To:LtCol Teresa Campbell
teresa.campbell@med.edwards.af.mil
Hot off the press: The Jan 99 Skunkworks newsletter!  I also have this saved in Word 6.0 format -- if you need a lower version, please let me know.  Enjoy!  MSgt McBride
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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/e-mail) or items to publish to MSgt Scott McBride at mcbride.scott@mdg.fairchild.af.mil

Fellow Skunks and Revolutionaries
In our last newsletter I told you the Master Skunks would meet in January to layout a calendar and game plan for Phase III of our customer satisfaction strategy—sustainment and maintenance of our efforts.  We did meet and the meeting went very well, but remember that I’m prejudiced.

We’ve started putting the executive briefing folder and tool kit (which we provided to you at the rollout) on AFMAM and the WWW.  Made good progress and you should see results in a few months.  We told you about this as one of our commitments during the rollout.

Phase III will “officially” start on 16 Feb 99 when we do a rollout for MAJCOM and HQ USAF staff—at this one we are focusing on those folks involved in the MAPPG/MSP process.  The idea is to make them aware of what you have been exposed to, some of your accomplishments, and how they can now integrate the Customer Satisfaction Priorities and Basics in all that they do.  If we truly want to create a climate and culture where customer service, customer focus permeates all that we do in the AFMS, leading to customer satisfaction and loyalty, they must be actively involved.  We see the MAPPG/MSP institutionalizing customer service in the AFMS - this is one of the ways to sustain and maintain the revolution.

In March we hope to do another rollout, this one for the executive-level MAJCOM and HQ USAF/SG folks.  Then beginning in April we will begin regional “bragging sessions” (with MTF and MAJCOM staff attending) much like the rollouts we did in 1998.  Regions will be similar in location and makeup (except for Europe) and for planning purposes the dates are 12-15 Apr (mid-West); 17-20 May (North Central); 19-22 Jul (West Coast/PACAF); 16-19 Aug (East Coast/USAFE); and 13-16 Sep (South/South East).  Exact locations still not worked, but we will get these and who goes where out as soon as possible.  I plan on Master Skunks and MAJCOM folks serving as “facilitators”—this is how we will help transition “skunkworks" to the MAJCOMs.  We see them picking up the mentor role after these rollouts.

I will send each MTF a letter explaining all this in more detail as well as enclosing a copy of the Fairchild Skunk video and the General Zias’ audio tape you all said you would like—should be in the mail by the end of the month.

We will keep you posted on what is happening (check out our web page) and will continue to be available to assist you if the need arises.  I would welcome any comments/suggestions you may have about what the MAJCOM/Air Staff can do to help foster the revolution.  Thank you for your commitment and dedication to the customer satisfaction efforts.  I eagerly look forward to learning of all your successes.

Col Sid Brandler



Fabulous Brags & Small Wins!

11th Medical Group, Bolling AFB - Just wanted to let you know that the skunks and awesome customer service is alive and thriving here.  We have kicked off our program by gathering a herd of skunks for our cadre.  We then briefed the executive staff on the program, expectations, and hopes.  At our Group picnic, Col Scott (MDG Commander) made a pledge to support the skunks and their projects in any way they can.  From there, we found our key barriers, crazymakers and problems and have the skunks cadre diligently whittling away at them.  One of the big crazymakers now is getting the word out about PHA's.  Most active duty do not understand the concept of a preventative health maintenance.  They are used to the standard physical and feel frustrated and confused that they are not getting their full physical.  We are planning to do a video to show what the PHA does, it will be acted out by our personnel in the medical group.  The PHA touches many parts of the medical group, this will not only help our active duty feel better and understand more but it will show the 11th wing what great customer service we have in all areas of the MDG.  It also allows for some fun and motivational time for the people that make the 11th MDG an awesome place.  We have seen a large increase of “showing with our feet instead of our fingers" and smiles both on customers and personnel's faces.  We developed a recognition program for all personnel caught in the act of awesome customer service.  They get group-wide recognition and ,if enlisted, a kudo card (get 3 and get a day off) and a beanie baby skunk that represents the team.  If officer, they’ll get a certificate of appreciation  and a skunk.  This has been a big boost for morale.  Look for some videos from the 11th MDG dealing with patient concerns on TRICARE, PHA and hopefully have them played on the base info channel.  That's it from the nations' capitol!

