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56th Medical Group Honored by State Award

The 56th Medical Group (Luke AFB) received Arizona’s highest award for quality business practices and customer service Wednesday.  Arizona Gov. Jane Dee Hull presented the Arizona State Quality Award to Brig. Gen. John Barry, 56th Fighter Wing commander. Luke’s hospital is the first federal organization to receive the annual award that represents the highest level of business and performance excellence. 
“This award validates our years of sustained efforts to provide quality programs,” Lt. Col. Douglas Anderson, 56th Medical Support Squadron commander, said.  “It reflects our commitment to making quality care with compassion a reality,” he added. 
Assessing each of the group’s four squadrons, six inspectors representing the governor’s office evaluated areas including customer satisfaction, business practices and human resource management.

“I am fiercely proud of the dedication that the personnel and staff of the 56 MDG of all ranks demonstrate every day. Individuals make the difference and they multiply their impact through persistent teamwork,” Col. Michael Lischak, 56th MDG commander, said.
The Award is modeled after the Malcolm Baldrige National Quality Award, with assessments done in seven categories including leadership, strategic planning, customer and market focus, information and analysis and process management. 
“We really wowed the evaluators with our internal people programs,” Staff Sgt. Mark Cruise, 56th MDG quality advisor, said. “Our initiatives to take care of families during deployments, provide career and degree progression for our people and our ability to ensure communication within the group took them by surprise.”

Evaluators interviewed airmen about the day-to-day operations of clinics and duty sections. In addition, they examined programs designed to continually improve patient care including customer service, disease management and health education.
While providing for more than 200,000 outpatients, 36,000 dental patients, 130,000 pharmacy customers and delivering more than 400 babies annually, the group’s 580 military and civilian members also ensure the wing’s medical readiness. 

“Our caliber of people, communication across squadron lines, ability to work as one unit and one family and empowerment of our airmen is representative of the wing,” Lt. Col. Steve Turner, 56th Medical Operations Squadron deputy commander, said. “The recognition from the governor as the best in the state shows the quality of our organization is not in question and we are superior to outside competitors.” 
The 56th MDG is also rated as one of the best in the Department of Defense for customer satisfaction. The Joint Commission on Accreditation of Healthcare Organizations rates Luke’s hospital higher than most civilian hospitals for quality of care as well.  

“This organization truly represents the best in both the public and private sector,” Hull said. “They should be proud of what they have accomplished.”

Fabulous Brags & Small Wins!
437 MDG, Charleston AFB - Performance Improvement Office:  The old quality classes were time consuming (4 days), hard to get instructors and hard to get staff out of their duty section for that many days.  I will not say that the information was boring just a lot of it.  The new and improved classes are called “Creative Problem Solving” they are only 2 fun filled days, cover internal and external problem solving, include the AFMS Basics and Priorities and best of all instructors and students are anxious to attend.  Family Practice Clinic:  Technicians were challenged in a competition for the best innovative idea to enhance customer service (internal and external) in the clinic.   They were given a list of what they would be judged on and enough time to complete it.  They worked in groups of 2 – 5.  The winners came up with a form to be used for patients assisting them after their appointment is over.  Directing them where to go and the telephone numbers and hours of operation for each section.  There is  just too much information to try and explain but the idea was ingenious.  The winners  put the project through the 7 step problem solving process and showed it in their presentation.  The second place winners put together a business card for the Providers to give out to patients.  Phone numbers and who their PCM is are handily available.   We have also added the Basics and Priorities to our orientation checklist, a great way for us to walk them in with customer service upper most.  Another thing we want to brag about is, all 4N0X1’s need refresher NREMT, the challenge we faced was getting enough time to train each month on the lessons needed.  We brainstormed and came up with quarterly classes.  Once a month for the three months of the quarter the same classes are covered for that quarter.  We have also opened the classes to the rest of the base giving others the option of attending one of three classes per quarter.  Instead of students attending 12 times per year for 12 lessons they attend 4 times per year for the same 12 lessons.   

882 TRG, Sheppard AFB - has teamed up with its operational counterpart, the 82nd Medical Group, in launching a culture of customer service.  Spearheaded by Col. Don Swierenga, 882 TRG deputy commander, and Lt Col Michael Miller 82nd Medical Support Squadron commander.  An article was published in the Sheppard AFB newspaper explaining this customer service culture.  Our focus will be on getting a better understanding of the patient’s needs and including them in the decision-making process.  To ensure that more customers are aware of their health care options, briefings are conducted at squadrons’ commanders calls stressing the availability of the Take Care of Yourself medical guide and the 24-hour information line.  The 882 TRG organized a Customer Service Facilitation and Tracking Team that meets quarterly to create a positive environment for customer service improvements to flourish.  A charter was developed and approved by the group commander.  Membership consists of at least one member from each squadron, one Army and one Navy POC, as well as one military training leader.  Customer service improvement activities and actions are documented and new and on-going plans are addressed.  Squadrons are encouraged to proactively look for opportunities within the scope of their authority and elevate items having broader relevance to the group.  Squadrons celebrate initiatives and share ideas with other members in the 882 TRG.  We would like to reach out to other Wing organizations to improve the quality of customer service across all boundaries.  Our intentions are to share any knowledge we gather with them to improve the atmosphere of cooperation within the Wing.

