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Objectives

Learn how service can be used as a
market differentiator.

Relate the challenges of implementing a
culture of service in an academic
healthcare setting.

See specific tools used as catalysts to
substantially impact patient satisfaction
and other key performance indicators.
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OU Physician's Overall Patient Satisfaction
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GOAL = Improve Patient Satisfaction Scores to 50th %tile
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QU Medicine

OU Medicine is the partnership among the
University of Oklahoma College of Medicine, the
OU Medi cal Center (i1 ncludin
Hospital), and the University Hospitals Authority
and Trust and the patient care, medical education

and research programs and services they provide

@ Physicians

Medical

Q’ & Center

Medicine ~ Chidrens

pita

Collegeof
& Medicine

hysicians

WHAT’S &¥g#el INHEALTH CARE” StuderGroupY



QurVision

OU Medicine will be the  premier enterprise for
advancing health care, medical education and
research for the community, state and region.

Through our combined efforts we strive to
Improve the lives of all people.

Q] Medicine

ANOTHER LEVEL OF MEDICINE
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Achieving ©QurVision

Focus and prioritize the
Enterprise on key programmatic
and systemic areas.

Branding / Image

Celebrate and leverage our Develop a culture focused on improving
strengths with a joint, internal and customer/employee/physician

external, OU Medicine branding satisfaction, access, availability, and
campaign. convenience.

© 2000
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Baptist Mercy Health

Norman Regional | Medical Ctr Ctr
N N=104 N=53

Best overalfjuality of care 3.89 4.00 4.33 4.15
Best doctors 4.13 3.85 4.33 4.13
Best specialists 4.17 3.74 4.47 4.14
Highest quality/nursing care 3.84 3.93 4.17 4.27
Modern technology/facilities 4.34 3.98 4.52 4.34
Wide varietyof specialists 4.33 3.90 4.48 4.27
Friendliest/most caring employees 3.73 4.14 4.25 4.04
Strongcommitment/meeting community needs 4.18 4.29 4.35 4.10
Pioneer in newnedical treatments/procedures 4.25 3.39 4.34 4.02
Providing most individualized care 3.82 4.02 4.23 4.13
Providing health information to community 3.92 4.05 4.15 3.77
Easy to get to 3.49 4.53 4.02 4.04
Having an excellent reputation overall 4.13 3.98 4.48 4.32
Having comfortable/clearooms and facilities 3.90 4.26 4.34 4.40
May 2007 Survey 5-point scale: 1=poor, 5=excellent
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