
Sound Safety Team Ensures a 
Proactive Culture of Safety During 
COVID-19 and All the Time 
 
At Sound, our safety policies and 
management approach are designed to 
promote a safe work culture for over 800 
team members and 23,000 clients. The 
Sound Safety Management Team, led 
by Safety & Emergency Manager Hailey 
Willmann, focuses on training and educating 
our team members and eliminating 
work hazards, during COVID-19 and all the 
time. 

“As our facilities reopen, every precaution is being taken to minimize the 
risk of infection, for both team members and clients,” says 
Willmann.  “We are going above and beyond to follow state and national 
protocols. Nothing is more important than the safety of our people.” 

To continuously improve, Willmann and team set companywide and 
facility-specific safety goals, track leading safety indicators weekly, and 
facilitate a multi-weekly check in with program team leaders to learn 
about their concerns and receive feedback on protocols. The team helps 
protect people by providing personal protective equipment (PPE), 
sanitizing supplies, barriers and new, easy-to-clean furniture.  There are 
also re-opening protocols, mask requirements and safety procedures 
posted on the company’s intranet, for Sound employees to reference. 

“Keeping people safe at Sound begins by developing a culture of safety 
and being proactive in our actions. This requires a team effort,” says Vice 

https://www.sound.health/blog/2020/06/30/safetyteam/


President & Chief Operations Officer Guy Delisi. “We are impressed with 
how the team is coming together to keep the community safe. We are 
oneSOUND.” 

  

Sound continues to be here for our community, accepting new clients 
and serving our current clients during the COVID-19 crisis. We are ready 
to support and serve you. 

You can make an appointment to meet with a team member M-F at a 
time and location that works for you, whether that is face-to-face, or 
telehealth. 

Walk-In service hours are limited at this time, due to COVID. 

Please call us first at (206)302-2300 to ensure you can get an 
appointment. 

  



Getting to Know Maintenance 
Technician Bobby Hoffarth 
It’s often said that “dressing 
well is a form of good 
manners”. That philosophy 
never applied to anyone as 
much as it does to Sound’s 
Maintenance Technician 
Bobby Hoffarth. Sporting a 
polished bow tie and a friendly 
smile around the Sound 
campuses, Hoffarth 
exemplifies the 
professionalism and 
excellence we have all come to rely on from Sound’s Facilities and 
Operations teams. 

Hoffarth works in all areas of the Facilities Team, specializing in the 
appropriation of furniture, building maintenance, and site design along 
with managing and serving a variety of stakeholders including vendors 
and contractors. 

The technician has a strong sense of personal style. Fueled by a lifetime 
of creative focus on the arts, Hoffarth is a published poet, a musician, 
and an aristologist – a person who loves the arts of both cooking and 
dining. He and his wife of 22 years, Betty, enjoy dining at different 
restaurants each week, exploring a variety of cuisines and cultures. 
Hoffarth is also famous for his amazing varieties of salsas that he 
meticulously prepares and shares with team members. 



Hoffarth and his wife are also avid music fans, having attended countless 
musical performances of a variety of genres. The latest? Blink 182 with 
Lil Wayne over the Memorial Day weekend and then, Elton John at the 
Tacoma Dome. Hoffarth is a musician who was once in a band called 
Eminence. “Art and music are an important part of who I am. I play 
instruments, I sing, I write…I can’t believe I went to see Elton John!  It’s 
was a once in a lifetime opportunity to check something off my bucket 
list!” 

In addition to valuing the arts, Hoffarth treasures his family. Hoffarth and 
his wife enjoy spending time with their two cats, Monty and Latuda, their 
bird Harley, their three children and their 10-year-old grandson. “There is 
nothing more important to me than being with my kids and grandson. 
Family is everything to me.” 

When he’s not working hard on facilitating projects for team members, 
you can find Hoffarth designing and creating relaxing outdoor spaces at 
Sound’s multiple locations.  Bobby takes pride in his work – always 
striving to make Sound a beautiful, clean, organized, relaxing space. 

