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Since the beginning of the Primary Care Optimization (PCO) journey, the Customer Satisfaction Task Force (Skunkworks) has seen customer satisfaction as a key component of PCO, a fact repeatedly emphasized by our senior leadership.  We feel that POC and customer satisfaction are inextricably linked not only for our external customers through efforts toward improving access and service, but for our internal customers as well.  Partnering will allow us to put that service heart into all we do.  

With the radical changes being made to the way we do business, it is increasingly important to focus on our staff throughout these rapidly changing and stressful times.  Vision becomes reality through their attitudes and actions.  Research has shown with Magnet Hospitals and in other successful organizations that external customer satisfaction and loyalty can be tied to internal staff satisfaction and management.  The AFMS Customer Satisfaction Priorities of Putting Customers First, Empowering the Staff, Eliminating Barriers, and Reinforcing the Basics speak directly to this, and really to what PCO is all about.  At the direction of AF/SG, we deployed the Customer Satisfaction Basics over a year ago.  These Basics are grounded in our core values and speak to the expected performance behaviors for all AFMS personnel in creating a positive IMPRESSION in all customer interactions.  Each MTF is now required to have the Basics inserted into orientation and recurring training programs, job descriptions, performance plans, performance evaluations, in supervisory feedback, and as a part of the selection criteria for reward and recognition programs.  Customer satisfaction is key to our ability to retain and recapture customers which most certainly benefits PCO

Starting this summer, the MAJCOMs will be conducting PCO Staff Assistance Visits (SAV) at all of their facilities.  The Skunkworks sees these SAVs as unique opportunities at minimal cost to partner with our PCO colleagues by linking customer satisfaction with PCO.  We also feel this is very timely in light of a forthcoming letter from Gen Carlton to all MAJCOM/SGs where he will specifically address the integration of the customer satisfaction priorities and philosophy into PCO and Pop Health initiatives.  To ensure this partnering, the Skunkworks made a decision to fund the MAJCOM Customer Satisfaction Coaches on the SAVs in the PCO SAV Concept of Operations (CONOPS).  The ultimate decision to include the coaches on these SAVs rests with the MAJCOM/SGs, since we realize that each MAJCOM must balance what their coaches can do.  It probably is physically impossible for one person to continue their primary duties and accompany the SAV team to all their MTFs.  We feel a targeted approach will work much better for the MAJCOMs where the coaches may choose to visit benchmark facilities or focus on those who are having the most difficulty implementing Customer Satisfaction strategies.  As the MAJCOM coaches, they will know where their efforts will provide the most gain or long term benefit.  In the meantime, we are developing a simple customer satisfaction tool to assist the SAV teams in addressing key customer satisfaction areas on the CONOPS for those visits where they are not accompanied by a coach.  Our coaches are available to help the SAV team and to serve as customer satisfaction resources. 

Remember, if opportunity knocks, never leave it unanswered!  This is just one of those opportunities.  It provides a win-win situation for all involved.

Fabulous Brags & Small Wins!
8 MDG, Kunsan AB - Medical Digital Imaging System/Tele-radiology: The NCOIC of radiology astutely procured this equipment at no cost from another medical facility in theater that was updating their system.  With no radiologist on staff, this initiative greatly improved the quality of patient care at Kunsan.  The benefits for customers include the following:  (1) Reduced call backs for additional views, (2) same-day consultations with distant specialists, (3) immediate consultations for emergency treatment and transportation, and (4) reduction in report time from 48 hours to just minutes.  Medical Record Flow for Preventive Health Assessment:  When problems with locating medical records of newly arrived personnel increased, the flow of medical records for preventive health assessments was reviewed.  At Kunsan, medical records of newly assigned personnel are screened immediately upon arrival to base.  With Kunsan being only a one-year tour, all members receive a preventive health assessment within their first two months on station to ensure completion of this annual requirement.  To expedite medical record flow through the necessary sections of the medical group, the PHA technician was collocated with the physical exam section technician so that record and worldwide qualification screening could both be done at the same time.  Also this allowed for centralized PHA appointment scheduling and the set up of appointments of appropriate lengths of time

