
ric

e

w
or

ld
of

de
co

ra
u

ct
io

n
s.

co
m

Te
rr

ac
e 

at
 F

lo
ri

da
 M

al
l 

73
0 

Sa
nd

 L
ak

e 
R

d.
 S

te
 2

84
O

rl
an

do
, F

L 
32

80
9

40
7.

81
6.

70
55

Au
cti

on
 Bu

sin
es

s L
ice

ns
e #

278
7 •

 Sa
bri

na
 Eo

us
e A

uc
tio

ne
er 

#40
29,

Ch
ad

 Ev
an

s A
uc

tio
ne

er 
#38

32 
• C

hri
s A

tki
ns

on
 Au

cti
on

ee
r #

362
0,

0%
 Bu

ye
rs 

Pre
mi

um
. A

ll a
nn

ou
nc

em
en

ts 
ma

de
 at

 th
e s

ale
 ta

ke
pre

ce
de

nc
e o

ve
r a

ll p
rev

iou
s a

nn
ou

nc
em

en
ts.

F
IN

A
N

C
IN

G
A

V
A

IL
A

B
L

E
!

Bedrooms, Living & Dining Rooms • Chandeliers • Leather Sofa Sets • Oriental Rugs • Original Art • Home Accessories • Decor • Antiques 

Bronze Fountains • Marble Fireplaces • Decorative Arts • Architectural Accents • Outdoor Furnishings • Unique Treasures and much more...

Snow White as nurse and the Magic
Kingdom as hospital might sound like a
child’s wish.

But the idea is part of a real-life, new
Walt Disney Co. program designed to
teach health-care professionals how to
make patients as satisfied with a trip to
the hospital — or the doctor’s office — as
they are with a trip to a Disney theme
park.

For about $3,500each, health-care work-
ers can spend 31⁄2 days at the Disney
Institute learning how to pay closer
attention to the patient experience.

“Oftentimes in health care, the patient
in the bed is almost secondary. Everyone
comes in looking at their task instead of
looking at the patient,” said Patrick
Jordan, a Disney Institute consultant and
former health-care executive. “Looking at
the various parts of your organization
from the perspective of your guests
becomes very important.”

The Disney program goes beyond 

Health-care
providers learn
Disney touch
By Andrew Doughman
STAFF WRITER
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A cryotherapy machine at
Disney’s Wide World of Sports
helps athletes recover quicker. C1

People who haven’t stopped at their
neighborhood supermarket or restau-
rant in a while may no longer recognize
the place.

With towering glass exteriors and
new Wi-Fi cafés, a few Central Florida
Winn-Dixies are undergoing a reno-
vation that makes them more like
upscale Whole Foods Markets.

Next month, Orlando-based Darden
Restaurants will finish remodeling its
LongHorn Steakhouses, even as it con-
tinues updating Olive Gardens and Red
Lobsters. Orlando-based Barnie’s
coffeehouses are adding more seating
and redoing interiors with wood, mar-
ble and decorative iron.

In an increasingly competitive
marketplace, restaurants and stores are
in an almost constant state of change. If
they’re not updating their looks, they’re
likely planning the next renovation.

The upgrades cost big bucks — hun-

Restaurants, stores
try to glam up looks
to lure you back in

By Sandra Pedicini
STAFF WRITER
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making patients feel better
about their health-care expe-
riences. It also may save
hospitals money. Starting in
October 2012, the federal gov-
ernment will begin to tie
billions of dollars to patients’
experiences at hospitals. 

Mobilize the ‘nice’
Hospitals “need to mobil-

ize all of the ‘nice’ that they
can muster in all of their
employees to ensure that the
total experience of the pa-
tient satisfies the patients’
expectation,” said Aaron Li-
berman, a professor of
health-services administra-
tion at the University of
Central Florida.

“If any [employee] hap-
pens to say something out of
sorts or creates a bit of ill will
with that patient, they may
damn the entire hospital,”
Liberman said.

The idea for Disney’s
“Building a Culture of
Healthcare Excellence” pro-
gram, which launched this
week, grew out of the theme
park giant’s collaboration
with individual hospitals
across the nation.

At Florida Hospital
In Orlando, Florida Hospi-

tal worked with Disney to
improve the patient experi-
ence before the opening of its
children’s pavilion in
March. As part of that plan,
the hospital introduced new
uniforms and simplified
name tags, banned cell-
phones in some patient ar-
eas, and instructed staff to
greet patients with a smile
and kneel down to talk to
children at their eye level.

“We’ve realized that tak-
ing care of people means
more than just putting the
splint or the cast on the
broken bone,” said Tim Bur-
rill, chief operations officer
at Florida Hospital for Chil-
dren.

Even though patients
often arrive at the hospital in
fear, paying attention to con-
trollable things like stress
can improve how they feel
about their hospital visit,
Burrill said.

To Disney, the new federal
standards mark a shift in
thinking toward improving
the patient experience, said
Stacey Thomson, public-re-
lations manager at Disney.
The result was an expanded
program for health-care pro-
fessionals that focused on
increasing patient referrals

to facilities such as family-
medicine clinics and skilled-
nursing homes. 

By exceeding expecta-
tions, doctors can attract
new clients through refer-
rals from satisfied patients,
said Dr. Christopher Smith,
who runs a 3-year-old family-
medicine practice in South
Carolina and participated in
the Disney program. 

