
 
 

 
 

 

VIDEO TRANSCRIPT: Putting Care at the Center 
2016 Opening: A Vision for the National Center 

 
VIDEO LOCATION: https://vimeo.com/complexcare/2016-vision-for-national-center 
 
DESCRIPTION: 
Opening remarks from December 2016's Putting Care at the Center conference, the 
inaugural conference of the National Center for Complex Health and Social Needs. 
 
Dr. Jeffrey Brenner, founder of the Camden Coalition of Healthcare Providers, along with 
National Center faculty members Lauran Hardin and Shelly Virva lay out a vision for the 
new National Center. 
 
FULL TRANSCRIPT: 

[Video – Off Screen Audio Only] 
 
Jeff Brenner: [00:00:00] It's no secret health care for our neediest and most vulnerable 
community members is not as good as it should be and can be. We're all sick and tired of 
watching our system fail the same patients over and over. Often for the same reasons.  
 
Patient: [00:00:12] {Patient: "I'm in pain"}  
 
Jeff Brenner: [00:00:15] We've got to do better. The way we currently treat patients with 
complex health and social needs is ineffective and costly. These patients deserve better. 
When you're suffering from mental illness or battling addiction. Going to the doctor or even 
worrying about basic needs is not a priority. So you only seek medical treatment when it's 
almost too late.  
 
Medical Valley Care Team Member: [00:00:35] When I walked in the first thing I (sensed) 
was a strong smell of mold. It was all over the place. His living conditions were not healthy. 
Soon after we were able to get them into a much better situation. Now he's more stable.  
 
Jeff Brenner: [00:00:52] In the last decade. People in organizations across the country 
have dedicated a great deal of their energy to creating a new health care paradigm. A new 
way of helping individuals with complex health and social needs while at the same time 
improving outcomes and better using resources.  
 
Jeff Brenner: [00:01:07] This is hard work. This is face to face work. It requires boots on 
the ground and people in the streets. It won't be an overnight fix. It may feel unfamiliar but 
it's already making a difference and turning the tide. What we're learning is that you can 
take much better care of these patients and get them out of the hospital. Out of the 
emergency room but it requires new and more proactive strategies. It demands a new 
paradigm for care.  
 
Napa County Health and Human Services: [00:01:31] We work very closely with our 
community partners to provide what I call a very tightly woven safety net for these 
individuals that they can't fall through the cracks.  
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Jeff Brenner: [00:01:40] This growing field is recognized with the launch of the National 
Center for Complex Health and Social Needs. It will bring together efforts to improve 
research share ideas and inspire health care clinicians, community leaders, and social 
service providers. The National Center will be powered by the ideas and interventions 
being developed and tested by the pioneers working to improve care for this important 
patient population. We have so much work to do in order to address the mismatch 
between our current health care delivery model and the needs of patients with complex 
medical, behavioral, and social needs.  
 
Care Provider: [00:02:13] I'm not going to be able to cure diabetes. I'm not going to be 
able to take away the fact that you got an amputation or that you had a heart attack, but if I 
could make you believe that you can take care of yourself and that you can carry on your 
own future then I've done my job.  
 
Jeff Brenner: [00:02:26] We are transforming healthcare as we know it together we're 
building a new field and a new movement for better care one patient and one community 
at a time.  
 
Care Provider: [00:03:06] Hang in there.  
 
Patient: [00:03:06] With your help, I am.  
 

--------------- OFF-SCREEN VIDEO ENDS ------------------ 
 
[On-screen left to right: Lauren Hardin, Jeff Brenner, and Shelly Virva talk with each 

other in a “scripted-play” format.] 
 
Lauran Hardin: [00:03:11] Hey Shelly and Jeff what do you guys think about organizing a 
national conference and bringing nurses, social workers, and physicians together to talk 
about care of complex patients.  
 
Jeff Brenner: [00:03:21] Lauran, I don't know. I don't know. I'm not sure anyone will come. 
Doctors, nurses, social workers they don't really hang out at the same conferences.  
 
Shelly Virva: [00:03:30] Lauran, that sounds so fun. How about we invite patients and 
caregivers from all over the country to attend?  
 
Jeff Brenner: [00:03:36] No no no.  
 
Jeff Brenner: [00:03:37] Will never happen Shelly, no one will come.  
 
Lauran Hardin: [00:03:40] I think the conference should have a really great Keynote 
(speaker) like Geoffrey Canada from the Harlem Children's Zone.  
 
Jeff Brenner: [00:03:45] I'm sure he's busy. You think he'd join us?  
 
Shelly Virva: [00:03:49] I'm imagining this really great interactive space, an innovation 
Beehive, and posters discussion tables, affinity tables, demos.  
 
Jeff Brenner: [00:04:00] You guys are such dreamers. Conferences like that don't 
happen.  
 



