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ANNOUNCEMENTS 

*October 8 - deadline for community colleges to submit proposals to the League for 
Innovation in the Community College for its annual “Innovations” conference, March 4-7, 
2007 in New Orleans. If you’re planning to attend this conference, why not showcase 
what you have been doing at your college with Appreciative Inquiry? Also, if you haven’t 
already done so, share your story with me so I can include it in my second book about 
“Appreciative Inquiry in the Community College.” To partner with other community 
college AI Facilitators at the conference (e.g., serve on a panel), email 
Nancy@soni c.net ASAP and I’ll connect you with others who are planning to be in New 
Orleans. To submit a proposal, go to 
http://www.league.org/i2007/cfp/form/cfp_page1.cfm  

*October 16-19 – AIFT Atlantic City (attend again for $300) 
http://www.centerforappreciativeinquiry.net 

*November 1- 4 – AIFT Nashville (attend again for $300) 
http://www.centerforappreciativeinquiry.net 

*January 22-25 – AIFT Palm Springs (attend again for $300) 
http://www.centerforappreciativeinquiry.net 

•If you received your certification as an AI Facilitator prior to October 2005, please 
contact me at Nancy@soni c.net.  

*It’s never too late to become certified. Using the format on the web site 
http://CenterforAppreciativeInquiry.net, please submit your Practicum Report to me as a 
word document attached to an email to Nancy@sonic.net.  

CELEBRATIONS! 

mailto:Nancy@sonic.net
mailto:Nancy@sonic.net
http://centerforappreciativeinquriy.net/
mailto:Nancy@sonic.net
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“Our intention is to weave AI throughout the organization so that we maintain our 

focus on the positive possibilities inherent in any situation.” 

Congratulations to Kristen Crusoe <K.crusoe@char ter.net>, Manager of Psychiatric 
Services, at Bay Area Hospital in Coos Bay, Oregon, who is now a certified AI 
Facilitator and a true believer in the power of AI! She started by participating in AIFT© 
Oceanside in April 2006, then followed up with an Advanced Practitioner Clinic in Lake 
Oswego, Oregon with Bernard Mohr (co-author, with Jane Magruder Watkins, of the 
AIFT texts) and Jen Hetzel-Silbert. Then, wanting more, she participated in the NTL 
(formerly known as National Training Laboratory—where Organization Development 
was created) Retreat in Bethel, Maine in summer 2006.  

Kristen says, “I am totally and completely hooked on AI. I think this is going to be my 
life’s work from now on.” Kristen is enthusiastically helping Bay Area Hospital truly 
become what AI Practitioner Frank Barrett calls an “appreciative learning culture.” She 
facilitated her first Inquiry in Spring/Summer 2006. Her Core Group was composed of 
the Manager of Engineering, the Manager of Educational Services, and herself. They 
chose the positive topic, “A Healing Environment” and modified the Generic Interview 
Guide to that specific topic. The Inquiry group consisted of 13 people who represented 
all stakeholders in the hospital. The Inquiry began with face-to-face paired interviews 
and resulted in macro and micro Provocative Propositions, based on exceptional 
moments, of what Bay Area Hospital would look like if it were an ideal healing 
environment more or all of the time. The Inquiry group then took the macro and micro 
Provocative Propositions—what they call the Healing Environment Model--out to more 
stakeholders for validation. These individuals and groups then created Strategic 
Intentions for realizing the visions. Here are some of those Intentions (i.e., Initiatives, 
Pilot Projects or Bold Ideas): 

• The Quality Council will provide a forum for discussion of concrete measurements of 
success as the hospital continues to refine and implement the Healing Environment 
Model. 

• Physicians volunteered to be active proponents of the Healing Environment Model and 
to mentor their colleagues in the philosophy and practices of Relation-Centered Care. 

mailto:K.crusoe@charter.net
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• The Chief of Medical Staff offered to provide support and formal authority for the 
implementation of the Model throughout the organization. 

• Individual members of the Inquiry group made personal commitments to living the truth 
of their intentions to create and sustain a Healing Environment at Bay Area Hospital. 