Patient as guest
For an insider’s view to

improving customer serv-
ice, Jordan took about 30
health-care providers on a
tour of Main Street in Walt
Disney World’s Magic King-
dom. He drew their atten-
tion to details that he said
improved how guests experi-
enced the park.

He explained that most
guests are from North
America and naturally
move to the right after enter-
ing through the turnstiles at
the park’s entrance. So that’s
where lockers, strollers,
wheelchairs and other ame-
nities were placed.

Later, he pointed out a lack
of directional signs in the
park because Disney wants
visitors to ask cast members
questions, adding a personal
touch that improves the
guest’s visit, he said.

Some changes Disney rec-
ommends sound like seman-
tics but signify a cultural
shift. 

For example, Disney em-
ployees are cast members,
customers are guests.

“A guest is someone who
is invited,” said Jeff Willi-
ford, a Disney Institute in-
structor. “A customer is
someone who complains.”

Such detail may seem
goofy, but Disney representa-
tives say these nuances mat-
ter to the patient — or the
guest.

The distinction was not
lost on Smith from South
Carolina. At his office, the
receptionist has become a
“greeter.”

Smith also uses Disney’s
onstage and offstage ap-
proach to separate his office
into public and private
spaces. In patient areas, staff
members present a calcu-
lated onstage image, while
more private break rooms
allow staff to go offstage to
relax, vent or do other things

they don’t want a patient to
see. 

The concept reminds staff
that guests are watching
how they behave when
they’re “onstage,” Jordan
said.

Just like other industries,
doctors and their staffs have
to learn that every service

matters, he said.
“You wouldn’t send a

friend of yours to a restau-
rant that you knew had good
food, but the service was
poor,” he said.

adoughman@tribune.com
or 407-650-6333

DISNEY
Continued from Page A1

Patrick Jordan, center, leads hospital officials on a tour of Main Street in the Magic Kingdom.
PHOTOS BY JOE BURBANK/STAFF PHOTOGRAPHER 

The idea for Disney’s “Building a Culture of Healthcare
Excellence” program, launched this week, grew out of the
theme park giant’s collaboration with individual hospitals.

Gov. Rick Scott issued a
statement Friday support-
ing the Labor Department
inquiry.

“My administration has
zero tolerance for the misuse
of taxpayer dollars,” the
statement said. “I am confi-
dent this federal investiga-
tion will ensure any im-
proper actions related to con-
tracting practices are
brought to light and appro-
priately addressed.”

A governor’s spokesman
said Scott is looking for ways
to “fix the spate of problems
with the regional boards”
and suggested one step
might be to prohibit board
members from receiving
agency contracts.

Scott’s statement Friday
alluded to that, saying he
looks forward to “promoting
any additional legislative re-
forms that may be necessary
to ensure accountability and
transparency …”

Workforce Central Flori-
da already faces a state in-
spector general probe, begun
last month, over its contract-
ing practices. Agency offi-
cials would not answer ques-
tions Friday.

Instead, the organization,
blasted recently for spending
thousands on red capes for
the unemployed, issued a
statement saying it was co-
operating with investigators
and had “followed all the
required rules and regula-
tions” governing contract-
ing with board members. 

Last month, it adopted a
new policy forbidding board
members from for-profit
companies from competing
for agency work. Other agen-
cies are considering similar
changes.

Workforce Florida, which
sets policies for the regional
boards, also released a state-
ment, saying “we stand
ready” to enact new regula-
tions if the Labor Depart-
ment probe finds it neces-
sary.

The probe centers on the
regional boards’ practice of
sometimes awarding con-
tracts to companies linked to
agency board members.
From 2008 to 2010, the agen-
cies issued 574 such con-

tracts valued at more than
$55 million, according to a
state report requested last
year by state Sen. Mike Fasa-
no, R-New Port Richey.

Most of that went to non-
profit entities such as com-
munity colleges, but at least
$7 million went to private,
for-profit companies tied to
board members. The money
paid for everything from
promotional water bottles to
office space. 

Workforce Central Flori-
da has paid board members’
companies for marketing, of-
fice furniture and computer
software.

Some of the deals were
approved without being
competitively bid. Others re-
ceived board approval only
after a contract had already
been signed. And many
failed to meet a state require-
ment at the time that con-
tracts with board members’
businesses be approved by a
two-thirds majority of each
regional board.

Many agencies took that
to mean two-thirds of board
members attending a meet-
ing, not two-thirds of the full
board. Why they reached
that conclusion is unclear.
The law at the time said such
contracts were allowable
only if they were “approved
by a two-thirds vote of the
entire board.”

Fasano said Friday he was
pleased that the Labor De-
partment had opened an
investigation. Last year, he
sponsored legislation that
would have limited the abil-
ity of board members to seek
contracts from their agen-
cies.

“This really should have
happened earlier,” said Fasa-
no. “It’s absolutely clear they
need stricter oversight.”

jstratton@tribune.com or
407-420-5379.
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“This really should
have happened
earlier. It’s
absolutely clear
they need stricter
oversight.”

state Sen. Mike Fasano,
R-New Port Richey

Product: OS44Broadsheet PubDate: 07-16-2011 Zone: FLA Edition: ROP Page: HEALTHKEY User: sford Time: 07-15-2011 21:52 Color: CMYK

A14 | Nation & World | Orlando Sentinel Saturday, July 16, 2011

Need a pool bath?
Got that too!

