Mar 99 Skunk Tales

Thanks, this was a great one!  Here's an update from the 95th Medical Group

at Edwards:


After our rollout, we were able to eliminate 2 crazymakers right

away.  1.  No More Friday afternoon commander's calls  2.  Medical Red Flag

rescheduled so it did not coincide with Easter weekend and the kid's school

break.   We had tons of compliments on our rollout, everyone thought it was

the best commander's call they'd ever been too.


Some of our more recent accomplishments include:  creating business

cards and an e-mail site for everyone on base to access their customer

service experts (that's us "Stealthmasters"); providing business card stock

and template to every provider so that they can create cards encouraging

beneficiaries to choose them as PCM; bi-weekly "Skunk Awards" to best

customer service nominees (nominees come from anyone within group) presented

by Exec Staff at Monday morning stand-up


How is it impacting our organization? MDOS SQ CC sent out "Leader

Meter" surveys, found higher satisfaction/recognition ratings than last year

and 4 airman plan to reenlist that were NOT planning to 6 months ago.  We've

been focusing first on Internal Customers, figuring we need to get them

happy and they'll in turn make our external customer happy.  Since we

received the 98 DoD Customer Satisfaction Award as the #2 small hospital,

we've been working even harder!  Our goal is like Avis, "We try harder", and

now we want #1!


Future plans:  working on our own web site, developing kudograms;

fundraisers to purchase customer service awards, adding customer

service/four priorities wording to job descriptions/performance

standards/feedback forms; developing external customer crazymaker suggestion

boxes. 