According to Kristen, “There are multiple stories of success that have spontaneously 
been birthed from a collective enthusiasm and passion for a Healing Environment. I 
actively facilitated and provided support for these AI processes. Below are a few 
examples: 

• One Department Manager has revised his annual Performance Evaluation process to 
include a mini-Appreciative Inquiry interview as the foundation for his conversation with 
his employees regarding their performance, their goals, and their dreams for their work. 

• One Department Manager developed an Appreciative process for her team to create 
goals and standards of behavior for their team. This was done with a Relationship-
Centered Care focus. 

• Our entire Patient-Care Services Department has used AI to create a model for 
Leadership and Teamwork. 

• The Senior Leadership group used an AI process to revise the Manager ’s 
Performance Evaluation tool and process. 

• We used AI to address our Employee Satisfaction Survey results to action plan steps 
to improve the quality of employee/manager relationships. 

We are fast becoming an AI organization. We purchased the “Celebrate What’s Right 
with the World” DVD and we are showing this to our staff as part of an orientation to the 
Healing Environment.” 

Kristen’s story of success is exceptionally inspiring, especially for people in a health 
care environment: 

“We are going to initially publish the Healing Environment Model and request people 
share their stories of where they are currently seeing these positive practices happening 
now. We will create a number of methods to share and celebrate these current 
practices. Also, we will continue with the paired interviews to learn more about our 
Model and to drill down even deeper into the core success factors that need to be 
present for the Model to become a reality on a day-to-day basis. We will focus first on 
the people areas--the Relationship Centered Care model. We have a group of about 60 
Change Agents who are our Cultural Emissaries so to speak. They will be intimately 
involved in communicating and modeling the preferred behaviors. We will create a 
template for meetings that include AI practices such as sharing high point stories at the 
beginning of each meeting and also, reflecting our high point or best learning at the 
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conclusion of each meeting. Our intention is to weave AI throughout the organization so 
that we maintain our focus on the positive possibilities inherent in any situation. Each 
time we come to a decision point we think about--do we need a Question? Is this an 
opportunity to delve a bit deeper through an AI interview? People are starting to think in 
AI strategies and processes.  

“We have over 1,000 employees and developing a method to orient all of them to the 
Healing Environment will be a challenge but one we are not afraid of--we know we will 
be successful .  

“I am just surprised at the overwhelming acceptance and embracing of AI. I anticipated 
that it would work to help us vision our Model but I did not anticipate the excitement and 
passion about positive change that we have stimulated through the AI process. When I 
had my initial training with (AIFT© Trainers) Rich Henry and Kay Weiss at MiraCosta 
College in Carlsbad/Oceanside, California, I remember the moment the insight came to 
me that this—AI--would work to begin to move our team toward a vision and even a 
plan on how to develop our Healing Environment Model. I didn’t anticipate that the rest 
of the organization would also say, me too!! and take it on to the extent that we have. I 
feel like we have birthed this baby and now she is out there on her own, independent 
and beautiful.”  

Kristen is a Psychiatric Nurse Manager and a faculty member for University of Phoenix 
Online in their Graduate Nursing and Health Services Programs. She also is actively 
involved with her local community college’s Nursing Program in which she formerly was 
the Director, and the Director of Health and Human Services. She is using AI with her 
patients and, also, with her students. 

“Feedback from the workshop has been overwhelmingly positive and has led to a 
recommendation to organize a similar Appreciative Inquiry at the national level.” 

Glenna Hayes <glennah@naic.ca> and Roxanna Stumbur  <roxannas@nai t.ca>, both 
of whom are internal Organization Development Consultants at Northern Alberta 
Institute of Technology (NAIT) in Canada, attended AIFT Palm Springs. For their AI 
practicum, they co-facilitated a two-day Inquiry for Emergency Medical Services (EMS) 
in the City of Edmonton in June 2006. NAIT collaborates with EMS by training students 
who become EMS personnel.  