65 MDG, Lajes AB - Our NCOIC of Biomedical Equipment Repair has created a simple process utilizing a digital camera to record an image of new equipment that is received for inventory, and to assist manufacturers with the ordering of replacement parts when a piece of equipment requires maintenance.  SSgt Randall Gardner purchased a digital camera for medical maintenance so that images could be stored on the computer.  He has incorporated this into the initial inspection process.  This allows for a more effective absolute inventory process.  The pictures that are taken are stored on the hard drive and then printed out on a standard 8.5 X 11 piece of paper.  It is then hole punched and put into the equipment folder which remains with the equipment for its lifetime.  This helps keep the identity of the equipment intact with the maintenance file.  Secondly, we have begun implementing a process whereby the pictures are stored in folder on network drives accessible to the individual sections.  The sections will be able to open their folder and click on an index number or item description which will open the stored image.  Both tasks will assist Medical Maintenance, Medical Equipment Management Office, and the Account Custodian to easily identify the correct equipment item to the index number on a print out such as the Custodial Receipt Locator List (CRL).  Essentially we will be putting a 'face with a name'.  As this phase of the project is complete maintenance will begin to take pictures of existing equipment so that there is a full picture account of all inventoried items.  This should serve the customer well by bridging the communication gap that exists when one party tries to provide a descriptive word picture of a piece of equipment while the second or subsequent parties try to create a minds eye picture, which may or may not match or create confusion.  A second option this camera can help with is parts replacement.  It can often be difficult to talk over the telephone to a service representative at a company and try to describe what part it is you need for such and such equipment when your not sure what the name of a part is. More frustrating is when the representative tells you he knows what you need and you have it delivered only to find out its not the right part. This can now easily be avoided by taking a quick photo of an item and upon contact with the company quickly ask for an email address you can send to. They receive it in a very brief amount of time and can quickly respond back, often while you are still on the line with them, with a name, part number, and price.  This helps reduce delays in repair of equipment, again providing the customer with a superior service.

9 MDG, Beale AFB - For the past five years, 9 MDG has been conducting an annual quality day, known as Prospectors Day.  The purpose is to carry out training and team building to prepare personnel for the current AF healthcare concerns.  In the morning personnel are split into teams and seated at tables in the Community Activity Center.  Each team is given an assignment.  During the last hour of the morning activities, each team must give a five minute presentation to teach the rest of the MDG about their project.  All presentations are judged.  In the afternoon all personnel don picnic garb and go to the park where they receive a free lunch.  After lunch, the team building games begin.  Games usually pit squadron against squadron.  Some games are work related (self-aid buddy care), some are silly (bucket brigade), and some are intellectual (Healthcare Jeopardy).  At the end of the day prizes are given for several categories relating to morning and afternoon activities.  Prospectors Day has been a highly successful event every year.  Costs are covered by fund-raisers.  The focus for this year is customer service. We want to know how children and adolescents perceive healthcare; to understand and better meet their needs.  We called the Family Support Center to benchmark their means of interacting with the local schools, and they immediately invited us to participate in their Teen Job Fair, one week away.  The Prospectors Day Planning Team had to scramble to put together a package.  We prepared very brief job descriptions of about 25 healthcare careers, and printed each one on brightly colored paper.  Next we invited personnel from Nursing, Administration, Bioenvironmental Engineers, and Physiological Support to bring some implements of their trades and man our tables.  JCAHO had previously expressed concern that teenagers may be missing some of their immunizations, so we took the opportunity to give out flyers along with verbal instruction about the shots that they needed.  Our personnel did a great job of marketing healthcare careers and pulled in many interested customers.  The big draw was our Teen Opinion questionnaire.  We purchased a big bag of interesting trinkets from a special events warehouse and told the youngsters that they could have a free prize if they completed the questionnaire.  We had 56 responses from children ages 12 to 25 which provides valuable feedback about what the needs of these customers

4 MDG, Seymour Johnson AFB - I just want to brag about the fantastic job our Top 4 is doing, taking care of their troops (customers).  First, they have instituted a new program to recognize those airmen who go above the call of duty (this is no “give me” award either, you really have to earn it).  One of our Top 4 members will give an Airman an Airman’s Recognition Card to provide on-the-spot recognition.  The airman turns the card in to their supervisor and in-turn the card is sent to the squadron superintendent.  Once the troop receives three cards, they are given a day off by their commander.  Not only does this card provide instant recognition, but it’s a great motivator.  We (4 MDG) have received super feedback on this recognition program from our troops.  Secondly, the Top 4 is recognizing their folks who attend and complete one of the PME schools.  They give the graduate a small gift and a nice card from the Top 4 at the graduation dinner.  This has turned out to be very special to both the individual and their spouse.  Lastly, the Top 4 also illustrates their leadership and mentorship in their monthly newsletter.  The newsletter provides information on leadership, dress and appearance, attitudes, education, and mentorship.  This newsletter is “Right on Target” for our folks.  I lift my tail and give our Top 4 a great big Smelly Salute!  