Hoffarth joined Sound in 2018, after a long career working at the PIH 
hospital system in Southern California. 

“Bobby has a great sense of humor and a never-give-up attitude; he 
tackles every day and every situation with positivity. He’s a real problem 
solver and a super person to work with and be around. It seems that a lot 
of people on campus know him and want him on their projects,” says 
Operations Manager James Hill. “Bobby is always very professional. He 
has a great attitude; he’s willing to go above and beyond to help team 
members and to get projects done. And, he has a light-heartedness that 
makes everyone smile. Every time I see him he says, ‘There’s a happy 
camper!’  We’re really glad to have Bobby on the team.” 



Hoffarth loves his work with the Facilities Team, which allows him to be 
creative while being of service to others. His creative thinking has been 
instrumental in implementing preventive maintenance. For example, 
earlier in September, someone had left a water faucet running in a 
facility, causing disaster. Hoffarth suggested installing motion-detecting 
faucets at that location so that water could not be left on. 

Why does Hoffarth choose to work for Sound? “I love it here. I love the 
people I work with and the clients we serve. It makes me happy to see 
people being treated so well here. I’m so proud of the work we do. I’m 
proud to be a part of Sound.” 

  

Hoffarth graciously shared one of his published poems from the book, A 
Celebration of Poets – Showcase Edition Vol. 1, The Poetry Guild, 1998. 

We – by Robert A. Hoffarth 

The first two letters in wedding are “we” 

That’s what a marriage should always be 

Us together, what a mighty fine start 

Love and honor, until death do us part 

What we build together is shared by two 

Our love for each other grows stronger 

No matter what we do 



Like climbing a mountain & sailing the sea 

It’s rugged and calm, it’s pure ecstasy 

There’s an art to marriage where two 

Sides must try 

If one side stops, you’re left with an “I” 

So look to the future and not to the past 

Love your partner like today is the last 

  



Reaching Recovery: Achieving Care 
Outcomes 
 
In 2018, Sound made significant 
progress in its implementation of 
Reaching Recovery, an innovative 
model of care it adopted in 2017. 
This nationally-acclaimed program, 
created by the Mental Health 
Center of Denver (MHCD), reduces 
community hospitalizations and 
incarcerations, saving millions of 
dollars and uses tools and data to 
measure client outcomes (for more 
background on the program, read 2017 annual report). 

Two thousand eighteen was dedicated to implementing the program 
throughout the organization. With hundreds of team members and 
multiple programs, the implementation was a significant undertaking. 

As part of the implementation, Sound team members worked to 
determine best practices and to define what recovery means to clinical 
teams, our clients and as a philosophy for the organization. All team 
members attended a two-part training to understand the tools to deliver 
strength-focused clinical interventions. The first training module provided 
step-by-step directions to administer the assessment. The second 
training module walked team members through utilizing the results to 
support strength-focused treatment planning and transitioning individuals 
to various levels of care. 

https://www.sound.health/annual-report-2017/#fb0=9
https://www.sound.health/blog/2019/11/20/reaching-recovery-achieving-care-outcomes/


Reaching Recovery provides information that enables clinicians to tailor 
care to better address individual client needs, and the data can be 
reviewed easily. Clinicians can study real-time data markers and make 
adjustments to the care plan as needed to empower clients on their 
journey to recovery. 

The Reaching Recovery Model of Care has also made a positive impact 
on clinicians, peers, and providers, as the caseloads are determined by 
need such that clients with the greatest need are seen by clinicians with 
the smallest caseload. This ensures that each client receives the time 
and attention they need to make progress toward their health goals. 

Chief Quality & Clinical Excellence Officer, Susie Winston, has been a 
champion for Reaching Recovery since its implementation.  “Reaching 
Recovery is about seeing real-time information and making adjustments 
to care plans based on the data we’re seeing,” Winston says. “Reaching 
Recovery has taken the old way of care management—where everyone 
had a maximum caseload, working with all kinds of people with disparate 
needs—and turned it into a more efficient model, that helps us to ensure 
people receive the care they need. Our goal is to get every person the 
treatment services that they need at every stage of their journey. What 
we’re doing is empowering people to achieve the goals they identify to 
improve the quality of their lives by reaching recovery.” 

