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The Air Force Medical Service (AFMS) is transforming its health care delivery system from the reactive, episodic style of the past to a proactive management approach that is predictive of the health care needs for an enrolled population.  Population health, as our new focus is named, is a systematic approach to identify and apply appropriate resources to satisfy the health care needs for a defined population of beneficiaries.  Optimizing primary care services, prevention education and counseling, screenings, etc. are all components of population health.

For the past several years, the AFMS has placed a significant focus on customer service.  The priorities for customer service in the entire AFMS include putting customers first in all we do, empowering all personnel within their sphere of influence to fulfill this intent, eliminating barriers to a customer-focused culture, and reinforcing the customer satisfaction standards in every relationship. 

When primary care optimization is fully implemented, the customer will ultimately be more satisfied with their care.  We expect that patients will know the primary care management (PCM) team that provides them care; the PCM teams will know those enrolled to their team; and the team will be responsible to meet not only the needs of the individual patients but also the population as a whole.  Who wouldn't be more satisfied when they know who their provider is, they see the same provider most of the time and can contact various members of the PCM team for information, guidance and treatment when needed?  The best part is that early feedback has also shown increased satisfaction of staff.

In February of this year, the AFMS trained teams from almost every AF medical treatment facility (MTF) on how to optimize its primary care services.  The focus of this "QuickStart" training was to build effective PCM teams, begin a process for change in the medical facilities to support PCM teams, and develop a draft action plan to begin the population health and primary care optimization efforts at each MTF.  There are many components within population health.  A few of the components include enhancing services to our patients, nurse triage, disease/condition management, case management, and use of extender protocols.

Certainly there will be "growing pains"…there are with every change, especially transformational change!  However, participants at “QuickStart” were enthusiastic about the change and felt it is the right direction for the AF Medical Service.  What is your role?  If you are a member of a primary care team, you need to understand your role on the team and your relationship to other team members.  You must also understand the roles of the other team members and resources within and outside the medical facility.  If you are not yet on a primary care team, you need to become familiar with primary care optimization so you can adequately address patient queries.

Remember, everyone is responsible for customer satisfaction.  While this broad-sweeping change in our system will ultimately better satisfy both our customers and our staffs, it is still up to each of us to do our part in meeting customers' needs and expectations.

Fabulous Brags & Small Wins!
55 MDG, Offutt AFB - The 55th Medical Group received their third TRICARE Military Health System Distinguished Air Force Hospital Award for Customer Satisfaction in early 2000 and we're out to win it again next year!  We took a proactive approach to customer service by implementing a base-wide Unit Medical Liaison (UML) program.  We had overwhelming support from our Top 3, reflective of our 22 SNCO volunteers to be points of contacts for medical issues for 43 base units and 7200 personnel.  The UMLs are assigned to each unit and act as their points of contact for medical issues.  Since the program was implemented in March we have received rave reviews from Offutt units and the program is headed on the right track.  Each unit has a flyer with their UML's picture on it and a phone number to contact the UML for any medical issue or concern.  We are also attending commander's calls and other forums to educate members on TRICARE and other Offutt specific issues.  Hopefully this program will improve our already superb customer service we offer here at Offutt.

43 MDG, Pope AFB - From the HAWC: Online Health is a customer-focused computer program that has been implemented to compliment the existing Health Promotion programs.  This program allows our customers to access reliable health information at the click of the mouse.  The program provides professional newsletters for non-networking employees at no additional charge. Employees can find self-care information when needed to self-treat.  Information includes a newsstand with latest health news and advice, health library with over 400 articles and 800 health related topics, and a quick and healthy kitchen.  In addition, members of our community can obtain their private, personal health analysis called “Health Forecast.”  For more information contact Capt Khalife at DSN 424-HAWC.

95 MDG, Edwards AFB - SKUNK ALERT!  On 24 MAR 00, the “mature” skunks infected 13 “young” skunks during a spectacular training off-site.  Red/black/white balloons, lots of red ribbon, glitter, confetti, candy and a delicious BBQ enhanced this infecting process.  The day began with each skunk, mature and young, receiving his or her very own Skunk t-shirt and official skunk nametag.  Many budding artists were revealed when skunks drew themselves during the icebreaker.  The remainder of the day was spent with training on PEER, IMPRESSION, benchmarking, measurements, and an innovative process training session utilizing the SOAPP format.  I think everyone had fun making paper airplanes—an entertaining experience in communication skills. We ended the training with a stinky skunk pledge.  All skunks were released with a mission—GO OUT AND INFECT THE 95TH MEDICAL GROUP WITH WOW CUSTOMER SERVICE!!!