 
 

 
 

 

Lauran Hardin: [00:04:03] Hey Jeff, (Lauran points at audience) check it out.  
 
Jeff Brenner: [00:04:05] Woah! (Audience claps)  
 
Jeff Brenner: [00:04:05] There are a lot of people here, why are they all here? They're all 
here for the first conference of the National Center for Complex Health and Social Needs. 
There's over 450 people here from all over the country nurses, social workers, physicians, 
caregivers, patients, data scientists (whispers: my favorite), healthcare administrators, 
researchers, policy makers, journalists, public officials, we're all in the same room!  
 
Shelly Virva: [00:04:59] They're all here to build the field and a movement for better care 
of the most complex patients in America.  
 
Jeff Brenner: [00:05:08] Wow, it's sort of like Woodstock (audience laughs) for people are 
sick of the status quo and the American healthcare system without the mud and the rain.  
 
Shelly Virva: [00:05:19] And no cool music like Janice or Jimmy?  
 
Lauran Hardin: [00:05:23] But there will be crowds, and you can take a selfie, and you 
can tell your grandkids you were here.  
 
Jeff Brenner: [00:05:29] So I think we've got a real problem. Where we going to put the 
National Center?  
 
Shelly Virva: [00:05:33] Well, I'm a social worker and I live in Grand Rapids Michigan and 
I'm working for the National Center so let's put it there in Grand Rapids.  
 
Jeff Brenner: [00:05:40] Shelly, there aren't even rapids in Grand Rapids. We can't put 
the National Center there.  
 
Lauran Hardin: [00:05:47] I'm a nurse and I'm working for the National Center too. I'm 
moving to Kentucky. There's an entire county there named Hardin. Let's put it in rural 
Kentucky.  
 
Jeff Brenner: [00:05:58] Southern barbecue, Kentucky bourbon whiskey, sounds like a 
pretty good idea. So we're going to fix health care we to have some fun doing it.  
 
Shelly Virva: [00:06:06] Let's put the National Center in Alaska. We can visit our friends at 
SouthCentral Foundation the Nuka health system.  
 
Jeff Brenner: [00:06:13] Is Alaska in the house?  
 
People in Audience: [00:06:15] (A few excited "woo's" from the audience)  
 
Lauran Hardin: [00:06:15] Yeah. But I'm thinking somewhere warmer maybe Puerto Rico. 
(A few audience members "Woo" loudly)  
 
Jeff Brenner: [00:06:26] Fiends at VarMed! So how are we going to decide where to put 
this thing?  
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Shelly Virva: [00:06:29] Maybe the National Center is an idea for better care a whole lot 
of friends working together.  
 
Lauran Hardin: [00:06:36] Yeah, I think the national center is located wherever a team 
comes together to pioneer new ways of caring for complex patients.  
 
Jeff Brenner: [00:06:44] Like in hundreds of communities all over the country.  
 
Lauran Hardin: [00:06:47] Fixing care one patient at a time and one's system at a time.  
 
Jeff Brenner: [00:06:52] So, Shelly, you were telling us about a story recently, a patient 
story that illustrates some of the things we're all going to have to learn how to do about 
building this field of care.  
 
Jeff Brenner: [00:07:01] Can you tell us about it?  
 
Shelly Virva: [00:07:03] Sure. So I had a patient in the other day who I haven't seen in 
several months. This is a patient who had terrible diabetes, addiction, and mental illness. 
She had a lot of early life trauma and plenty of social barriers to getting healthy.  
 
Jeff Brenner: [00:07:17] So she was going to the hospital a lot?  
 
Shelly Virva: [00:07:19] She was. She's a frequent utilizers of the emergency department 
with hundreds of visits to our local ERs. She's a Native American. And has a history of 
abusive relationships with men.  
 
Jeff Brenner: [00:07:31] So what what kept her going back to the emergency room?  
 
Shelly Virva: [00:07:33] Well, she didn't like to take her insulin. And she kept going to 
hospitals with really high blood sugar. So we enrolled her in our very special ambulatory 
ICU in Michigan, a clinic for patients who are high-utilizers on the healthcare system.  
 
Jeff Brenner: [00:07:48] So what did you guys do for her what's what happened there?  
 
Shelly Virva: [00:07:51] So, we worked together with our awesome team. She was really 
had to take care of though. She caused a lot of tension and conflict on our team. The key 
was that we accepted her as a person and we built a treatment plan around her.  
 
Jeff Brenner: [00:08:06] So tell me more about what you guys did for her?  
 
Shelly Virva: [00:08:09] Even though she needed to take her insulin four times a day. We 
convinced her to take her insulin at night and quit drinking soda. Her sugars weren't 
perfect but at least she wasn't in the hospital.  
 
Jeff Brenner: [00:08:20] So tell everyone a little bit about your team. Who were the 
members on your team and some of the tension that was happening on the team?  
 
