
industry; they have a lot to master, such as pay-
ers, resources, and managing capacity, so to get a
new team member fully proficient takes a couple
of years,” says DeSilva.

Creating the program

In creating the mentoring program, “we mod-
eled it after some of the other programs in the lit-
erature,” says Regina Osman, RN, MSN, ACM,
CPUR, manager, clinical care management. “We
discovered what was research-based and what
worked; we wanted be as effective as possible.”

What she found was that after new employees
finish orientation (which is six to eight weeks at
CMC) they wanted to have a “go-to” person. 

“They wanted someone more at the employee
base level, rather than having to come to manage-
ment,” Osman adds. “They need nurturing and
support.” It’s not that managers aren’t available,
she continues, “but it would be better if they
could have a peer to bounce ideas off of, a mentor
they could go to with questions and network and
share time away from the workplace.” 

The program was launched in the spring of

2008. In selecting the mentors, Osman looked for
strong leaders with an extensive knowledge base
who could play a nurturing role. “Our mentors
have years of experience in the field, and have
been viewed as role models not only by the
employees in our departments but within the
entire hospital system,” she notes. “They have
years of experience as nurses and social workers,
good leadership skills, and good mentoring and
preceptor [training] skills.”

In pairing mentors and mentees, the facility
developed some tools that enabled it to look at
personality traits, as well as at clinical skills.
“Instead of just saying, ‘You go with her,’ or ‘You
seem to like each other,’ we matched folks with
similar backgrounds in clinical areas and areas 
of expertise, and also considered their personali-
ties,” Osman explains. 

After a year together, it is up to the mentor and
mentee to determine if they want to continue
with the commitment, says Osman, who notes
that new teams are created as needed. “Right
now we have a meeting set up to match six new
employees with mentors,” she shares. She cur-
rently has 10 mentors in the department. “They
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Mentee Commitments
• I am committed to fostering a mentoring relation-

ship with my mentor that will be professionally 
and personally beneficial to both of us and to 
Carolinas HealthCare System (CHS).

• I am committed to initiating contact with my men-
tor, scheduling meetings with him/her and arriving 
promptly for our meetings. 

• I understand that I may need to be flexible and 
understanding of my mentor’s schedule.

• I am committed to meeting with my mentor at least
once a month.

• I am committed to attend programs and events 
associated with Case Management, especially if 
my mentor is attending.

• I am committed to maintaining my mentor’s confi-
dences, as him/her is committed to keeping mine.

• I am committed to learn from my experiences in 
the mentoring program to improve myself and my 
performance.

• I agree to complete an evaluation of the Clinical 
Case Management mentoring program at the end 
of the program year.

Mentor Commitments
• I am committed to fostering a relationship with my 

mentee that will be professionally and personally 
beneficial to both of us and to CHS.

• I am committed to responding to my mentee when
he/she contacts me.

• I am committed to sharing my knowledge with my 
mentee about the CHS & the Clinical Case 
Management professional environment and intro-
ducing to her to key resources within CHS, as 
appropriate.

• I am committed to meeting with my mentee at 
least once a month.

• I am committed to attend programs and events 
associated with Case Management, especially 
if my mentor is attending.

• I am committed to maintaining my mentee’s confi-
dences, as she is committed to keeping mine.

• I will notify management of any significant concern
I may have about my mentee, my ability to serve 
as a mentor or other matters associated with the 
Clinical Case Management mentoring program.

• I agree to complete and evaluation of the Clinical 
Case Management mentoring program at the end 
of the program year.

Source: Carolinas Medical Center, Charlotte, NC.
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