Outdoor Living

Unbelievable Living Space
• Jaw-dropping room size

They will fight over
this bedroom!

The Master Suite you
dreamed of!

Have your own private
movie screenings

The Grandview available in
McCormickWoods • 407-464-7053

Wekiva Run • 407-889-5522

100%

$279,990!
4,700 FROM

ONLY
SQ
FT

Amazing 4-Car Garage
• Endless storage opportunities
neighbors will envy

Guest Suite
• Your own
in-house
hotel suite

Need a pool bath?
Got that too!

Drop Zone
• Laptop
• iPod
• Mail

Imagination Space
• Sewing
• Homework
• Studio

Butler’s Pantry
• Handy even if you don’t
have a butler!

Flex Space
• You decide,
It’s your new home!

Gathering Room
• Finally enough
space for a crowd

Outdoor Living
• Relax outdoors too

They will fight over
this bedroom!

Now that’s an
island!

Core Fill 500 included
All low-e double-pane windows and doors

R38 ceiling insulation and radiant roof barrier
Properly sealed and installed duct work

Energy Star kitchen appliances

Whole Home ENERGY STAR® Features:

Driving Directions to McCormickWoods: from South: Take 408W to FL Turnpike N (final exit) to 429N.
Go N 6 miles to West Rd. (Exit 26). Left onWest Rd, to Ocoee-Apopka Rd and turn right.

Go 2 miles to McCormick Rd., turn right. McCormick Woods will be one mile ahead on your right.

Driving Directions toWekiva Run: SR 429 N: Merge right onto 441-Orange Blossom Trail.
Make a left onto Park Ave. and then a left ontoWelch Rd. Make a right at the stoplight onto

Vick Rd. and then a left onto Ponkan Rd. Wekiva Run will be on your left.

Driving Directions to McCormickWoods: from North: Take the 417 South to the 408West to FL Turnpike
N. Take exit 267A to SR429N. Go N 6 miles to West Rd. (Exit 26). Left onWest Rd, to Ocoee-Apopka Rd and
turn right. Go 2 miles to McCormick Rd., turn right, then go 1 mile. McCormick Woods will be on your Right.

MHBR#3418

making patients feel better
about their health-care expe-
riences. It also may save
hospitals money. Starting in
October 2012, the federal gov-
ernment will begin to tie
billions of dollars to patients’
experiences at hospitals. 

Mobilize the ‘nice’
Hospitals “need to mobil-

ize all of the ‘nice’ that they
can muster in all of their
employees to ensure that the
total experience of the pa-
tient satisfies the patients’
expectation,” said Aaron Li-
berman, a professor of
health-services administra-
tion at the University of
Central Florida.

“If any [employee] hap-
pens to say something out of
sorts or creates a bit of ill will
with that patient, they may
damn the entire hospital,”
Liberman said.

The idea for Disney’s
“Building a Culture of
Healthcare Excellence” pro-
gram, which launched this
week, grew out of the theme
park giant’s collaboration
with individual hospitals
across the nation.

At Florida Hospital
In Orlando, Florida Hospi-

tal worked with Disney to
improve the patient experi-
ence before the opening of its
children’s pavilion in
March. As part of that plan,
the hospital introduced new
uniforms and simplified
name tags, banned cell-
phones in some patient ar-
eas, and instructed staff to
greet patients with a smile
and kneel down to talk to
children at their eye level.

“We’ve realized that tak-
ing care of people means
more than just putting the
splint or the cast on the
broken bone,” said Tim Bur-
rill, chief operations officer
at Florida Hospital for Chil-
dren.

Even though patients
often arrive at the hospital in
fear, paying attention to con-
trollable things like stress
can improve how they feel
about their hospital visit,
Burrill said.

To Disney, the new federal
standards mark a shift in
thinking toward improving
the patient experience, said
Stacey Thomson, public-re-
lations manager at Disney.
The result was an expanded
program for health-care pro-
fessionals that focused on
increasing patient referrals

to facilities such as family-
medicine clinics and skilled-
nursing homes. 

By exceeding expecta-
tions, doctors can attract
new clients through refer-
rals from satisfied patients,
said Dr. Christopher Smith,
who runs a 3-year-old family-
medicine practice in South
Carolina and participated in
the Disney program. 

Patient as guest
For an insider’s view to

improving customer serv-
ice, Jordan took about 30
health-care providers on a
tour of Main Street in Walt
Disney World’s Magic King-
dom. He drew their atten-
tion to details that he said
improved how guests experi-
enced the park.

He explained that most
guests are from North
America and naturally
move to the right after enter-
ing through the turnstiles at
the park’s entrance. So that’s
where lockers, strollers,
wheelchairs and other ame-
nities were placed.

Later, he pointed out a lack
of directional signs in the
park because Disney wants
visitors to ask cast members
questions, adding a personal
touch that improves the
guest’s visit, he said.

Some changes Disney rec-
ommends sound like seman-
tics but signify a cultural
shift. 

For example, Disney em-
ployees are cast members,
customers are guests.

“A guest is someone who
is invited,” said Jeff Willi-
ford, a Disney Institute in-
structor. “A customer is
someone who complains.”

Such detail may seem
goofy, but Disney representa-
tives say these nuances mat-
ter to the patient — or the
guest.

The distinction was not
lost on Smith from South
Carolina. At his office, the
receptionist has become a
“greeter.”