10 MDG, USAF Academy - Diagnostic Imaging goes Looney.  From pediatrics to geriatrics, the USAF Academy Diagnostic Imaging department is striving to bring patient care to a new level.  Diagnostic Imaging personnel and family members created a pediatric room complete with toys, a treasure chest of goodies, and hand painted murals of “Winnie the Pooh” on the walls.  The intent was to provide a friendlier atmosphere for their pediatric patients.  Not only has this project accomplished it’s original plan but has also helped tremendously in relieving the anxiety many of these patients have coming into the hospital.  Technologists as well as parents have notice a dramatic change in the way young child respond to having a radiographic taken in this room verses before the improvements.  Their mind seems to stay focused on the characters instead of being afraid.  Parents have even requested the room when follow-up radiographs are requested on their children.  The success of the “Winnie the Pooh” room has lead to the design of a “Looney Tunes” room.  This room was geared more toward the adults as well as child, because it is used mainly for fluoroscopic procedures (upper and lower gastrointestinal examinations and/or special procedures).  This room takes on a more humorous approach by adding captions to many of the Looney Tunes characters.  Not only has the murals improved the appearance of the department but also the attitude of the patients.  The department plans to expand to other rooms in the department as soon as reinvention is completed on the new fluoroscopic room.  Also many other sections in the hospital have requested the assistance for similar projects for their clinics.  Many thanks go out to those that volunteered their time and talent to make this idea come to life.  Those contributing to the project include; SrA Stephanie Range, SrA Trevor Blackburn, SrA Joshua Hernandez, A1C Amanda Austria, TSgt Anthony Kallas and his wife Cheryl.  The publicity of the rooms has generated visits from the Base Wing Commander and USAFA Commander, General Oelstrom. 

11 MDG, Bolling AFB - The newest implementation here at the 11th Medical Group in our nations capitol is the executive staff has come up with a theme to center our customer focus around.  It's hospitality and healthcare.  They have accomplished a creed that will be displayed for all customers to see:

Healthcare and Hospitality

We want our patients to know their providers

We want our providers to know their patients

We promise to do our best to respond to your needs -the first time you contact us

...and to do our best to make progress in improving your family's health, that first time and every time after

With respect, courtesy, discretion and compassion.

We want you to feel you are  in the embrace of friends you can trust.

We want you to feel comfortable and confident here; at home in our clinic

We want you to feel that your life was enhanced by your experience with us,

We want you to feel better when you leave than when you came to see us in every way that you possibly can.

Please let us know right away if we fail to live up to any of our aspirations.

Recent kudos go to Amn Melissa Burns.  New to our MDG, she took the initiative to make a customers life easier.  A patient was separating from the military and needed copies of her medical and allergy records and could not get away from her job.  Amn Burns copied her records and agreed to meet her on a Saturday morning to give them to her.  An outstanding example of customer service and compassion

77 MDG, McClellan AFB - Based on the success of a similar project at Tinker AFB, the mental health here have begun co-locating staff in the Primary Care Clinic.  Once a week, a clinical psychologist holds a “Behavioral Health Clinic” in the Primary Care Clinic.  Physicians schedule patients for the clinic by writing a consult to the psychologist.  Types of patient issues include typical mental health diagnoses, along with medically related conditions such as chronic pain, insomnia, acid reflux, headache and smoking cessation.  The Behavioral Health Clinic has increased access for people who are hesitant about being seen in the Mental Health Clinic, provides an opportunity for patients to receive adjunct behavioral treatment for medical conditions and the Primary Care providers appreciate having an additional resource for the their patients.

“Workers have always known how to work smarter, and when management isn’t watching, they do.  They then use the time to create a halfway pleasant social experience - discussing last Sunday’s football game or Betsy’s wedding shower or just working at an easier pace.  If companies want people to give that up (‘do more with less’) they’re going to have to offer something valuable in trade - something that meets basic human needs for social interaction and financial well-being.” (John Zalusky, Economist, AFL-CIO)

WHO SAID THAT?

· Over 48.7% of all statistics are useless. (Anonymous)

· Raising kids is part joy and part guerilla warfare. (Ed Asner)

· Human beings are the only creatures on earth that allow their children to come back home. (Bill Cosby)

· Why do people sing "Take Me Out to the Ballgame" when they're already there? (Andersen)

· Drive-in banks were established so most of the cars today could see their real owners. (E. Joseph Cossman)

Published by the AFMS Customer Satisfaction Task Force to tell stories of and promote the AFMS customer service revolution.  Send ‘subscription’ information (rank, name, unit, base, and e-mail) or items to publish to MSgt Scott McBride at mcbride.scott@mdg.fairchild.af.mil





The Customer is the most important visitor to our premises.  He is not dependent on us; we are dependent on him.  He is not an interruption of our work; he is the purpose of it.  He is not an outsider in our business; he is part of it.  We are not doing him a favor by serving him; he is doing us a favor by giving us the opportunity to do so.  (Mahatma Gandhi)
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