45 MDG, Patrick AFB - Dental has worked with Resource Management Office and TRICARE to streamline the process for the referral of dental patients to outside providers.  The old process had the patients acting as a courier service shuttling our papers back and forth between Medical Group offices.  The TRICARE office now allows us to call the providers directly to schedule appointments for our patients.  We developed a form specifically for dental referrals.  We call and schedule an appointment while the patient is still here.  We then fill out the referral form and fax it to TRICARE and Resource Management Office.  TRICARE logs it and tracks it, while Resource Management Office will then contact the patients to cut orders if needed, and will fax them to the patient.  We then also fax the consult form to the referral dentist to ensure they know what we're requesting.  We then have a packet of information prepared that we give our patients to take with them to their appointment.  It contains another copy of the consult, as well as a payment claim form with most parts already filled out.  It also includes a copy of their health history and recent treatment rendered.  It includes a self-addressed stamped envelope for them to use in sending us a copy of treatment performed.  We established a log so we can track exactly why a patient was referred, when, to whom, and when treatment was completed.  This was a relatively simple fix for a serious break in continuity of care, accomplished by getting the key players together ONLY ONCE to get it solved!

89 MDG, Andrews AFB - Phase II Medical Training staff gave the center staff a Wow! IMPRERSSION when they received outstanding and excellent ratings during their evaluation 17 - 19 April 2000.   It was evident in the final report from Mr. Carl Law and TSgt Charles Baker, 882 TRG (Sheppard AFB) that the instructors at Malcolm Grow Medical Center firmly believe students and the Air Force who employ them are their customers.  The Diagnostic Imaging Apprentice Phase II training under course supervisor TSgt Darryl Olverson received an outstanding rating.  A part of their preceptor program includes monthly in-services presented by the course supervisor or other experienced technicians.  In addition, a questionnaire is used to obtain personal information about each student, such as hobbies, interests, etc., which is used to get to know the student better and as a device to personalize counseling.  The Cardiopulmonary Laboratory Apprentice Phase II training under TSgt Shane Pearson also received an outstanding.  He handpicks the preceptors in an effort to match students and preceptors in terms of aptitude, interests and skills.  He also acquires information to help students prepare for certification in the career field.  This certification will enable them to compete in the civilian job market when they leave the military.  The Medical laboratory Apprentice Phase II training under SSgt Connie Jordan received an excellent rating. Through a mentoring program where future military concerns are discussed, student morale improved and prospects for a successful career enhanced.  The Medical Service Apprentice Phase II training received an excellent rating.  Under SSgt Andrea Ward and SRA Katie Laird, several initiatives had been implemented to enhance training, such as creation of a new comprehensive student workbook and the addition of student rotations in the Pediatric Clinic and Operating Room.  The Surgical Services Apprentice Phase II training under SSgt Duane Garrett and SSgt Bruce Graybill received an excellent rating.  Created a comprehensive trend analysis of student critiques to identify administrative and training areas needing improvement.  The Physician Assistant training program under Captain James McDaniel received an excellent rating.  The program Medical Director, Captain Angela Fowler-Brown, presents case studies and helps the student understand how to work through a specific problem and not be distracted by unrelated issues.  Under Mr. E. Kenneth Wells, the Program Administration received an excellent rating.  Mr. Wells uses his management experience and extensive knowledge of the Air Force Medical Service to effectively and efficiently administer the program.  There is no doubt that this group of educators excels at customer service! 

14 MDG, Columbus AFB - We don’t consider our patients as customers; we consider them members of our military family.  In this spirit, we are in the midst of a total reorganization to optimize the quality of the care we provide.  Our PCM Optimization efforts include a major physical renovation, which will provide an “exam room of the future” - featuring electronic entry of health information (CHCS), workload information (KGADS), referral information (Electronic Consults), and Ancillary Care information (also CHCS).  All of the patient’s needs, from education to prescription order, will be accomplished in the exam room, improving convenience and privacy, and saving time.  Our “Squadron Medical Record” will give commanders a powerful tool to monitor the readiness of their troops, providing a wide range of preventive health information about the health status of their squadron.  The 14 MDG “Ambassador Program” sends MDG personnel for a full day of observing their teammates’ other duty sections.  Participants report a new appreciation for their co-workers and how hard they work, not to mention a better understanding of the processes that keep the Med Group functioning.  Recent successes: formed a Preventive Health Assessment (PHA) working group, which updated systems interfaces and personnel rosters and contacted geographically separated unit commanders, result: raised PHA completion rates from 76% to 93.7%.  This working group also tackled records availability, changing the procedures for returning records after physical exams and setting a deadline for filing of physical exam paperwork; raised records availability from 66% to 95%.  Finally, handling of PHAs will be incorporated into our new PCM teams in the future, for the best accountability and follow-up.   