Alexis Espindola is a community-based clinician and has a smaller 
caseload because she’s working with people who have higher care 
needs. Reaching Recovery scheduling allows Espindola to spend more 
time with people who need her. 

“I’m really the only support some people have. With Reaching Recovery, 
I can be present for them as they undergo surgery and during other 
critical times in their lives,” says Espindola. 



Not only is Reaching Recovery a great tool for helping people and a 
smart business strategy, but it’s also proving to be an excellent way to 
measure and report compliance with the Commission for Accreditation of 
Rehabilitation Facilities (CARF), which accredits and governs behavioral 
health organizations. CARF establishes the standards of care, treatment 
and services for behavioral healthcare organizations. Organizations are 
required to assess outcomes through the use of a standardized tool or 
instrument. Results of these assessments are then to be used to inform 
the goals and objectives identified in individual plans of care, treatment or 
services as needed, and to evaluate. Sound is addressing these 
requirements effectively with Reaching Recovery. 

In the Sound Re-Entry program, a department that used Reaching 
Recovery early, there has been significant progress for its clients. People 
served through the Reaching Recovery model have increased their vital, 
self-care skills by 36 percent, and more than 20 percent of unhoused 
people have achieved stable housing. 

The care is happening. The outcomes are provable. With Reaching 
Recovery firmly in place, Sound is able to provide effective and 
innovative whole healthcare for the people and communities we serve. 

  



Sound’s IT Team: Thought Leadership 
through Innovation 
Sound’s technology 
team, led by Chief 
Technology Officer, Josh 
Nelson, is empowering 
Sound to provide 
effective, whole 
healthcare for the people 
and the community we 
serve. Always asking the 
question, “How can we 
innovate better?” 
Nelson’s group is doing 
just that. 

2018 was an extremely active year, with the team making sweeping 
changes across the whole organization, implementing tools and training 
team members on several key technology platforms. 
Directives from the Health Insurance Portability and Accountability Act 
(HIPAA) and the necessity to protect client information obliges healthcare 
organizations to invest in IT infrastructure, talent and application 
systems. These regulations and the need for meaningful use of data are 
the driving forces behind Sound’s technology team and are at the heart 
of Sound’s mission, leading the way in whole person care and team 
member support. 

Nelson’s team continues the transformation of Sound into a more data-
driven organization that is focused on implementing tools that make the 
lives of team members easier and enables them to make the best 
decisions for clients’ care. 



“We’re giving our clinical teams tools that are intuitive and easy to 
navigate. These tools work together, hand-in-hand with hospitals and 
other care facilities, ensuring the very best care possible for the people 
we serve,” says Nelson. “Improving access to data means improving 
care outcomes.” 

The team continued to work tirelessly to add even more client-focused 
technologies for mining and tracking data, managing whole person 
healthcare and integrating those tools with healthcare systems. “It’s really 
important that we keep in lockstep with the healthcare community.” 

One tool that Nelson’s team is very excited about is the implementation 
of the Emergency Department Information Exchange (EDIE), a shared 
tool that allows for emergency departments to interact with Sound 
clinicians. Nelson reports that Sound is the only organization of its kind in 
Washington to integrate the EDIE system. 

EDIE is a standard system in most emergency rooms. It is a 
collaborative, case management framework, automated and done as 
events occur. It is a targeted tool for proactively notifying interested 
stakeholders of relevant patient-specific events or behaviors. 

When a person goes to an emergency room, EDIE enables ER staff to 
see relevant patient information, such as health conditions and 
prescribed medications. It enables providers to be aware of the patient’s 
relevant history and also collaborate on a single patient-specific plan of 
care shared across all providers and clinicians, making the best possible 
care outcome. The system also sends a real-time alert to the patient’s 
providers and clinicians. This notification helps Sound keep within the 
scope of county healthcare guidelines, which specify a requirement for 
client contact within seven days of an emergency room visit. 