Smith also uses Disney’s
onstage and offstage ap-
proach to separate his office
into public and private
spaces. In patient areas, staff
members present a calcu-
lated onstage image, while
more private break rooms
allow staff to go offstage to
relax, vent or do other things

they don’t want a patient to
see. 

The concept reminds staff
that guests are watching
how they behave when
they’re “onstage,” Jordan
said.

Just like other industries,
doctors and their staffs have
to learn that every service

matters, he said.
“You wouldn’t send a

friend of yours to a restau-
rant that you knew had good
food, but the service was
poor,” he said.

adoughman@tribune.com
or 407-650-6333
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Patrick Jordan, center, leads hospital officials on a tour of Main Street in the Magic Kingdom.
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The idea for Disney’s “Building a Culture of Healthcare
Excellence” program, launched this week, grew out of the
theme park giant’s collaboration with individual hospitals.

Gov. Rick Scott issued a
statement Friday support-
ing the Labor Department
inquiry.

“My administration has
zero tolerance for the misuse
of taxpayer dollars,” the
statement said. “I am confi-
dent this federal investiga-
tion will ensure any im-
proper actions related to con-
tracting practices are
brought to light and appro-
priately addressed.”

A governor’s spokesman
said Scott is looking for ways
to “fix the spate of problems
with the regional boards”
and suggested one step
might be to prohibit board
members from receiving
agency contracts.

Scott’s statement Friday
alluded to that, saying he
looks forward to “promoting
any additional legislative re-
forms that may be necessary
to ensure accountability and
transparency …”

Workforce Central Flori-
da already faces a state in-
spector general probe, begun
last month, over its contract-
ing practices. Agency offi-
cials would not answer ques-
tions Friday.

Instead, the organization,
blasted recently for spending
thousands on red capes for
the unemployed, issued a
statement saying it was co-
operating with investigators
and had “followed all the
required rules and regula-
tions” governing contract-
ing with board members. 

Last month, it adopted a
new policy forbidding board
members from for-profit
companies from competing
for agency work. Other agen-
cies are considering similar
changes.

Workforce Florida, which
sets policies for the regional
boards, also released a state-
ment, saying “we stand
ready” to enact new regula-
tions if the Labor Depart-
ment probe finds it neces-
sary.

The probe centers on the
regional boards’ practice of
sometimes awarding con-
tracts to companies linked to
agency board members.
From 2008 to 2010, the agen-
cies issued 574 such con-

tracts valued at more than
$55 million, according to a
state report requested last
year by state Sen. Mike Fasa-
no, R-New Port Richey.

Most of that went to non-
profit entities such as com-
munity colleges, but at least
$7 million went to private,
for-profit companies tied to
board members. The money
paid for everything from
promotional water bottles to
office space. 

Workforce Central Flori-
da has paid board members’
companies for marketing, of-
fice furniture and computer
software.

Some of the deals were
approved without being
competitively bid. Others re-
ceived board approval only
after a contract had already
been signed. And many
failed to meet a state require-
ment at the time that con-
tracts with board members’
businesses be approved by a
two-thirds majority of each
regional board.

Many agencies took that
to mean two-thirds of board
members attending a meet-
ing, not two-thirds of the full
board. Why they reached
that conclusion is unclear.
The law at the time said such
contracts were allowable
only if they were “approved
by a two-thirds vote of the
entire board.”

Fasano said Friday he was
pleased that the Labor De-
partment had opened an
investigation. Last year, he
sponsored legislation that
would have limited the abil-
ity of board members to seek
contracts from their agen-
cies.

“This really should have
happened earlier,” said Fasa-
no. “It’s absolutely clear they
need stricter oversight.”

jstratton@tribune.com or
407-420-5379.
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“This really should
have happened
earlier. It’s
absolutely clear
they need stricter
oversight.”

state Sen. Mike Fasano,
R-New Port Richey
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making patients feel better
about their health-care expe-
riences. It also may save
hospitals money. Starting in
October 2012, the federal gov-
ernment will begin to tie
billions of dollars to patients’
experiences at hospitals. 

Mobilize the ‘nice’
Hospitals “need to mobil-

ize all of the ‘nice’ that they
can muster in all of their
employees to ensure that the
total experience of the pa-
tient satisfies the patients’
expectation,” said Aaron Li-
berman, a professor of
health-services administra-
tion at the University of
Central Florida.

“If any [employee] hap-
pens to say something out of
sorts or creates a bit of ill will
with that patient, they may
damn the entire hospital,”
Liberman said.

The idea for Disney’s
“Building a Culture of
Healthcare Excellence” pro-
gram, which launched this
week, grew out of the theme
park giant’s collaboration
with individual hospitals
across the nation.

At Florida Hospital
In Orlando, Florida Hospi-

tal worked with Disney to
improve the patient experi-
ence before the opening of its
children’s pavilion in
March. As part of that plan,
the hospital introduced new
uniforms and simplified
name tags, banned cell-
phones in some patient ar-
eas, and instructed staff to
greet patients with a smile
and kneel down to talk to
children at their eye level.

“We’ve realized that tak-
ing care of people means
more than just putting the
splint or the cast on the
broken bone,” said Tim Bur-
rill, chief operations officer
at Florida Hospital for Chil-
dren.

Even though patients
often arrive at the hospital in
fear, paying attention to con-
trollable things like stress
can improve how they feel
about their hospital visit,
Burrill said.