377 MDG, Kirtland AFB - Our surgeons admit post-operative surgical patients to the adjoining VA hospital for their inpatient stays.  Our commander began making daily rounds to let the inpatients know we are interested in their inpatient experience, to answer questions, and assist them in other ways.  If the commander cannot make rounds, another executive staff member does.  The patients, whether active duty or not, are happy to see someone in uniform.  For over a year now, our Ambulatory Surgical nurses have called patients after their inpatient stays to see how they are doing and to seek feedback on their inpatient experiences on the VA inpatient ward.  We have received a wealth of feedback and made some changes on our side to improve their experiences.  The best improvement, so far, came from ASU.  Our empowered ASU nurses worked with VA nurses to expedite getting Patient Controlled Analgesia (PCA) pumps for our patients who need them as inpatients.  The ASU nurse will call the VA ward with the order and the VA nurse will order, receive, fill, and lock the PCA pump.  An ASU nurse will pick up the pump and attach it while the patient is recovering in ASU.  When the patient arrives on the inpatient ward, the VA nurse unlocks the pump medication and our patients are able to administer pain medication as soon as they need it.

48 MDG, Lakenheath AFB - On Saturday 01 Apr at approximately 1600 a C-141 (state-side aerovac mission) made an emergency landing at RAF Mildenhall due to one of the patients suffering from cardiac arrest.  The new aerovac clerk who was on call could not be reached due the batteries on the beeper having gone dead.  The ER went down the recall list and was able to reach the OIC, Maj Landreaux.  He called SSgt Spivey and she called SrA Peagler (who is departing PCS within a few days).  Both individuals had plans for the evening (SSgt Spivey was dressed for Church and SrA Peagler was about to depart for a dinner date with her husband and another couple).  They both put their personal plans on hold and responded immediately.  The cardiac patient had already been transported to the 48th MDG.  At this point they had 24 patients and attendants on the plane that needed billeting.  No lodging was available on base.  They arranged for half the patients to stay at a two nearby inns.  They also worked with a 48th MDG Ward Nurse so one AD member and her spouse could stay overnight since they did not have a credit card or a military travel card to cover the expense up front.  To complicate matters, the Lakenheath bus driver was the only one on duty and they were bumping up on his 2200 base shuttle run.  They contacted RAF Mildenhall, approximately 7miles distant, but the transportation staff there was unable to assist.  Mr. Hammond (the Lakenheath driver) made a decision that it was more important to take care of these patients and subsequently missed his shuttle run in order to pick the patients up and transport them to the lodging facilities.  It even gets better: upon arriving at the first inn, the reception office was closed.  SSgt Spivey and SrA Peagler went into the pub and asked for assistance and the manager made space for the patients in the pub and checked them in from the pub.  Not only did they transport the patients and luggage (over 30 large suitcases), they also handled medical equipment from the flight that needed to be charged up overnight.  They accomplished all of this before 2230.  On Sunday, before the flight departure, SrA Peagler was notified by the flight nurse that they were short of in-flight meals.  SrA Peagler was able to arrange meals from the MDG dining facility.  SrA Peagler and SrA Hill ensured the patients and their luggage were ready for departure.  This whole situation was full of examples of the AFMS Customer Satisfaction Priorities in action. 

60 MDG, Travis AFB – Recent wins from the 60 MDG: First, we coordinated with the BX manager and were able to establish a dry cleaning drop off/pick up area in the medical facility.  This has proven to be a huge morale builder, as our folks no longer have to travel across the base to the BX Laundry to get their cleaning accomplished.  It is also available to all patients and visitors who have occasion to utilize the medical center. The laundry is open from 080 -1200 Monday thru Friday.  Their business is fast approaching the level of the Main BX laundry.  It's a win-win for AFEES and us.  SeeMore uses the facility also and likes the fresh scent they apply to his fur.  Next, we realized that the wheelchair situation in the medical center was out of control.  On many instances they were not available, couldn't be found, were seen exiting the building in the possession of patients or were broken and in need of considerable maintenance.  So the 60 MDG Skunks sponsored a "Wheelchair Roundup" in one of our atrium areas.  The event was held on 5 Apr and was a resounding success.  The word went out to bring any and all wheelchairs, parts, wheels, foot rests, etc. to one central location.  They were then inventoried, given a number, repaired and returned to the information desks to be more closely monitored and kept track of.  The next phase will be to establish who owns what and to hold the sections more accountable for the care and feeding of these valuable pieces of medical equipment.  SeeMore was also in attendance at the roundup and ice cream was given to all those who brought anything resembling wheelchair equipment to the event.  Folks from Biomedical Equipment Repair were also on hand for on the spot quick repairs and all had a great time.  Finally, at the monthly Newcomer's Orientation, the first slide the commander briefs is the mission of David Grant Medical Center.  The very next slide is the Skunkworks slide featuring the four Priorities and the Basics (IMPRESSION).  He emphasizes the concept of taking care of the customer and of course includes comments regarding the two consecutive DoD Customer Service Awards that have been garnered by this MDG (including a $50,000 award each year).
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30 MDG, Vandenberg AFB - Thought you might enjoy a picture of " Hokie". Hokie is our traveling customer service award skunk. Every couple of weeks the MG staff is asked to put in suggestions by e-mail of great examples of customer service (either individual or team). The Skunkworks group votes on these and we present the award at a MG town-hall type meeting. Hokie got his name by accident. A few months ago, someone said, " we need some hokie type of award for customer service " ... and it stuck. 