Shelly Virva: [00:08:26] So my team, our team consists of the security security guard, our 
front desk staff, our medical assistants, our physician assistant, licensed clinical social 
worker (that was me), and our physician. It's really hard to make a team like this work 
because of all the disciplines. But we did it. We argued about her a lot. She was a really 



 
 

 
 

 

tough patient.  
 
Jeff Brenner: [00:08:49] So what were you guys arguing about?  
 
Shelly Virva: [00:08:51] Well the medical professionals (points to Jeff Brenner) they want 
to perfect care plan and they want her to do exactly what you say except social workers 
don't think like that. I want her just to create a plan that was good enough. One that she 
would was willing to do. We call that harm reduction.  
 
Jeff Brenner: [00:09:11] So what happened to her Shelly?  
 
Shelly Virva: [00:09:13] When she visited us. I cannot believe it. She looked great. She's 
a supervisor at a call center. And is doing really well.  
 
Jeff Brenner: [00:09:21] So she said something really special to you that I think captures 
a lot of this work.  
 
Shelly Virva: [00:09:25] She said she'd gotten better because we never gave up on her.  
 
Jeff Brenner: [00:09:29] So one of our nurse leaders Victoria says, "we have to get the X-
factor out of the black box so we can scale this work and figure out how to do this for all 
the patients that need it." So how do we do that?  
 
Shelly Virva: [00:09:40] We've got to figure out a way to measure and teach the skill. 
Maggie, from the Camden Coalition, calls it the "authentic healing relationship". It's 
composed of security, genuineness, and continuity.  
 
Jeff Brenner: [00:09:55] So Lauran, you've got a really important personal story about 
about movement building. So Shelly talked a lot about field building and what it's going to 
take to build a field. But, can you talk about the movement building part of this?  
 
Lauran Hardin: [00:10:05] Sure, a lot changed for me when I was 26 years old. I was a 
nurse and I was lifting a 400 pound patient and ruptured two discs in my back; I had a 
terrible injury that basically knocked me out of clinical work. It was really devastating.  
 
Jeff Brenner: [00:10:20] So what did you do at that point in your life?  
 
Lauran Hardin: [00:10:22] I shifted into project management and hospital leadership and 
other program development roles and then I ended up getting involved in the earliest days 
of the development of the field in movement for palliative care.  
 
Jeff Brenner: [00:10:34] So what made you make the shift? What motivated you?  
 
Lauran Hardin: [00:10:38] I saw patients who were dying and they were getting terrible, 
heartbreaking care. Their pain management wasn't good, people weren't integrated in 
decision making. And often when people were diagnosed with chronic diseases they 
needed help earlier and earlier that holistic approach. Earlier in the cycle of care.  
 
Jeff Brenner: [00:10:58] So talk a little bit about movements how they start what triggers 
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them?  
 
Lauran Hardin: [00:11:03] If you look at any movement that occurs it starts with the 
personal experience. Where it touches you in a way where you say, "this can't go forward 
this way. I can't not speak. I can't not get involved". It moves you to reach out and connect 
to other people. And also to look at ways to make a difference.  
 
Jeff Brenner: [00:11:25] So who was your mentor in all this?  
 
Lauran Hardin: [00:11:28] I had a really unusual opportunity to study with Elizabeth 
Kubler Ross and train with her center. And it was a great gift as a young person to meet 
her and learn about the ways that grief and loss affects so many things whether it's the 
dying process, but also in dealing with complex illness and complicated systems and also 
in dealing with change. So she taught us that families, patients, and care providers get 
stuck in the grief process. And she taught us how to how play a role in helping patients 
and families and systems move through that.  
 
Jeff Brenner: [00:12:07] So you've taken that and turned it into a model of cross 
continuum care to work with, um, high-utilizing and complex patients at your hospital 
system, so connect the work that you started to do with complicated patients with that 
older body of work that you learned how to do.  
 
Lauran Hardin: [00:12:24] The most important thing, and I know you all have seen this in 
your work, is to really understand deeply the person-centered story. A lot of times in our 
silos and in how busy the system has become it's hard to capture that story, but it's very 
important to understand the depth of the story link with the whole support system for that 
person and their family. Understand the importance of the linkages between the care 
providers.  
 
Lauran Hardin: [00:12:56] We're all grieving as care providers with what we've lost in the 
busyness of the system and the fragmentation. So linking that together and attending to 
that grief and loss and building that communication and collaboration builds a system 
where you can really see resolution.  
 
Jeff Brenner: [00:13:16] So [since] you're not going to news, so I'm going to share the 
news. Something really important happened this week and you published an amazing 
article showing your model and tremendous reductions in utilization. So everyone keep a 
look out (Audience claps interrupting) for the article.  
 