To Disney, the new federal
standards mark a shift in
thinking toward improving
the patient experience, said
Stacey Thomson, public-re-
lations manager at Disney.
The result was an expanded
program for health-care pro-
fessionals that focused on
increasing patient referrals

to facilities such as family-
medicine clinics and skilled-
nursing homes. 

By exceeding expecta-
tions, doctors can attract
new clients through refer-
rals from satisfied patients,
said Dr. Christopher Smith,
who runs a 3-year-old family-
medicine practice in South
Carolina and participated in
the Disney program. 

Patient as guest
For an insider’s view to

improving customer serv-
ice, Jordan took about 30
health-care providers on a
tour of Main Street in Walt
Disney World’s Magic King-
dom. He drew their atten-
tion to details that he said
improved how guests experi-
enced the park.

He explained that most
guests are from North
America and naturally
move to the right after enter-
ing through the turnstiles at
the park’s entrance. So that’s
where lockers, strollers,
wheelchairs and other ame-
nities were placed.

Later, he pointed out a lack
of directional signs in the
park because Disney wants
visitors to ask cast members
questions, adding a personal
touch that improves the
guest’s visit, he said.

Some changes Disney rec-
ommends sound like seman-
tics but signify a cultural
shift. 

For example, Disney em-
ployees are cast members,
customers are guests.

“A guest is someone who
is invited,” said Jeff Willi-
ford, a Disney Institute in-
structor. “A customer is
someone who complains.”

Such detail may seem
goofy, but Disney representa-
tives say these nuances mat-
ter to the patient — or the
guest.

The distinction was not
lost on Smith from South
Carolina. At his office, the
receptionist has become a
“greeter.”

Smith also uses Disney’s
onstage and offstage ap-
proach to separate his office
into public and private
spaces. In patient areas, staff
members present a calcu-
lated onstage image, while
more private break rooms
allow staff to go offstage to
relax, vent or do other things

they don’t want a patient to
see. 

The concept reminds staff
that guests are watching
how they behave when
they’re “onstage,” Jordan
said.

Just like other industries,
doctors and their staffs have
to learn that every service

matters, he said.
“You wouldn’t send a

friend of yours to a restau-
rant that you knew had good
food, but the service was
poor,” he said.
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Patrick Jordan, center, leads hospital officials on a tour of Main Street in the Magic Kingdom.
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The idea for Disney’s “Building a Culture of Healthcare
Excellence” program, launched this week, grew out of the
theme park giant’s collaboration with individual hospitals.

Gov. Rick Scott issued a
statement Friday support-
ing the Labor Department
inquiry.

“My administration has
zero tolerance for the misuse
of taxpayer dollars,” the
statement said. “I am confi-
dent this federal investiga-
tion will ensure any im-
proper actions related to con-
tracting practices are
brought to light and appro-
priately addressed.”

A governor’s spokesman
said Scott is looking for ways
to “fix the spate of problems
with the regional boards”
and suggested one step
might be to prohibit board
members from receiving
agency contracts.

Scott’s statement Friday
alluded to that, saying he
looks forward to “promoting
any additional legislative re-
forms that may be necessary
to ensure accountability and
transparency …”

Workforce Central Flori-
da already faces a state in-
spector general probe, begun
last month, over its contract-
ing practices. Agency offi-
cials would not answer ques-
tions Friday.

Instead, the organization,
blasted recently for spending
thousands on red capes for
the unemployed, issued a
statement saying it was co-
operating with investigators
and had “followed all the
required rules and regula-
tions” governing contract-
ing with board members. 

Last month, it adopted a
new policy forbidding board
members from for-profit
companies from competing
for agency work. Other agen-
cies are considering similar
changes.

Workforce Florida, which
sets policies for the regional
boards, also released a state-
ment, saying “we stand
ready” to enact new regula-
tions if the Labor Depart-
ment probe finds it neces-
sary.

The probe centers on the
regional boards’ practice of
sometimes awarding con-
tracts to companies linked to
agency board members.
From 2008 to 2010, the agen-
cies issued 574 such con-

tracts valued at more than
$55 million, according to a
state report requested last
year by state Sen. Mike Fasa-
no, R-New Port Richey.

Most of that went to non-
profit entities such as com-
munity colleges, but at least
$7 million went to private,
for-profit companies tied to
board members. The money
paid for everything from
promotional water bottles to
office space. 

Workforce Central Flori-
da has paid board members’
companies for marketing, of-
fice furniture and computer
software.

Some of the deals were
approved without being
competitively bid. Others re-
ceived board approval only
after a contract had already
been signed. And many
failed to meet a state require-
ment at the time that con-
tracts with board members’
businesses be approved by a
two-thirds majority of each
regional board.

Many agencies took that
to mean two-thirds of board
members attending a meet-
ing, not two-thirds of the full
board. Why they reached
that conclusion is unclear.
The law at the time said such
contracts were allowable
only if they were “approved
by a two-thirds vote of the
entire board.”

Fasano said Friday he was
pleased that the Labor De-
partment had opened an
investigation. Last year, he
sponsored legislation that
would have limited the abil-
ity of board members to seek
contracts from their agen-
cies.

