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Reinventing Customer Service in Healthcare:  

Lessons Learned From the Best 

 

Panelists: 

Frederick Crampton 

Director, Consulting 

Sg2 

As a project lead of Sg2 Consulting, Fred manages a wide variety of customized 

strategic and operational planning projects. His areas of focus include market 

assessment, enterprise strategic planning, service line evaluation and strategic 

planning, customized research, and strategic visioning. 

Prior to joining Sg2, Fred served as assistant vice president of brand assurance and operational 

integration for Cancer Treatment Centers of America (CTCA). He partnered with hospital 

leadership across the system to design patient-centric solutions that would drive greater 

consistency and better margins for the business. Fred also led the patient retention program, 

which focused on developing strategies to keep patients engaged throughout the course of their 

treatment and survivorship journey. He also served as the director of pharmacy business services. 

In this role, he developed innovative and cost-effective solutions across the pharmacy supply 

chain, revenue cycle and business intelligence. 

Fred started his career as a management consultant with Accenture. In this capacity, he partnered 

with both health plans and life sciences clients on a variety of strategic operational initiatives. He 

worked on operations benchmarking analyses, outsourcing assessments, postmerger integration 

activities and balanced scorecard/strategy map development. 

Fred is a member of the American College of Healthcare Executives. He earned a degree in 

economics from DePauw University, and he expects to earn his MBA in health care management 

at Quinlan School of Business, Loyola University Chicago in August. 

He lives in Chicago with his wife and their Australian Labradoodle. Fred enjoys traveling and 

outdoors activities. 
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Kathy Harper, RN, MBA, EDAC 

Vice President for Clinical Coordination,  

New Parkland Campus 

Ms. Kathy Harper is responsible for the oversight of the Planning, Design, 

Operational Readiness and Move Activation for the New Parkland Campus.  

Kathy has been with Parkland since October 2009 and has 20 years experience 

in healthcare design. 

Ms. Harper has managed over $2.3 billion dollars in healthcare construction, renovation & 

greenfield campus projects.  Her facility experience includes: programming, facility planning and 

design, construction management, FF&E, medical equipment, Wayfinding, transition planning, and 

activation. She actively works towards fulfilling her career passion of positively and creatively 

impacting the healthcare industry through design and operational efficiencies. 

Ms. Harper has a Bachelor of Science in Nursing from Texas Women’s University and is a 

Registered Nurse.  She also has an MBA in Healthcare Administration from the University of Dallas. 

She is certified in Evidence Based Design and LEAN Healthcare training. 

 

Pamela J. Stoyanoff 

Executive Vice President and COO 

Methodist Health System 

Pamela Stoyanoff, MBA and CPA is currently Executive Vice President and Chief 

Operating Officer for the 7 hospital Methodist Health System in Dallas, Texas.  

In that role she is responsible for 4 of the 7 hospitals (the other 3 being joint 

ventures) and a myriad of Corporate, centralized functions including IT, Purchasing, Quality, 

Transplant services and Graduate Medical Education.  Pam is experienced in strategic planning, 

financial management, IT, Human resources, operational performance improvement, joint 

ventures and physician integration.  She is a member of several Boards, including the Dallas Ft. 

Worth Hospital Council Education and Foundation Board, the American Heart Association Go Red 

For Women Dallas chapter, ACHE of North Texas Board and several others.  She is well known in 

the community, serving on the Trinity Commons Foundation Board (developed to promote the 

Trinity River Corridor Project) and has traveled to Washington D.C. with select contingencies to 

promote Dallas economic development. 
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Prior to coming to Dallas, Pam was the Chief Financial Officer for the St. Vincent Health System (4 

hospitals) in Little Rock, Arkansas.  She is originally from Chicago, Illinois and began her career at 

Arthur Anderson & Co. 

Pam has her BS in Business Administration with a major in Accounting, is a CPA and has her 

Masters degree from the Lake Forest Graduate School of Management in Lake Forest, Illinois. 

Pam has spoken around the country on many topics including revenue cycle management, cost 

reduction strategies and diversity in healthcare supply procurement.   

She was most recently voted one of the top 25 Women in Business in Dallas/Ft. Worth by the 

Dallas Business Journal in 2010 and was also selected in 2010 by the Dallas Business Journal as a 

Health Care Hero (in recognition of contributions toward improving health care in North Texas). 

  

Moderated By:  

Linda Nall, FACHE  

Vice President, Patient Satisfaction Measurement & Improvement 

Texas Health Resources 

Linda Nall is the Vice President of Patient Satisfaction Measurement and 

Improvement for Texas Health Resources.  She and her team manage service 

excellence and internal coaching resources for the Texas Health system.   She 

also oversees patient survey administration, data analysis and reporting.  

Linda has been with Texas Health for 23 years, beginning at Texas Health Harris Methodist 

Hospital  Fort Worth, where she established the patient advocacy service and on site language 

assistance.  She moved to System Director of Service Excellence for THR in 2007. 

Linda received her undergraduate degree at the University of Maryland, College Park, and has a 

master’s degree in health services management from the University of Mary Hardin-Baylor.  She is 

a Fellow of the American College of Health Care Executives (FACHE).  

Linda has a son, Thad, who is a college student, and she recently adopted a “golden oldie,” a 

golden retriever, named Sailor.  

  