62 MDG, McChord AFB - The Exec staff at the 62d Medical Group took a different approach to their skunkworks.  Each Exec Staff member became an element champion and is working issues identified by 62 MDG staff members.  In fact, they’ve declared 1999 as YOTS - Year of the Staff - at the 62d!  Being spread between 12 buildings across the base, communication is a big crazymaker there.  Each member of the Exec Staff is ‘adopting’ one or two sections, then visiting those sections, meeting and getting to know the people, and bringing back stories of interest to communicate among the rest of the MDG.

78 MDG, Robins AFB - Hello from middle Georgia!  Skunks are active at the 78th:  We are presenting the Basics and Priorities this Friday at our patient advocate meeting.  This is the beginning of our rollout; the patient advocate group will be our "skunkworks" group and we will develop plans from there.  We have included the basics and priorities into our business plan.  The Executive Staff is recognizing outstanding customer service on the spot.  We have recently received the DoD/HA survey results which show we are now well above the AF average, which is a significant improvement.  We are publicizing the results in our base newspaper with an article and pictures of our staff, and we also display these results on our report card in our front lobby.  Also, we have spent a lot of time and effort in marketing to our population.  We keep them abreast of any changes, i.e., full 10-13 pg. insert into the base paper when our ER closed at the beginning of Jan.  We also implemented a MedTalk hotline for our customers to call in with questions about how to access care, especially since the ER closure.  Finally, due to our tremendous marketing efforts we have not had any patient complaints in regards to the ER closure, and patient complaints on the whole have decreased significantly.

6 MDG, MacDill AFB - Folks at the 6th MDG recently eliminated two crazymakers.  The first was a slow line in the dining facility caused by just one cash register.  They purchased and installed a second cash register to get people through the line faster.  The second crazymaker was that shift workers had trouble getting to the Commander’s Call.  They adjusted the Commander’s Call schedule to 0700 to allow more shift workers to attend.  The 6 MDG Commander presents quality coins to outstanding performers in the duty section before the person’s peers and customers.

375 MDG, Scott AFB - People have been busy at the 375th!  The Priorities and Basics are being deployed through the squadrons and written into their MSP.  They’ve eliminated restricted newborn nursery visiting hours.  The Aeromedical Squadron has declared 1999 as the Year of the Customer.  The Systems section has instituted one-stop shopping for all computer hardware, software, and other systems needs.  The Logistics folks have reduced the number of equipment accounts from 67 to 5!

9 MDG, Beale AFB - A Medical Liaison program is underway at the 9th MDG.  Each squadron and group on base has a point of contact at the MDG to get information and questions answered.  They’re also proud of their Medical Right Start.  This is a one-half day event for newcomers to the base at which the MDG staff presents a wealth of information about TRICARE; clinic capabilities, access and hours; dental clinic; Health and Wellness Center.

61 MDG, Los Angeles AFB - Out west, the folks at the 61st MDG developed an award program for outstanding customer service.  They seek nominations a week before Commander’s Call.  A board selects the best story.  The winner gets the Commander’s parking spot, a one-day pass, tickets to the base theater, and a small cash award.  The Commander and the Top 3 fund the award ceremony.  Bragging is a standard agenda item for meetings at the 61st MDG.

18 MDG, Kadena AB - There are two new recognition awards at the 18th MDG.  The Skunk Award (a stuffed skunk) is for the person, office, or flight that has provided exceptional service or gone above and beyond.  The Steady as a Rock Award (a painted rock) is for the person, office, or flight who are working hard behind the scenes to help others get things done.  These are both rotating trophies that the recipient is responsible for passing on to the next winner.  Pictures of the recipients are posted on an eye-catching bulletin board and we plan to post the pictures on the Intranet web page also.  The first Skunk Award was given to A1C Susan Ciuro and the first Steady as a Rock Award was given to Ms. Lori Zarella at a recent Medical Group Key Staff meeting.  Congratulations!