“This really should have
happened earlier,” said Fasa-
no. “It’s absolutely clear they
need stricter oversight.”

jstratton@tribune.com or
407-420-5379.
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“This really should
have happened
earlier. It’s
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they need stricter
oversight.”

state Sen. Mike Fasano,
R-New Port Richey
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making patients feel better
about their health-care expe-
riences. It also may save
hospitals money. Starting in
October 2012, the federal gov-
ernment will begin to tie
billions of dollars to patients’
experiences at hospitals. 

Mobilize the ‘nice’
Hospitals “need to mobil-

ize all of the ‘nice’ that they
can muster in all of their
employees to ensure that the
total experience of the pa-
tient satisfies the patients’
expectation,” said Aaron Li-
berman, a professor of
health-services administra-
tion at the University of
Central Florida.

“If any [employee] hap-
pens to say something out of
sorts or creates a bit of ill will
with that patient, they may
damn the entire hospital,”
Liberman said.

The idea for Disney’s
“Building a Culture of
Healthcare Excellence” pro-
gram, which launched this
week, grew out of the theme
park giant’s collaboration
with individual hospitals
across the nation.

At Florida Hospital
In Orlando, Florida Hospi-

tal worked with Disney to
improve the patient experi-
ence before the opening of its
children’s pavilion in
March. As part of that plan,
the hospital introduced new
uniforms and simplified
name tags, banned cell-
phones in some patient ar-
eas, and instructed staff to
greet patients with a smile
and kneel down to talk to
children at their eye level.

“We’ve realized that tak-
ing care of people means
more than just putting the
splint or the cast on the
broken bone,” said Tim Bur-
rill, chief operations officer
at Florida Hospital for Chil-
dren.

Even though patients
often arrive at the hospital in
fear, paying attention to con-
trollable things like stress
can improve how they feel
about their hospital visit,
Burrill said.

To Disney, the new federal
standards mark a shift in
thinking toward improving
the patient experience, said
Stacey Thomson, public-re-
lations manager at Disney.
The result was an expanded
program for health-care pro-
fessionals that focused on
increasing patient referrals

to facilities such as family-
medicine clinics and skilled-
nursing homes. 

By exceeding expecta-
tions, doctors can attract
new clients through refer-
rals from satisfied patients,
said Dr. Christopher Smith,
who runs a 3-year-old family-
medicine practice in South
Carolina and participated in
the Disney program. 

Patient as guest
For an insider’s view to

improving customer serv-
ice, Jordan took about 30
health-care providers on a
tour of Main Street in Walt
Disney World’s Magic King-
dom. He drew their atten-
tion to details that he said
improved how guests experi-
enced the park.

He explained that most
guests are from North
America and naturally
move to the right after enter-
ing through the turnstiles at
the park’s entrance. So that’s
where lockers, strollers,
wheelchairs and other ame-
nities were placed.

Later, he pointed out a lack
of directional signs in the
park because Disney wants
visitors to ask cast members
questions, adding a personal
touch that improves the
guest’s visit, he said.

Some changes Disney rec-
ommends sound like seman-
tics but signify a cultural
shift. 

For example, Disney em-
ployees are cast members,
customers are guests.

“A guest is someone who
is invited,” said Jeff Willi-
ford, a Disney Institute in-
structor. “A customer is
someone who complains.”

Such detail may seem
goofy, but Disney representa-
tives say these nuances mat-
ter to the patient — or the
guest.

The distinction was not
lost on Smith from South
Carolina. At his office, the
receptionist has become a
“greeter.”

Smith also uses Disney’s
onstage and offstage ap-
proach to separate his office
into public and private
spaces. In patient areas, staff
members present a calcu-
lated onstage image, while
more private break rooms
allow staff to go offstage to
relax, vent or do other things

they don’t want a patient to
see. 

The concept reminds staff
that guests are watching
how they behave when
they’re “onstage,” Jordan
said.

Just like other industries,
doctors and their staffs have
to learn that every service

matters, he said.
“You wouldn’t send a

friend of yours to a restau-
rant that you knew had good
food, but the service was
poor,” he said.
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The idea for Disney’s “Building a Culture of Healthcare
Excellence” program, launched this week, grew out of the
theme park giant’s collaboration with individual hospitals.

Gov. Rick Scott issued a
statement Friday support-
ing the Labor Department
inquiry.

“My administration has
zero tolerance for the misuse
of taxpayer dollars,” the
statement said. “I am confi-
dent this federal investiga-
tion will ensure any im-
proper actions related to con-
tracting practices are
brought to light and appro-
priately addressed.”

A governor’s spokesman
said Scott is looking for ways
to “fix the spate of problems
with the regional boards”
and suggested one step
might be to prohibit board
members from receiving
agency contracts.

Scott’s statement Friday
alluded to that, saying he
looks forward to “promoting
any additional legislative re-
forms that may be necessary
to ensure accountability and
transparency …”

Workforce Central Flori-
da already faces a state in-
spector general probe, begun
last month, over its contract-
ing practices. Agency offi-
cials would not answer ques-
tions Friday.

Instead, the organization,
blasted recently for spending
thousands on red capes for
the unemployed, issued a
statement saying it was co-
operating with investigators
and had “followed all the
required rules and regula-
tions” governing contract-
ing with board members. 

Last month, it adopted a
new policy forbidding board
members from for-profit
companies from competing
for agency work. Other agen-
cies are considering similar
changes.