Sound is also implementing healthcare key performance indicators with 
Tableau, a platform that allows organizations to create customized 
dashboards complete with interactive charts, graphs and infographics to 
help display 
essential information. 

“Tableau enables users to enjoy a visual representation of sometimes 
complicated information,” says Nelson. “Tableau allows clinicians and 
providers to understand important data at a glance.” 

“It’s crucial to be a part of the medical information community,” Nelson 
says. “As Sound rolls out more primary care, we have to adapt our 
technology 
to support our providers and care teams. We just have to.” 

Sound is also using telemedicine, connecting patients to providers in 
several Sound locations. Telemedicine is real-time, HIPAA compliant and 
secure. Practitioners using telemedicine are 
held to the same standard of care as practitioners engaging in traditional 
in-person care delivery. 

What’s next for Sound? More technology innovations, of course. “We will 
always be learning and implementing new technology solutions. We 
want to make these very high-level tools easy and intuitive for clinicians 
to use,” says Nelson. 
”We train team members how to use the tools in person, online and in 
the second quarter of 2019, we’ll offer some very user-friendly video 
tutorials.” 

Continuing to grow as a data-driven organization can be challenging, but 
the Sound technology team is moving Sound forward with vision and 
passion. 



Sound’s Technology Team is Creating a Data Culture Mindset in the 
Whole Healthcare Space 

  
It has been more than a year since Sound’s technology team, led by Chief 
Technology Officer Josh Nelson, implemented the ground-breaking data 
visualization tool, Tableau across the organization. The results have been 
impressive. Teams organization-wide have been using Tableau data to make 
critical business decisions about everything from geo-targeted 
marketing,  workforce optimization, and preparing grant proposals, to,most 
importantly, monitor and optimize care plans for the people we serve.  Sound 
is leading the way toward a data culture mindset in the whole healthcare 
space.  
  
Tableau is a data management tool that, in the simplest of terms, displays 
sometimes-complicated information as charts and graphs that visually tell a 
story to help users easily understand what is happening with data. So, rather 
than struggling with rows of data in Excel spreadsheets or searching through 
documents, Tableau enables users to analyze that data by running smart 
reports. These reports produce colorful charts and graphs to veryeasily show 
the information requested. 
  
Whether creating simple dashboard metrics, predictive applications, or 
dynamic real-time analytics, Tableau delivers a visual story that enables users 
of all technology skill levels to quickly understand and act on data. In Sound’s 
case, that means nearly every team. 
  
Sound’s Data Scientist, Christopher Bays, thinks Tableau is a game-changer. 
  
“Sound’s visualization approach has enabled us to better manage, understand, 
and utilize our data for research and discovery to improve team efficiency, 
meet federal and state compliance regulations, and most importantly, to 
improve client care outcomes,” says Bays. “Our data team has been collecting 
and analyzing real-world data to discover where we can focus our efforts to 
achieve the best results.” 
  



Tableau is especially useful because it allows the creation of a comprehensive 
patient profile, indicates progress, and tracks follow-up time, allowing 
clinicians and prescribers to deliver personalized treatment plans to ensure 
care outcomes. 
  
Simply put, Sound clinicians and psychiatrists used Tableau to manage 
caseloads, and ensured properly timed medication visits were done in a timely, 
legally compliant manner.   
  
Director of Forensics Services, Richelle Nordeen, works with a higher-risk 
population of people within the justice system. To Nordeen, Tableau is a 
valuable tool to manage client safety and well-being.  
  
“Tableau is giving us access to data about our clients that we have never had 
before. Not only can we run reports on things like caseloads, treatment plans, 
and tiers, but now we have access to more data about how clients' Recovery 
Needs Level (RNL) scores are shifting, as well as a level of detail regarding 
their scores broken down by question,” says Nordeen. “This data will help 
improve the way we formulate treatment for our clients. It is also exciting that 
we are getting access to more points of data as time goes by.” 
  