4 MDG, Shaw AFB:  “FORE!” Those letters can be scary if you’re not familiar with their meaning.  Recently, I felt like white spherical shaped missiles were bombarding me.  This happened one day when I went out to spread the “Customer Service” imitative “Skunkworks” to some of our base personnel.  Our Skunkworks team hosted a base-wide golf tournament to deliver our AFMS’s revolution and to illustrate the “attention to detail” we, the 4th Medical Group (4 MDG) go through to provide the best service possible in all we do.  The crowd was impressed with the numerous ways we (4 MDG) demonstrated putting them number one (customers first).  We had some of our Skunkworks team members assigned on all of the tricky course holes.  They first greeted the golfers as they drove up to the hole.  Secondly, they provided detailed golfing tips about the hole (yardage, pin placement, distance to hazards, etc.) on the best way to play that hole.  Third, they would offer to give them free golf balls and tees to play that hole.  Lastly, but the most important attraction of this customer service was the genuine smiles our Skunks had on their faces.  We provided all the golfers free snacks and sodas on the course during the tournament and we topped the event off with a free barbeque meal at the end of the tournament.  100% of the comments received were POSITIVE and reinforced our tournaments theme, “Customer Service”.  Wow (!), not only did we get the word out about customer service, we delivered it and I also learned that golf is harder than it looks! 

341 MDG, Malmstrom AFB - Big Sky Skunks!  Newcomer Feedback Forum: Our new employees attend a gathering that allows them an opportunity to express their initial views on the environment, culture, and morale of the clinic.  The hour long session, facilitated by members of the Skunkworks committee, welcomes the newcomers to our medical family and allows them to identify improvement opportunities and get better acquainted with their peers.  Further, we spend time going over the positives of the local community, the clinic and its people, because positive attitudes are infectious.  The initiative has allowed opportunity for improved operations and customer service while uplifting the morale of our most precious resource...our people!  Foreign Language Translators:  One of our nurses recently assisted a dependent wife who spoke limited English.  While talking on the phone to the patient on an unrelated issue, she noticed that the 36-week pregnant woman was experiencing consistent labor pains.  She made all the necessary arrangements with the patient’s physician, and met her at the civilian hospital.  None of the hospital staff spoke Spanish, so she was able to translate for the patient.  Because of her initiative, the clinic has now formed a listing of staff that speaks foreign languages. 

315 MDS, Charleston AFB – ISSUE: At a recent Human Resource Development Committee (HRDC) meeting retention issues were discussed.  During this meeting the medical squadron became one of the topics that needed to be addressed.  Reserve members were confused about profiles and other medical issues.  Therefore, they set up an internal committee within the HRDC to find a way to resolve these issues.  ACTION:  In response the 315 MDS set up an information desk at a central location which would be manned by a knowledgeable individual that would be able to address or direct reserve members concerning physicals, profiles, immunizations and other medical issues. RESULT:  Eliminated a crazymaker – Reserve members are no longer going to walk around the medical squadron not knowing where to go or who to see – Improved customer satisfaction!

446 AES, McChord AFB - is making their unit think about customer satisfaction.  Each month, in the UTA bulletin a customer service message is included.  It identifies the core values Integrity First, Service Before Self, and Excellence In All We Do: A safe foundation in the development of customer service.   Each member is asked to reflect on their attitudes and work center processes.  Who are your customers?  How do you serve them?