Workforce Florida, which
sets policies for the regional
boards, also released a state-
ment, saying “we stand
ready” to enact new regula-
tions if the Labor Depart-
ment probe finds it neces-
sary.

The probe centers on the
regional boards’ practice of
sometimes awarding con-
tracts to companies linked to
agency board members.
From 2008 to 2010, the agen-
cies issued 574 such con-

tracts valued at more than
$55 million, according to a
state report requested last
year by state Sen. Mike Fasa-
no, R-New Port Richey.

Most of that went to non-
profit entities such as com-
munity colleges, but at least
$7 million went to private,
for-profit companies tied to
board members. The money
paid for everything from
promotional water bottles to
office space. 

Workforce Central Flori-
da has paid board members’
companies for marketing, of-
fice furniture and computer
software.

Some of the deals were
approved without being
competitively bid. Others re-
ceived board approval only
after a contract had already
been signed. And many
failed to meet a state require-
ment at the time that con-
tracts with board members’
businesses be approved by a
two-thirds majority of each
regional board.

Many agencies took that
to mean two-thirds of board
members attending a meet-
ing, not two-thirds of the full
board. Why they reached
that conclusion is unclear.
The law at the time said such
contracts were allowable
only if they were “approved
by a two-thirds vote of the
entire board.”

Fasano said Friday he was
pleased that the Labor De-
partment had opened an
investigation. Last year, he
sponsored legislation that
would have limited the abil-
ity of board members to seek
contracts from their agen-
cies.

“This really should have
happened earlier,” said Fasa-
no. “It’s absolutely clear they
need stricter oversight.”

jstratton@tribune.com or
407-420-5379.
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“This really should
have happened
earlier. It’s
absolutely clear
they need stricter
oversight.”

state Sen. Mike Fasano,
R-New Port Richey
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Need a pool bath?
Got that too!

Outdoor Living

Unbelievable Living Space
• Jaw-dropping room size

They will fight over
this bedroom!

The Master Suite you
dreamed of!

Have your own private
movie screenings

The Grandview available in
McCormickWoods • 407-464-7053

Wekiva Run • 407-889-5522

100%

$279,990!
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ONLY
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FT

Amazing 4-Car Garage
• Endless storage opportunities
neighbors will envy

Guest Suite
• Your own
in-house
hotel suite

Need a pool bath?
Got that too!

Drop Zone
• Laptop
• iPod
• Mail

Imagination Space
• Sewing
• Homework
• Studio

Butler’s Pantry
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have a butler!

Flex Space
• You decide,
It’s your new home!

Gathering Room
• Finally enough
space for a crowd

Outdoor Living
• Relax outdoors too

They will fight over
this bedroom!

Now that’s an
island!

Core Fill 500 included
All low-e double-pane windows and doors

R38 ceiling insulation and radiant roof barrier
Properly sealed and installed duct work

Energy Star kitchen appliances

Whole Home ENERGY STAR® Features:

Driving Directions to McCormickWoods: from South: Take 408W to FL Turnpike N (final exit) to 429N.
Go N 6 miles to West Rd. (Exit 26). Left onWest Rd, to Ocoee-Apopka Rd and turn right.

Go 2 miles to McCormick Rd., turn right. McCormick Woods will be one mile ahead on your right.

Driving Directions toWekiva Run: SR 429 N: Merge right onto 441-Orange Blossom Trail.
Make a left onto Park Ave. and then a left ontoWelch Rd. Make a right at the stoplight onto

Vick Rd. and then a left onto Ponkan Rd. Wekiva Run will be on your left.

Driving Directions to McCormickWoods: from North: Take the 417 South to the 408West to FL Turnpike
N. Take exit 267A to SR429N. Go N 6 miles to West Rd. (Exit 26). Left onWest Rd, to Ocoee-Apopka Rd and
turn right. Go 2 miles to McCormick Rd., turn right, then go 1 mile. McCormick Woods will be on your Right.
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making patients feel better
about their health-care expe-
riences. It also may save
hospitals money. Starting in
October 2012, the federal gov-
ernment will begin to tie
billions of dollars to patients’
experiences at hospitals. 

Mobilize the ‘nice’
Hospitals “need to mobil-

ize all of the ‘nice’ that they
can muster in all of their
employees to ensure that the
total experience of the pa-
tient satisfies the patients’
expectation,” said Aaron Li-
berman, a professor of
health-services administra-
tion at the University of
Central Florida.

“If any [employee] hap-
pens to say something out of
sorts or creates a bit of ill will
with that patient, they may
damn the entire hospital,”
Liberman said.

The idea for Disney’s
“Building a Culture of
Healthcare Excellence” pro-
gram, which launched this
week, grew out of the theme
park giant’s collaboration
with individual hospitals
across the nation.

At Florida Hospital
In Orlando, Florida Hospi-

tal worked with Disney to
improve the patient experi-
ence before the opening of its
children’s pavilion in
March. As part of that plan,
the hospital introduced new
uniforms and simplified
name tags, banned cell-
phones in some patient ar-
eas, and instructed staff to
greet patients with a smile
and kneel down to talk to
children at their eye level.

“We’ve realized that tak-
ing care of people means
more than just putting the
splint or the cast on the
broken bone,” said Tim Bur-
rill, chief operations officer
at Florida Hospital for Chil-
dren.

Even though patients
often arrive at the hospital in
fear, paying attention to con-
trollable things like stress
can improve how they feel
about their hospital visit,
Burrill said.