Data from Tableau helps Sound’s Chief Development Officer, Susan 
Bean,better understand which programs need support. This year, Bean used 
visual data from Tableau to quickly identify key needs in Sound’s Children’s 
Domestic Violence Defense Response Team (CDVRT) – a program that serves 
mothers and children. 
  
“Thanks to this data, we can see what programs need attention and we can 
help our donors to focus on those programs,” says Bean. “It’s critical to be 
able to see where the need is so we can gather data needed by our funders. I 
just love this technology.” 
  
Most importantly, however, clinical teams rely on data from Tableau to 
measure patient care and ensure better client outcomes. 
  



Sound’s Chief Quality & Compliance Officer Doug Crandall uses Tableau to 
organize data into meaningful visual summaries.  His goal is to offer usable 
information on performance relative to expectation; whether that relates to 
documentation compliance, service intensity or client progress toward 
outcomes. 
  
“When we know the right questions to ask of our data, we can learn exactly 
what we need to know. Most importantly, we can make decisions to ensure 
success with data visualization,” explains Bays. 
  
“Every healthcare organization is a data company. Sound is increasingly 
identifying as a data culture. We have a data culture mindset, especially with 
the initiation of LEAN project management. Every decision we make begins 
and ends with data, “ Bays notes. “Data Culture has exploded and the ability 
for organizations to easily leverage it has become critical for success.” 
  
As the healthcare landscape continues to advance, immersing ourselves in the 
world of data has become essential to being able to make smart, informed 
decisions that nurture business and improve care outcomes for our clients. 

  



Treatment Begins at the Front Door: Pat 
Pagdilas-Shepherd Celebrates 42 Years 
of Service at Sound 
In June of 2019, beloved team member, Pat Pagdilas-Shepherd is 
celebrating 42 years with Sound. Pat is widely celebrated as a calming 
force and tireless advocate, serving and helping team members as well as 
the people we serve. 

When asked about her decades-spanning career, Pat is humble. “I’m just 
grateful to have a job that I love and people I love being with every day!” 

Pat says the best part of her job is her interaction with people. “I love 
seeing the clients and interacting with them, and making them feel 
comfortable and safe. I love Sound’s mission.” 

Pat is a favorite among Sound team members who tout her as an integral 
member of the team –greeting guests warmly, making people feel at 
ease, and handling sometimes-tense situations with grace and poise. 

“Treatment begins at the front door. Many of our clients have been 
welcomed by Pat, who I believe is one of our finest ‘clinicians.’” 



 
Sound Team Members (left to right) Joey Villaluz, James Hill, Eric Cota, Pat Pagdilas-
Shepherd, Susie Winston, Kevin Cox, Katrina Egner 

This sentiment, shared by Dr. Allen Hume, seems to be a common theme 
in team member conversations about Pat. 

“She exudes warmth and kindness and is genuinely respectful to 
everyone. When you interact with her, you matter! I have always 
encouraged my supervisees to observe her in action to help them 
understand how to compassionately serve others. She is truly a gem, and 
I personally feel honored to know her.” 

Admissions Program Manager Dana Vaccaro, who has known Pat for 
years, agrees. 

“In the 28 years I have had the pleasure to work with Pat, there is one 
thing that has always been consistent with her – and that is her positive, 
kind and caring approach to the work she does and the people she 
interacts with.  She is so respectful of others.  Pat will be the first to 
volunteer her time and offer support to other team members.  When you 
walk into the agency the first thing you see is her bright smile and then 



she shares her special, warm greeting.  Pat, how lucky we have been for 
42 years!” 

Sara Lapp, director of quality assurance, was also eager to share a story 
about Pat. 

“Many years ago, Crisis Services was born on Capitol Hill.  In the early 
days, we didn’t have desktops, cell phones or walkie talkies. Pat and 
eventually Kevin (Cox) ran the front desk for an increasingly busy building 
and there were times when the lobby could be a very happening place,” 
Lapp mused. “I’m not sure our young team would have been able to pull 
it off at times without the gentle support and accurate intelligence 
provided by Pat and her team.” 