HQ AFRC/SGP, Robins AFB – ISSUE: Streamline the flying waiver renewal process.   ACTION:  The only document required for flying class II and III waiver renewals is an aero-medical summary (AMS).  To expedite the waiver process, requests will be submitted, receipt confirmed, certified and returned by e-mail.   The AMS must include all pertinent clinical and administrative data, in other words the AMS must stand on it’s own merit and support the waiver request.  RESULT:  Reduced the turn-around-time from weeks to a few days by eliminating the use of conventional mail.  Also cut down the number of phone calls from reserve medical units checking the status of waiver cases.

Other News You Can Use!

CONSUMER REPORTS RATES TRICARE SENIOR PRIME AS 'TOP VALUE' - TRICARE Senior Prime (TSP), the Department of Defense's (DoD) demonstration version of a Medicare health maintenance organization (HMO), has been rated by Consumer Reports at the top of its list in value in two cities where itis offered.  The June issue of the magazine rated the value of Medicare HMOs in 30 cities, including Seattle and Denver, where two of the DoD's six TSP demonstration sites are located. The rating was based on Health Care Financing Administration (HCFA) data on benefits, premiums, satisfaction data, and other criteria. HCFA is the agency that administers Medicare. The Robert Wood Johnson Foundation and The Commonwealth Fund, philanthropic organizations interested in health care, funded the evaluations of the Medicare HMOs for Consumer Reports.  "In both cities, TRICARE Senior Prime was clearly the top plan for value-easily beating any competitor," said Dr. H. James T. Sears, executive director, TRICARE Management Activity, which is responsible for oversight of the TSP program. "This is further evidence of the high quality of the TRICARE Prime benefit that the DoD offers to all its eligible beneficiaries. In combination with Medicare in this special demonstration program, it is asuperior health care benefit."

To participate in a Medicare HMO, beneficiaries must be enrolled in Part B of Medicare. Some of the rated Medicare HMOs charge annual premiums that range from $240 to $1,068, and many offer no prescription coverage. TRICARE Senior Prime enrollees pay no premium or enrollment fees, and it offers prescription coverage that Consumer Reports rated "excellent" in both cities. Only one other plan received an "excellent" prescription rating. A plan with an "excellent" rating has essentially unlimited benefits, covering more than 75 percent of average drug costs.  Consumer Reports used a "value index" that compared the value of significant benefits for each plan with the value of Medicare benefits plus the premium. A value index greater than 100 indicates you are getting a lot of value for your money, and one less than 100 means you are getting less.  TRICARE Senior Prime received a rating of approximately 127 in both Seattle and Denver. 

TRICARE Senior Prime is one of several demonstration programs designed by the DoD to provide expanded health care services to beneficiaries, age 65 and over, of the uniformed services. It provides enrollees with all the benefits available under Medicare, plus the additional benefits of TRICARE Prime that are available to eligible beneficiaries under age 65. With TSP, retirees, dependents and survivors age 65 and over have expanded access to health care; preventive care; the DoD's National Mail Order Pharmacy; a primary care manager; reduced out-of-pocket costs; care from a provider network; TRICARE's 24-hour Health Care Information Line, and 24-hour assistance from health care finders in arranging appointments. To enroll in TSP, beneficiaries must live in the service area of a participating military treatment facility, and they must agree to obtain covered services only through TSP.

Fort Carson and the Air Force Academy hospitals in Colorado Springs, Colo., and Madigan Army Medical Center in Fort Lewis, Wash., serve TSP enrollees in the Denver and Seattle areas. The Colorado Springs catchment area extends into Denver. Other TSP demonstrations sites, which are located in areas not rated by Consumer Reports, include Keesler Air Force Base, Biloxi, Miss., Wilford Hall Air Force Medical Center and Brooke Army Medical Center (BAMC) in San Antonio, Texas (including satellite sites at Sheppard Air Force Base in Wichita Falls, Texas, and Fort Sill in Lawton, Okla.), Naval Medical Center San Diego in San Diego, Calif., and Dover Air Force Base Hospital in Dover, Del.  For more information about TRICARE Senior Prime, visit the Military Health System/TRICARE Web site at http://www.tricare@osd.mil or contact the TRICARE contractor in a region with a demonstration site. Details about the Consumer Reports article can be found on the Internet at http://www.consumerreports.org/Special/Free/Reports/0006med65.htm
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