To Disney, the new federal
standards mark a shift in
thinking toward improving
the patient experience, said
Stacey Thomson, public-re-
lations manager at Disney.
The result was an expanded
program for health-care pro-
fessionals that focused on
increasing patient referrals

to facilities such as family-
medicine clinics and skilled-
nursing homes. 

By exceeding expecta-
tions, doctors can attract
new clients through refer-
rals from satisfied patients,
said Dr. Christopher Smith,
who runs a 3-year-old family-
medicine practice in South
Carolina and participated in
the Disney program. 

Patient as guest
For an insider’s view to

improving customer serv-
ice, Jordan took about 30
health-care providers on a
tour of Main Street in Walt
Disney World’s Magic King-
dom. He drew their atten-
tion to details that he said
improved how guests experi-
enced the park.

He explained that most
guests are from North
America and naturally
move to the right after enter-
ing through the turnstiles at
the park’s entrance. So that’s
where lockers, strollers,
wheelchairs and other ame-
nities were placed.

Later, he pointed out a lack
of directional signs in the
park because Disney wants
visitors to ask cast members
questions, adding a personal
touch that improves the
guest’s visit, he said.

Some changes Disney rec-
ommends sound like seman-
tics but signify a cultural
shift. 

For example, Disney em-
ployees are cast members,
customers are guests.

“A guest is someone who
is invited,” said Jeff Willi-
ford, a Disney Institute in-
structor. “A customer is
someone who complains.”

Such detail may seem
goofy, but Disney representa-
tives say these nuances mat-
ter to the patient — or the
guest.

The distinction was not
lost on Smith from South
Carolina. At his office, the
receptionist has become a
“greeter.”

Smith also uses Disney’s
onstage and offstage ap-
proach to separate his office
into public and private
spaces. In patient areas, staff
members present a calcu-
lated onstage image, while
more private break rooms
allow staff to go offstage to
relax, vent or do other things

they don’t want a patient to
see. 

The concept reminds staff
that guests are watching
how they behave when
they’re “onstage,” Jordan
said.

Just like other industries,
doctors and their staffs have
to learn that every service

matters, he said.
“You wouldn’t send a

friend of yours to a restau-
rant that you knew had good
food, but the service was
poor,” he said.

adoughman@tribune.com
or 407-650-6333
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Patrick Jordan, center, leads hospital officials on a tour of Main Street in the Magic Kingdom.
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The idea for Disney’s “Building a Culture of Healthcare
Excellence” program, launched this week, grew out of the
theme park giant’s collaboration with individual hospitals.
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statement said. “I am confi-
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tion will ensure any im-
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and suggested one step
might be to prohibit board
members from receiving
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alluded to that, saying he
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spector general probe, begun
last month, over its contract-
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cials would not answer ques-
tions Friday.
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blasted recently for spending
thousands on red capes for
the unemployed, issued a
statement saying it was co-
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and had “followed all the
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tions” governing contract-
ing with board members. 

Last month, it adopted a
new policy forbidding board
members from for-profit
companies from competing
for agency work. Other agen-
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Workforce Florida, which
sets policies for the regional
boards, also released a state-
ment, saying “we stand
ready” to enact new regula-
tions if the Labor Depart-
ment probe finds it neces-
sary.

The probe centers on the
regional boards’ practice of
sometimes awarding con-
tracts to companies linked to
agency board members.
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tracts valued at more than
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no, R-New Port Richey.

Most of that went to non-
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tracts with board members’
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Many agencies took that
to mean two-thirds of board
members attending a meet-
ing, not two-thirds of the full
board. Why they reached
that conclusion is unclear.
The law at the time said such
contracts were allowable
only if they were “approved
by a two-thirds vote of the
entire board.”

Fasano said Friday he was
pleased that the Labor De-
partment had opened an
investigation. Last year, he
sponsored legislation that
would have limited the abil-
ity of board members to seek
contracts from their agen-
cies.
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HEALTH-CARE PROVIDERS LEARN DISNEY TOUCH by Andrew Doughman 

I was sweating under the August sun on Main Street USA in Disney World's Magic 
Kingdom, jotting notes while listening to a Disney consultant lead a tour of health-care 
professionals, when I knew I'd found a good story in this happiest of happy places. 

Earlier, another health reporter and I had discussed how we might tackle health policy 
on a health lifestyles beat. This story was my way. The story lies at the intersection of 
policy and popularity, a particular section of the news landscape that doesn't see much 
traffic. Disney is popular, especially in Orlando, so I saw the story as a way to introduce 
readers to a specific policy implication of the 2010 federal health law. 

The initial idea came from an email. I'd signed up for a million different feeds, and this 
one caught my eye by mentioning “Disney.” I looked beyond the initial release, 
researched thoroughly and realized that the true story behind the eye-catching Disney 
label was the policy itself. The broader appeal of the story would not be Disney, but the 
idea that how the hospital staff treat patients is important. Disney was just the entry 
point. 

In the end, I felt proud of this story because my hunch that this story might generate a 
broad interest proved correct. Disney was the eye-catcher, but the ideas beyond and 
behind the Disney program resonated with readers. Editors picked up my story on the 
wire, and it ran nationally throughout the Tribune network and beyond.  
 
This article, which originally ran on July 16, 2011, has been reproduced in its entirety on our 
website with permission from The Orlando Sentinel. 
 