Lapp noted that Pat would sometimes deescalate a situation herself by 
simply treating people with kindness and respect. 

Others who have worked with her for years observed her as a warm and 
enchanting presence. 

“I cannot remember a time when Pat wasn’t around, as a calm, gentle, 
kind presence, both in the business office and at our front desk,” says 
Care Transitions Director Stephanie Berg. “She greets guests and team 
members with her warm smile and willingness to reach out and offer 
help. She is truly the heart of Sound and we are so lucky to have her.” 

In addition to her deep commitment to the people we serve, Pat thinks of 
Sound team members as family. 

“In the early years, we watched each other’s families grow. I remarried 
and the staff was part of my wedding. We stay in touch with each other. 
These people are an important part of my life.” 



Sound team members feel the same way about Pat, so many with stories 
to share about how important she is to them. 

“I started at Sound in 2001. Pat was my Lead at the front desk at Capitol 
Hill until 2016.  She has been a great person to work with and we have 
never had any disagreements since we have been working together,” 
says Kevin Cox. “Pat has helped me develop as a person and as a spiritual 
believer.  She has been the heart of the organization and she is my rock.” 

Pat has had an inspiring career at Sound. Pat began her journey at Sound 
42 years ago, first as a receptionist, then as a clinical records clerk, then a 
business office accountant, and for the last 21 years, as an administrative 
assistant. 

Pat’s goals for Sound include everyone getting to know one another 
better as we grow, to have more fellowship and gatherings, including all 
the staff from all the locations. 

Over the years, Pat has seen growth and she is pleased that the level of 
caring and commitment to the people we serve has not changed. 

“I have seen Sound grow in leaps and bounds,” she says. “The 
organization has increased in the number of people we serve but the 
service is not compromised. The staff has given their best to the clients 
that they serve.  From a staff of 70 to now over 550 our overall goal is for 
the clients that we serve and potential clients.” 

Pat is eager to share her knowledge with others, stating that her goal is 
to share what she knows with others about commitment, finding ways to 
relieve stress and take one day at a time. She also asks team members to 
enjoy life and those you work with and treat people with dignity. 



As for retirement, Pat is not in any hurry to leave Sound.  “I’d like to 
continue to enjoy my life with my husband, travel and do mission work.” 

On behalf of all of us at Sound, Pat,  thank you for your decades of 
service, your compassion,  hard work and dedication. We thank you 
for everything you have done to make this organization what it is today. 

 



Coming Soon to a Browser Near you – 
the NEW Sound.Health Website 
 
The Sound.Health website will be 
getting a new look and feel very 
soon! Through a months-long 
collaborative effort led by the 
Marketing & Public Relations 
Department and involving team 
members throughout the 
organization, the newly designed 
site will be a more dynamic, 
engaging and useful place for the 
community to go to learn more 
about Sound. 

The communities who care about behavioral healthcare has changed 
and the experience they have with healthcare organization websites has 
evolved. Our redesigned site is the beginning of a new chapter in 
Sound’s digital communication strategy, placing more emphasis on the 
user experience of multiple stakeholders in our community and working 
to provide the information they need in a more intuitive manner. 

Among the new site’s features will be a much more open and dynamic 
interface, less clutter on the home page, easier access to relevant 
information for users, optimization of keywords to support Search Engine 
Optimization and more. 

“The old website was appropriate when it launched a number of years 
ago, but it’s time that our site evolve to more accurately reflect Sound for 

https://www.sound.health/blog/2020/06/29/coming-soon-to-a-browser-near-you-the-new-sound-health-website/


who are we today,” says Sound President & CEO Patrick Evans. “Our 
partners, clients, funders and overall community have come to expect 
that Sound is a leader in behavioral healthcare and I think our new site 
conveys that. We want to show that to the world.” 

The onset of the COVID-19 pandemic in March delayed the discovery, 
design and site build a few months, but the new site launch is expected 
in late July. For more information about the site, contact Marketing & 
Public Relations at marketing@sound.health. 
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