Glenna and Roxanna were invited to do so by the deputy chief of program development 
of EMS on the topic of “Innovation in EMS.” The Interview Guide asked the 30 
participants to reflect on an experience or moment that gave the person a intense sense 
of pride, excitement, or involvement in having been a part of something that was 
meaningful—a time that “you truly felt you had contributed to the betterment of a fellow 
employee, a patient or EMS as a whole.” They shared the stories of these moments--
their proudest moments of innovation--then brainstormed the “root causes” of success.  

mailto:glennah@naic.ca
mailto:roxannas@nait.ca


Words Create Worlds © 2006 by the Company of Experts.net 
www.CompanyofExperts.net 

 

Participants were then asked to use these themes to imagine EMS at its best--in service 
delivery, patient care, and employee satisfaction. EMS called their Provocative 
Propositions “Aspiration Statements,” modeled on SOAR (rather than SWOT), the AI 
version of strategic planning: Strengths, Opportunities, Aspirations, and Results.” 

The EMS participants created five Aspiration Statements and then brainstormed 
“opportunities for innovation.”  
 
“Feedback from the (Innovation) workshop has been overwhelmingly positive and has 
led to a recommendation to organize a similar Appreciative Inquiry at the national level: 
a National EMS Innovation Workshop in Edmonton,” said Glenna and Roxanna. 
 

SIDEBAR STORY: San Joaquin Delta College in Stockton, California, is 
embarking on its second round of SOAR for strategic planning this fall. CEO 
Raul Rodriguez credits Appreciative Inquiry with bringing about a more 
collaborative approach to change at Delta College. Raul chose AI for strategic 
planning because it emphasizes the positive; it puts the responsibility on 
individuals; it engages and empowers staff; it unleashes creativity and 
innovation; and it puts people in control of their own destiny. In short, he says, it 
is a “better way of doing business.”  

 
“It is true that we create our reality based on what we choose to look at and the 

questions we ask.” 
 
Peggy Ann Hall <peggy.hall@gr eensboro-nc.gov> participated in AIFT Greensboro in 
February/March 2006. By June 2006, she had very successfully facilitated a four-day AI 
Summit for strategic planning for the Mayor’s Committee for Persons with Disabilities in 
Greensboro! 
 
The Core Group defined the positive topic as “A Barrier-Free Community” – what they 
wanted to create MORE of. Fourteen people participated in the Summit and created a 
Strategic Plan, including: a new mission statement, a vision statement, four Provocative 
Propositions and a number of Strategic Initiatives.  
 
Peggy Ann’s wish for the group was that they would come closer together as a team 
and have a strategic planning document that was inspiring. So far, she has documented 
three areas of impact--attitude, process and structure--as a result of the Inquiry and 
Summit.  
 
Attitude: “The (participants) first approached the process as a chore, as a duty that 
needed to be fulfilled. At the end of the first day, I asked the group to tell me their initial 
reactions to the beginning of the strategic planning session and how they were leaving 
the session. The theme was the same around the room. They dreaded coming and 
came out of a sense of obligation; they left feeling energized and ready to participate 
the following day. They said that, within the first day, they already had the energy they 
wanted.” 

mailto:peggy.hall@greensboro-nc.gov
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Process: “The group is now actively involved in contacting people before meetings as a 
reminder and for encouragement . This is increasing their participation level. In fact, as a 
measure of support, I visited one of the (group’s) meetings. As I walked into the meeting 
room, it was clear by the number of people added to the group who went thru the AI 
process, that success was already underway.” 
 
Structure: “The group has redefined who they are and are in the process of changing 
their bylaws, thus changing the structure to reflect this and to be more inclusive.” 
 
During the Inquiry, Peggy Ann helped people appreciate each other’s strengths. The 
group formed a circle. Each person put her or his name at the top of a piece of paper. 
Then they passed the paper to the person on their right. That person wrote one thing 
they appreciated about the person whose name was at the top of the paper and then 
passed it on until everyone’s piece of paper was returned to them. People then shared 
their reactions that created a strong culture of appreciation among the group members. 
“What was even more rewarding,” Peggy Ann said,” was to see the group a couple of 
months later and to hear that they have kept those papers and they are very special to 
them.” 
 
Peggy Ann also shared a personal story of how she was using Appreciative Process 
(AP) with someone who does not share her belief in how to bring about positive change. 
“(AP) allows for me to build on what works (with this person) and everything else 
disappears.”  
 
Join me in congratulating our four new AI Facilitators and expressing appreciation to 
them for taking the time to share their inspirational stories of success! 
 
Best Wishes, 
 

 
 
Nancy Stetson 
Editor, Words Create Worlds 
Expert on Call, Company of Experts.net 
 