Jeff Brenner: [00:13:33] So Lauran, Shelly, we got to wrap up and say some thank you's. 
We've got some thank you's to do. Want to kick it off?  
 
Lauran Hardin: [00:13:41] I'd love to thank our founding sponsors AARP and especially 
Susan Reinhardt who was very... (Audience claps interrupting) The article that came out 
today would have not happened without Susan's support of that work. So, thank you in two 
ways for the National Center and for that work.  
 
Lauran Hardin: [00:14:03] The Robert Wood Johnson Foundation and Susan Mendi's 
long-term support this work.  
 
Lauran Hardin: [00:14:13] And Atlantic Philanthropies who've made the National Center 
possible.  



 
 

 
 

 

 
Shelly Virva: [00:14:22] And I'd like to think our conference sponsors the Virtual Health 
System, the American Hospital Association, the Sutter Health System, Horizon New 
Jersey Health, and Aetna.  
 
Jeff Brenner: [00:14:39] And I want to say huge thank you to McCabe Message Partners 
who's really a stellar communications firm, and stellar communications firms can make you 
look way cooler than you really are. Thank you guys. And also. Also I think we would have 
had a panic and a meltdown if we hadn't had someone hold our hand through planning a 
conference so Patrick and your team. thank you.  
 
Lauran Hardin: [00:15:05] I like to think the Camden Coalition staff. First of all. (Audience 
claps interrupting) First of all for all their pioneering work in this field, for letting all of us 
stalk them and learn from them in the last multiple years. And also for all of the fabulous 
work to put together this community and this conference and organization. So another 
hand-- round of applause for Camden.  
 
Jeff Brenner: [00:15:38] And I want to thank all of you for showing up. It wouldn't have 
been really much fun if you hadn't come.  
 
Jeff Brenner: [00:15:44] So thank you for being here. And we want to thank the National 
Advisory Committee. We've got a great advisory committee that's really been helpful to 
launch the National Center and guide us moving forward. So thank you all for your 
involvement.  
 
Lauran Hardin: [00:15:59] And I want to give a shout out to the patients and caregivers 
who traveled all the way to come here to be with us.  
 
Jeff Brenner: [00:16:11] So Shelley, we've got big new. Do you want to share the big 
news?  
 
Shelly Virva: [00:16:15] Yeah. So next year's conference in 2017 will be November 15th 
thorugh 17th in Downtown L.A. a big thanks to Kaiser Permanente for co-hosting the 
conference. We're getting more space. We had to cap attendance this year. Jeff, there's 
some other great news.  
 
Jeff Brenner: [00:16:33] There is a new web site called www.complex.care That's going 
live this week and it's a video based training in pain and addiction. So a huge shout out to 
Corey Waller. And also to Shelley. Tremendous amount of work to get this website off the 
ground.  
 
Lauran Hardin: [00:16:52] There's a lot of really exciting new activities and you hope 
you'll get involved in at the conference. A draft white paper on the proper role of telephonic 
care management is being released today at the conference and we want your feedback 
and input on that.  
 
Shelly Virva: [00:17:08] Student Hotspotting, a program to train the next generation has 
spread to over 30 communities and over a hundred schools of health professions. We're 
going to grow this into a hub based model an RFP for sites interested in becoming a hub 
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will be released shortly.  
 
Jeff Brenner: [00:17:25] And to be really clear there's nothing new about the ideas that 
we're talking about generations of health care providers, and nurses, and social workers 
have talked about this work in reconfiguring healthcare stretching all the way back to the 
settlement house movement. Even before. So, part of the thing we need to do in this 
conferences is honor our elders and connect them to the next generation of model builders 
so the next panel will start start to do that.  
 
Lauran Hardin: [00:17:49] And our hope is that we can set up the next generation to have 
an easier time than many of us did. We've gone to tremendous amounts of change. We 
need to honor our elders and the pioneers that came before us and connect with them as 
connect them with the model builders of the new generation, but also connect with each 
other here. Each of us has something very, very important to contribute to this movement 
in this field. You're all the early adopters, you showed up to the first conference and there's 
many opportunities in the next couple of days to link with each other, share ideas, share 
resources, and give your feedback and input to what you want to see this field and 
movement become  
 
Shelly Virva: [00:18:31] And above all, have a great time over the next few days. Give us 
your feedback so we can make next year's conference even better.  
 
Jeff Brenner: [00:18:41] Thank you everyone. (Audience clapping)  
 
Jeff Brenner: [00:18:48] So, I have the pleasure of introducing Jackie Judd, who's had a 
long and distinguished career as a news journalist both on radio and television. I had the 
pleasure of having dinner with her last night. And she shared amazing stories about her 
career and her about her work if you have a chance to hear her stories about covering 
Tiananmen Square live, I encourage you to. She's going to be our moderator today and I 
think Jackie will be coming up next. (Audience applause)  
 


