CRITICAL SUCCESS FACTOR:  QUALITY

TOPIC:  CUSTOMER SATISFACTION

To become a national leader in educating health professional, how/where will we find the bet techniques for producing exceptional customer satisfaction with their educational experiences?

	Distance learning models
	Learning is valued, expected and supported with resources on-site, on-line, on-time

	Effective use of IDP, HPDM, to develop standards
	Providing opportunities to share learnings with peers during work hours

	Current employee feedback
	State-of-art equipment, technology, telemedicine with hands-on experience

	Benchmarking with academic community
	Variety of experience with expert mentors: time to teach, opportunity for student feedback

	Define best practices for local events with national connections
	Mentor is closely linked with defined program/affiliate

	Clinicians have access to all expert sources at POC
	Use program criteria for quality, have solid expectations and measurements

	Ask student what they expect-how they learn best
	


In an environment where tough organizational decisions will result fro managing a substantial budget deficit, what indicators of quality and patient satisfaction should be developed?

	Clinic wait times (include those not in the performance Measures)
	Feedback from vendors

	Wait times for drugs, DME
	Education for staff on “how- tos” of monitoring and using direct resources

	Critical health measures:  inpatient, decubitus ulcers, infection rates etc.
	More unit level process/monitoring teams

	Identify patient risks and develop early prevention, intervention
	Use established relationships to elicit patient and family concerns

	Use data from current measures for Strategic planning
	Collaborative relationships with academic/research agencies to help assess effectiveness of interventions

	Re-evaluate current measures to determine which are value-added and contribute to quality
	Staff satisfaction and employee injury rate and leave usage

	Outcome measures
	Readmission rates

	Quick Card baseline FY01
	Apply FIM-style to other patient populations

	Mortality, infection rates
	


How have we used patient/customer satisfaction data in the strategic planning process? How can we improve such usage?

	Restructure feedback tools: more open ended questions, assess themes, create feedback loop and validation of tools used
	Trended data over time

	Patient Advocate database needs revamping for more effective use and value
	Communicate to front line staff

	Focus Groups
	ADHC patient request


