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Skunks For Life
Gloria K. Lamoureux, Col, USAF, NC
Chief, Nursing Services Division
As we begin our transition to a new Skunkworks Champion (Col Gar Graham who is the director of the newly established office of Community Health Services at the Air Staff) it is appropriate to reflect back on the past year of “Continuing Our Climb to the Top” in creating and sustaining our vision of a climate and culture where customer focus and service permeates the Air Force Medical Service (AFMS) leading to customer satisfaction and loyalty.  Our success truly lies in the journey we have undertaken throughout the AFMS to put customers first, to empower our staff, to eliminate the barriers, and in reinforcing the basics.  Our strategy remains the same in working toward that vision.  The challenge now becomes how we can execute better to ensure that we sustain our gains as we continue to work toward the goal of being first choice of our customers and as we integrate our efforts with Primary Care Optimization and Population Health.  As Lt Gen Carlton has said we must continue to have that unrelenting focus on our customers and a service heart.

Over the course of the past year, we have accomplished much.  We have become truly Mirror Force through our collaboration with our colleagues in the Air Force Reserves and Air National Guard.  We have also continued to build strong partnerships with each of the MAJCOMs through the commitment, dedication, and passion of our MAJCOM Customer Satisfaction Coaches.  In addition, we have leveraged off of the universal success of last year’s Summit meetings to bring together our MTF partners once again this summer for team building workshops which provided a platform for bragging, sharing, networking, learning, and planning.  None of which would have been possible without the unwavering support of our senior leadership and its willingness to financially support our endeavors well into the future.  Such fiscal solvency enabled us to continue expanding our education and training foundation through insertion of customer satisfaction into tech training and formal course development, 882 TRG Train-the-Trainer courses in customer service, and the development of distance learning modules specific to the Basics.  Enterprise level financial support has likewise allowed us to collaborate with the TRICARE Management Activity in training Lead Agent Beneficiary Counseling and Assistance Coordinators to serve as Customer Service trainers for their MTF counterparts in order to meet Congressional mandates.

Customer Satisfaction is our “capstone” of the AFMS Vision.  As such I am proud to say that it is imbedded into the Medical Annual Planning and Programming Guidance (MAPPG) process and Program Objective Memorandum (POM) submissions through FY 07 and is critical to the successful accomplishment of the AFMS Mission Support Plan.  It is an integral part of the AFMS doctrine and has been a recurring theme during the AF/SG’s annual Congressional testimony.  The results speak for themselves as we saw our Air Force MTFs win 70 percent of the major awards and 61percent of the recognition at the TRICARE 2000 meeting.  The true acid test, however, is customer loyalty, with the AFMS garnering over 93 percent of beneficiaries saying they will enroll or reenroll in TRICARE Prime.

Customer Satisfaction is an illusive journey, but with actively engaged and committed leaders, we can go far.  All it takes is dedication to the cause and persistence to see it through ever mindful that we will always be on a rewarding journey.  Never forget, however, such efforts always begin with your staff.  Through their actions and attitudes vision becomes reality.  Margaret Mead said it best, “Never doubt that a small group of thoughtful, committed individuals can change the world, and indeed it’s the only thing that ever has!”

It has been my privilege to serve you this past year, and I wish each of you and Col Graham every success for the future.  We all are Skunks for life!
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Fabulous Brags & Small Wins!
GIVE ME YOUR BLOOD!!

From the 99th Medical Group, Nellis AFB, NV: In an outstanding partnership effort, the blood bank at the Mike O' Callaghan Federal Hospital (MOFH)  has been sending their short-dated (<5 days) blood units obtained at no cost from Armed Services Whole Blood Process Lab (ASWBPL) to the VA Hospital in West Los Angeles.  This has resulted in a substantial cost savings and better utilization of a precious resource.  The use of ASWBPL has saved $28,391 in red blood cell (RBC) costs in CY99 for the MOFH and at least $27,234 for West L.A.  The VA hospital has been able to use 95+% of the short-dated units they receive.  For the first six months of CY00 the savings have amounted to $17,444 for MOFH and at least $5,978 for West L.A.  In addition, the use of fresh frozen plasma from ASWBPL has saved additional health care dollars at the MOFH.  Any questions can be directed to Deborah Peters @ DSN 348-2800.