Ask SeeMore
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Dear Tagged, There are as many ways to implement the Priorities and Basics as there are skunks!  Staff awareness of the Priorities and Basics could begin with the Kickoff ‘Draw the Line in the Sand’ Event.  Then, what do you already have in place which the Priorities and Basics could be included?  Newcomers Orientation?  Other MDG training courses?  MDG recognition programs?  Standard agenda items in MDG meetings?  The Toolkit notebook (tab I) includes a sample performance feedback worksheet to include the Priorities and Basics in the normal performance feedback.  What communication processes does your MDG have where stories and bragging can be connected to the Priorities and Basics.  The executive staff at one facility has a printed card at each of their desks to remind them of Priorities and Basics >>>>>>>>>>>>>>>>>>>>>>>

The ultimate test of implementation would be that the average staff member, when asked, could tell somebody about the Priorities and Basics, and what they do in their job to support the Priorities and Basics.  SeeMore
Tool Time
The Industry Best Practices section (tab F) of the Toolkit contains a summary lessons learned during the Best Practice site visits conducted by the AFMS Skunkworks

Looking for ways to revitalize a presentation?  A list of ideas to help your presentation Make the Adult Learner Grade is at tab L (or it’s supposed to be - it was at tab O in this book ;-)
The Customer-Focused Environment Checklist and the Customer-Focused Product, Services, and Systems Checklist (tab R) present dozens of ‘low-hanging fruit’ ideas for you.  Give them a try!

A sample Priorities and Basics performance feedback worksheet can be found at Tab I

Priorities

Last fall I was asked to speak to about 3,000 employees of a large supermarket chain on customer loyalty and regenerating the spirit in your workplace.  One of the ideas I stressed was the importance of adding a personal signature to your work.  With all the downsizing, re-engineering, and overwhelming technological changes and stresses in the workplace, I think it is essential for each of us to find a way we can really feel good about ourselves and our jobs.  One of the most powerful ways to do this is to do something that differentiates you from all the other people that do the same thing you do.  After sharing several examples of how people add their unique spirit to their jobs, I challenged the audience to get their creative juices flowing and to come up with their own creative personal signature.  

About three weeks later my phone rang.  The person on the line told me that his name was Johnny and that he was a bagger in one of the stores.  He also told me that he was a person with Downs syndrome.  He said, “Barbara, I liked what you said!”  Then he went on to tell me that he’d gone home that night and asked his dad to teach him to use the computer.  He said they set up a program and each night he goes home and finds a “thought for the day.”  He said when he can’t find one, he “thinks one up!”  Then he types it into the computer, prints out multiple copies, cuts them apart, and signs his name on the back of each one.  The next day, as he bags each person’s groceries, he puts a “thought for the day” in each person’s bag - “with flourish” - adding his own personal signature in a heartwarming, fun, and creative way.

One month later, the manager of the store called me.  He said, “Barbara, you won’t believe what happened today when I went out on the floor.  The line at Johnny’s checkout was three times longer than any other line!  I went ballistic, yelling for more checkout lanes to open.  But the customers said ‘No thanks.  We want to be in Johnny’s line - we want the thought for the day!”

The manager said one woman approached him and said, “I only used to shop here once a week.  Now I come here every time I go by because I want the thought for the day!”  He ended by saying, “Who do you think is the most important person in our whole store?  Johnny, of course!”

Three months later, he called again.  “You and Johnny have transformed our store!  Now, in the floral department, when they have a broken flower or an unused corsage, they go out on the floor and find an elderly woman or young girl and pin it on them.  One of our meat packers loves Snoopy, so he bought Snoopy stickers and puts one on each package of meat.  We are having so much fun and so are our customers!”  That’s spirit in the workplace!  (Creatively Building Customer Loyalty by Barbara A. Glanz)
At MBE, we measure customer satisfaction by the degree to which our service exceeds customer expectations.  Initially exceeding expectations was easy since customers were accustomed to dealing with the US Post Office.  Over the past few years however, our Customers have come to expect better service.  Our goal is to maintain a high level of Customer Satisfaction by continually delivering “shockingly good service.”  Anthony Desio, President and CEO, Mailboxes Etc., Inc.


I try to treat customers like I used to treat my grandmother. When she was alive, and I was with her, I just shut up, listened to her, and kept trying to give her what she asked for until I was successful. Because I loved her and had never won an argument with her, I didn’t waste time worrying about why she wanted me to dig the family silverware out from its basement hiding place to eat her oatmeal with, or why I must always put the dish soap in before I filled the sink with water. I just did it her way, because she wanted me to.  Rick Stewart, CEO, Frontier Cooperative Herbs
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