
“WE’RE GOING TO NEED A BIGGER BOAT”:
Implementing a CVO Within a Rapidly Growing Health System



NAVIGATING THE UNKNOWN

Timeline of growth and expansion

 Penn State University Milton S. Hershey Medical Center (1970)

 Merger with Geisinger (1997-2000)

 2015-2022 (from 1,000 to 3,400 providers)

 St. Joseph Medical Center 

 PALS (Community Medical Group) – 2017

 Holy Spirit Hospital (2020)

 Hampden Medical Center (2021) 

 Lancaster Medical Center (2022)

 Pennsylvania Psychiatric Institute (2008/2023)
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STORM CLOUDS AHEAD

 Were we the right crew for the ship

 Identifying staff and structure (conversations started in 2018)

 Checking our equipment

 Identifying resources

 Education and Compliance

 Educating leaders and changing course while maintaining 
compliance

 Navigating the political waters

 Stayed on course with our knowledge and confidence in our 
process

https://www.flickr.com/photos/izoo3y/8737004628
https://creativecommons.org/licenses/by-sa/3.0/


BUILDING THE BOAT
 Management of Credentialing without Authority (2020-2022)

 DON’T FORGET ABOUT COVID

 Implemented new database (built workflows)

 Separating from the “mother ship”

 Leadership and Shared Services

 Proving our worth (2019-2021)

 Establishing a position that maintained oversight of processes 

 Director (January 2021)

 Budgets, Positions (Team Leads)

 Medical Staff Office Managers



ORGANIZING AND ASSIGNING THE CREW

CVO Team:

Director – Kathy

Lead Credentialing Specialists:

Erin – Database/Security Analyst

Katie – Credentialing Coordinator

Melissa – Quality Control and Auditing

► Credentialing Specialists are assigned to specific departments.  

► Each lead is also responsible for specified departments.

MSOs

Hershey Medical Center Lancaster Medical Center

Hampden Medical Center St. Joseph Medical Center

Holy Spirit Medical Center Pennsylvania Psychiatric Institute

Community Medical Group



KEEPING EVERYONE ON BOARD

CREDENTIALING COORDINATOR– KATIE 

Manages the day-to-day work flows and priorities to ensure files are

ready for the monthly agenda

Weekly:
► Conducts weekly meetings with the MSOs to discuss file priorities and any concerns

► Holds weekly meetings with Credentialing Specialists to discuss priorities and issues 

► Liaison between the CVO, MSOs, and Department Contacts

► Sends a spreadsheet to Credentialing Specialists to help prioritize files – with added notes

► Sent at the end of one week to prepare for the following week
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How do you save a dying 

Pirate?
CP...ARRRRRRR

😆

https://thinkspace.csu.edu.au/csurtc/tag/leadership/
https://creativecommons.org/licenses/by/3.0/


FULL STEAM AHEAD!
► Teams is utilized to share agendas and files with various stakeholders

► Multiple users can access and edit the same information simultaneously

This Photo by Unknown Author is licensed 

http://www.flickr.com/photos/atelier_tee/2847776246/


ALL HANDS ON DECK! 

Sample Agenda



KEEPING IT SHIP SHAPE! 

QUALITY CONTROL AND AUDITING – MELISSA

► Training of incoming staff

► Provides continuous training to entire team
► Quality Review of all files prior to presentation at Monthly Credentials Committee

► Oversees annual NCQA Audit

► Monitors Telemedicine Process
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What did they call the 

optometrist who joined 

the boat crew?

A “See” Captain!

https://www.flickr.com/photos/stuckincustoms/7367771960/


CREDENTIALING SYSTEM ANALYST - ERIN

► Conducts quality assurance within the Cactus software to ensure data integrity

► Sets the securities of different user groups within the healthcare system to ensure that 

customers only have access to the information required to perform their duties

► Editing institutional information for correct and direct contact to the person needed for the 

verification; removes duplicate/irrelevant listings

► Manages Recredentialing Schedule

► Oversees license monitoring software

► CVO Reporting functions:

► Expirables

► File Status

► Reports for various stakeholders

► Active Providers

► Delegated Rosters

► Pharmacy Reports

► Turnaround Time



CHARTING THE COURSE... 
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How do you make 

luxury yachts look 

younger?

“Boat-Tox”!

https://whodoyoulead.com/category/character/
https://creativecommons.org/licenses/by-sa/3.0/


BATTEN DOWN THE

HATCHES!

This Photo by 
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https://www.flickr.com/photos/izoo3y/8737004628
https://creativecommons.org/licenses/by-sa/3.0/


ANCHORED…BUT PLOTTING OUR COURSE

 Created a strong department with competent and dedicated staff 

 Building a structure that supports the future of our health system

 Significant accomplishments:

 Team Leads and full staffing

 Standardized work flows with Enrollment and Shared Services

 Established relationships with MSO’s/CMO’s

 Standardized bylaws and policies 

 System Credentials Committee (multi-disciplinary/entity representation)

 Quality Standards/Auditing and Delegation Audits (future Lunch & Learn)

 Online affiliation letters

No Idling…. 

 Standardized privileging and online applications

 Utilizing our database for efficiencies and provider satisfaction



WANT TO SEND US A 

MESSAGE IN A BOTTLE?

Kathy Remlinger – kremlinger@pennstatehealth.psu.edu

Erin Blake – eblake@pennstatehealth.psu.edu

Katie Sloat – ksloat@pennstatehealth.psu.edu

Melissa Sandy – msandy@pennstatehealth.psu.edu

mailto:kremlinger@pennstatehealth.psu.edu
mailto:eblake@pennstatehealth.psu.edu
mailto:ksloat@pennstatehealth.psu.edu
mailto:msandy@pennstatehealth.psu.edu


THANK YOU!
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