NURSE TRIAGE

From Lt Katherine Ogden at the 28th Medical Group, Ellsworth AFB, SD:  Hello all!  A few months back, I was in contact with many of you regarding the new nurse triage/sick call program we have here at Ellsworth AFB, SD.  I wanted to update everyone as we have refined OI's, policies and orientation information.  Our AD Sick Call OI also has the information for nurse/supervisor quarters, which I notice has been a hot issue here lately. On a side note, we do have a policy set up for "quarters abusers".  At any time, a provider, nurse or supervisor can place someone on our "Sick Call Abuse List".  It is posted at each workstation for easy reference during sick call hours.  Anyone calling in that is on that list is not given quarters and must be seen by their PCM.  If the provider decides quarters is warranted, s/he may do so.  This has been very successful in keeping track of our "naughty troops".  We just finished our JCAHO/HSI survey last week and our new program was rated a Best Practice! I hope this information is helpful to everyone!  Things are actually flowing very smoothly now and we have comfortably settled into this routine.  I’m sure some minor changes here and there will still occur, but nothing too major!  Our flowsheets, job descriptions, competency assessment and operating instructions are available for anyone who is interested.  Please don’t hesitate to call me or Capt Raihala at DSN 675-3437 or 3274.

REENGINEERING SERVICES

From the 78th Medical Group, Robins AFB, GA: Customers love the new outpatient clinic services at the 78th Medical Group.  The Executive Committee developed a local network to take on the facilities in-house surgery and OB capabilities.  The in-house ambulance service was eliminated and a contract ambulance service will be housed on base in the old medical facility five days per week.  The other two days per week the ambulance service will respond from a local hospital less than 5 minutes away.  Col John Lee, the commander, personally ensured that the beneficiaries were notified!  He spent one Saturday going door to door with his team to explain the new program and answer questions for the base residents.  Col John Lee knows how to put his customers first!!!

BEHAVIORAL HEALTH SERVICES

From the 437 Medical Group, Charleston AFB, SC:  The mental health personnel at Charleston believed their customer feel there is a perceived stigma for those who seek help for mental health issues.  To help alleviate these misconceptions, the staff implemented extensive public education efforts including:  meeting with new squadron commanders and first sergeants, revising educational materials, briefing at wing stand-up, advertising in the newspaper and concentrating on their customers so positive word of mouth from current customers creates new customers. Because they felt the term “Mental Health” contributes to this perceived stigma, the department renamed itself “Behavioral Science.”  These initiatives have resulted in an increase of early referrals to Behavioral Sciences from first line supervisors, and greater customer understanding of the services offered.  The Behavioral Science educational handbook was selected as a Benchmark by the First Sergeant’s Academy.  Also, the Flight was selected by the 437th Air Base Wing as a nominee for the 2000 Installation Excellence Award.  Lessons learned—supply your customers with the information they need before a crisis occurs.  For more information please contact Lt Col Frank Budd at DSN 673-6852.
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OVER 65 CARE

The Malmstrom Clinic started a Pilot Test program (similar to TRICARE Senior Prime). To be empanelled in this Pilot Test Program you must be a retiree over 65 years of age, their dependents, or survivors.   We have also empanelled any parents who are dependents of Active Duty.  To date, we have 80 individuals in this program.  We targeted this population at our annual Retirees Weekend  in which anyone who was interested signed up for a lottery to be picked to be in the program.  Packages and sign-up sheets were sent to 
each individual containing information on our Program.  This program has allowed us to get this population back into the facility, and for us to better utilize our services.  For more information please contact SMSgt Galindo at raymundo.galindo@malstrom.af.mil.
Other News You Can Use!

The United States School of Aerospace Medicine (USAFSAM) Knows How to CELEBRATE!

