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Organizational Culture

Empower the team
Focus on fellow ef
employees and (Physician, MA,
patients as the parking attendant,
primary customers cleaning crew) to
satisfy the customer




VWhat Do
Patients
Want?
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The Patient - Center of the Bhecepiit
Universe - 4
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» Optimize appointment schedules
« Keep Promises
« Take an interest in the entire patient as a social, thinking human being
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Faﬂed




Quality control

ivati terviewing V]
Motivational Interv

Faﬂeq




Quality control

High Risk Programs for the Passed {71
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Clinician Education and Fassed [
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Process Predicts
Outcomes
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Process Predicts Outcomes

Improve Patient
Processes of Experience +
Care will Patient

Improve patient Outcome =
outcome Health Reform

Improve Patient

Experience will

Improve Patient
outcome
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Send thank you notes
to new patients

Patients are offered
blankets, pillow and
other extras to make
them more
comfortable.

Send sympathy cards
signed by the team

PCP visits home if
patient is unable to
come in

Send Get Well cards
signed by the team

MA/provider introduces
themselvesto new
patients and welcomes
them to the site

Free coffee, tea and
water in the waiting
room
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Celebrate
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Celebrate
individual
performance
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Grievances esed /]
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* |f the grievance is about an employee
have that employee apologize

* Thank the patient for making the compliant
* Engage staff in the resolution
* Change processes if needed
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Purpose Motivation Aligned Incentives
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Team Approach Innovation Shared Best Practices
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Excellence Empowerment Attention to Detail
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