86 MDG, Ramstein AB - The 86 MDG has a slogan of "Heroes Caring for Heroes" and we have a program recognizing individuals for outstanding customer service. Individuals recognized as hereos receive a Hereo certificate and some receive a MDG coin worth a one day pass for their outstanding service. Here are two of our recent Hereos who “went above and beyond”: 

· One of our “frequent fliers” who had terminal cancer was admitted this past month.  It was obvious to all of us that this was probably his last admission.  After a few days, Mr X decided he wanted to return to the US to say goodbye to his family before he died.   His VA placement and air evac were coordinated in record time.  While we were searching throughout the facility for a medical attendant for the flight, Capt Luarca stepped up to the plate.  She verbalized she felt one of the nurses he was used to should go with him.  She rearranged her planned leave (already had airline tickets to the states) to accompany him short notice.  She rallied multiple medical supplies an medications (enough tracheostomy care kits, suctioning equipment, dressings, PEG tube supplies, and Ensure to last a week) and accomplished her orders (did all leg work for signatures/fund site codes, etc) in less than 24hrs.  When we said goodbye to Mr. X, as they were leaving the ward he verbalized to me his fear about leaving but also his appreciation that Capt Luarca  was going with him.  Mr. X died mid-flight after efforts to maintain his airway failed.  I have no doubts that Capt Luarca’s “150 % effort” and “professional/compassionate care” was essential in redirecting focus of care and promoting comfort/peaceful death.

· On a recent Saturday night, one of our patient on 14 CD (Landstuhl Regional Medical Center) required emergent air evacuation for an impending spinal cord compression.  Night shift was already tasked with patient care.  Capt Kang phoned throughout the facility for an ACLS certified nurse as an attendant.  When her attempts failed, she pulled a 14 CD nurse and reworked the schedule to ensure coverage.  She then typed up the orders, obtained authorization through AOD, and gathered all supplies and medication needed to accompany the patient. She finally went home at 0130 (19hr shift) after she took care of everything.

347 MDG, Moody AFB - Moody skunks are watching and listening.  One sure way to demonstrate to customers that they truly are our first priority, is to continually assess and measure performance and improve processes.  Process improvement creates a "win-win" situation for customers and staff.  Staff benefits from the elimination of non-value-added tasks, or by streamlining functions within the duty section.  Customers benefit because, through process improvement, we make better the delivery of healthcare.  Skunks recently started using a new form to help document findings during the listening tours.  The focus is to determine how successful sections are at applying customer service basics, but special attention is also given to what is being done to make process improvements.  A copy of the listening tour form is provided to the Quality office for use as "show and tell" when addressing JCAHO interests.  The element of "quality" has application in all our tasks, and things we do for customer service should be no exception.  We should continually search for ways to anticipate customer needs and exceed them.  The listening tour provides a critical eye and ear for detecting what sections do well and not so well.  We are excited that in the sections visited so far, our "listening" skunks are met with great enthusiasm and a motivated staff ready to do what ever it takes to "put customers first!" 

Other News You Can Use
The 882 TRG, in conjunction with the AFMS Customer Satisfaction Task Force (better known as the Skunkworks), is hosting a Customer Service Train the Trainer Course at Sheppard AFB.  This course has been designed to be similar to the ones offered at each Medical Treatment Facility over the last two years by AMR but will include the AFMS Customer Service Priorities and Basics.  The intent of this program is to provide each MTF with a trained Customer Service instructor and course template/training aids.  AMR will facilitate the course and has been provided by the Skunkworks.  However, travel and per diem for attendees will require local funding. This five-day course will be offered four times in FY 00 here at the 382 TRS.  The attendance for each class will be limited to 24 participants in each session.  The course dates are 29 May-2 Jun, 12-16 Jun, 31 Jul-4 Aug, and 18-22 Sep.  You may reserve a seat for your participant or have any questions answered by contacting Lt Col Frankenberry at DSN 736-6617.

The Dali Lama’s Instructions for the New Millennium
1. Take into account that great love and great achievements involve great risk.

2. When you lose, don't lose the lesson.

3. Follow the three Rs: Respect for self, Respect for others, and Responsibility for all your actions.

4. Remember that not getting what you want is sometimes a wonderful stroke of luck.

5. Learn the rules so you know how to break them properly.

6. Don't let a little dispute injure a great friendship.

7. When you realize you've made a mistake, take immediate steps to correct it.

8. Spend some time alone every day.

9. Open your arms to change, but don't let go of your values.

10. Remember that silence is sometimes the best answer.

11. Live a good, honourable life. Then when you get older and think back, you'll be able to enjoy it a second time.

12. A loving atmosphere in your home is the foundation for your life.

13. In disagreements with loved ones, deal only with the current situation - don't bring up the past.

14. Share your knowledge. It's a way to achieve immortality.

15. Be gentle with the earth.

16. Once a year, go someplace you've never been before.

17. Remember that the best relationship is one in which our love for each other exceeds your need for each other.

18. Judge your success by what you had to give up in order to get it.

19. Approach love and cooking with reckless abandon.

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
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