USAFSAM treats various types of patients in their hyperbaric unit.  Many of the patients are chronic rehabilitation patients and VA patients.  Over time, these customers get to know one another very well and want to get in touch with other people they have met while obtaining treatment in the chamber.  Because the Privacy Act prevent staff members from releasing information such as phone numbers and addresses to patients, the Skunks at USAFSAM have solved this problem in a creative manner!  Every December during the holiday season, the staff invites all of their customers from the local area to a party.  The unit provides the meat, side dishes and desserts.  The customers bring additional treats and side dishes.  As many as 300 people attend this annual party to celebrate and renew old acquaintances.  USAFSAM Skunks know how to care of their patient’s physical and emotional needs!!!

 A NEW SET OF EYES—NEWCOMERS ORIENTATION [image: image3.png]



At Scott AFB every newcomer was required to attend a four-hour Customer Focus course.  Many of the staff who attended this course thought it was redundant and too similar to the courses they had attended at their previous bases.  The Skunks at Scott LISTENED TO THEIR CUSTOMERS!! They revamped the course and incorporated success stories from their MTF. During the Customer Focus class the newcomers call various clinics to internally assess the MTF’s customer service.  Then the newcomers go out and perform listening tours of the organization and talk to staff and customers.  This “new set” of eyes looking at the MTF has resulted in positive results.  The great performers identified by the newcomers are recognized by the master skunks.  The newcomers like the class because they get to meet people and be involved in the organization right from the beginning. Even the BEST recipes for success can get better!!!

AFMAM

For great customer service information and other info about primary care optimization and other initiatives check out the Air Force Application Model (AFMAM) website at: http://afmam.satx.disa.mil.

2000 SUMMIT HIGHLIGHTS

The Air Force Customer Satisfaction Summit Meetings were held at the Woodlands near Houston, Texas in July and August.  Two members from each Air Force MTF attended.  These “Skunks” were full of energy and ideas and left the Woodlands ready to incite a service revolution!!!




BRAGGING!!!!!

According to Webster’s Dictionary to brag means “to boast or to be ostentatious—to show a lavish display to impress others.”  More importantly, bragging is a good way to help change an organizational culture.  Too often the staff are only communicated with when something goes wrong instead of when something goes right.  Bragging allows everyone to celebrate small wins and the things everyone does within the organization.  It gives staff the opportunity to experience what co-workers in other areas do and the trials and tribulations that they face.

Bragging can take place in many forums.  Brag every chance you get!  Commanders calls and staff meetings are great opportunities to brag.  Create a brag board in a high visibility area where patients and staff alike can see the good things your organization has done.

A positive attitude is infectious!  The more you brag the better it feels—everyone likes to feel good about themselves and the place where they work.  Start bragging TODAY!

C

ustomer Service Quotes

“There is nothing permanent except change.”





-Heraclitus-

“If I cannot do great things, I can do small things in a great way.”





-A Nurse-

“Never doubt that a small group of thoughtful, committed individuals can change the world, indeed it is the only thing that can.”





-Margaret Mead-

“The key is to get into the stores and listen.”





-Sam Walton-

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





At the Summit meetings may of the attendees joined the “One Idea” Club and committed to take one action to improve customer satisfaction within the next 30 days.  Some of their commitments are listed below.  Steal their ideas and commit to the One Idea Club yourself!





☺REINFORCE BASICS☺


▪Introduce Skunkworks to my unit ▪Motivate and rejuvenate our skunks▪ Go back and be as infectious as possible—get as many people as possible that have the information, power, and enthusiasm to do things in a better way! ▪Start a revolution and keep the dream alive▪ Renergize people to walk the talk ▪Talk to everyone I can about giving excellent customer service ▪Share my vision of customer service with people in my sphere of influence ▪Speak from the heart on exceptional customer service ▪I am going to Disneyworld (mentally) ▪Be a contagious revolutionary ▪Be passionate about customer service for my facility and MAJCOM and spread the word around about our great customer service ▪Revitalize Skunkworks ▪Summarize the Summit meeting for staff and Skunks who did not attend ▪Meet  with the Primary Care Optimization team in my facility regarding customer service ☺☺☺☺☺☺☺☺☺☺





REMEMBER ACTIONS SPEAK LOUDER THAN WORDS! IMPLEMENT YOUR “ONE IDEA” TODAY!
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