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TMA HONORS 






EXCELLENCE IN HEALTH 

Defense Health Program leaders presented awards for excellence in access to military treatment facilities and customer satisfaction at the 2001 TRICARE Conference held Jan 22-25, in Washington, D.C. Presentations were made by Dr. J. Jarrett Clinton, acting assistant secretary of defense for health affairs, Dr. H. James T. Sears, executive director, TRICARE Management Activity (TMA), and the Army, Navy, and Air Force surgeons general. 

The TMA Health Program Analysis and Evaluation directorate identified this year’s award recipients based on data collected from military treatment facilities (MTFs) during the period Oct. 1, 1999, to Sept. 30, 2000. The awards were presented to continental United States (CONUS) and outside the continental United States (OCONUS) medical centers, community hospitals, and ambulatory care facilities. They included the TRICARE Regional Access Award, Military Treatment Facility (MTF) Access Awards, and TRICARE Customer Satisfaction Awards.

 “Our beneficiaries have told us that access to care is one of their primary needs.  For that reason, we believe it is important for TMA to recognize military treatment facility personnel who have gone above and beyond in their efforts to improve access and customer satisfaction,” said Sears.

TRICARE Pacific Region received the TRICARE Regional Access Award, which included a plaque and $50,000. The National Naval Medical Center, Bethesda, Md., and Tripler Army Medical Center, Honolulu, Hawaii, tied for the MTF Access Award (CONUS), and each received a plaque and $50,000. 

The 55th Medical Group, Offutt Air Force Base, Neb., received a MTF Access Award, and received a plaque and $25,000 as the top honoree for access by a community hospital in CONUS. The Naval Hospital, Sigonella, Italy, was honored with a plaque and $25,000 for achievements in access by a hospital OCONUS.

The 81st Medical Group, Keesler Air Force Base, Miss., was presented a TRICARE Customer Satisfaction Award, and received a plaque and $50,000 as the top honoree in customer satisfaction by a medical center in CONUS. The Naval Hospital, Sigonella, Italy, was surprised with a second honor, receiving a plaque and $25,000 for achievements in customer satisfaction by an OCONUS hospital. 

 “The men and women of 81st Medical Group at Keesler and the Naval Hospital at Sigonella have demonstrated superior customer-friendly performance for TRICARE,” said Dr. Sears. “Winning top honors in both access and customer satisfaction categories, as Sigonella has done, is something of which the hospital staff can be very proud. This accomplishment shows their innovation, leadership and outstanding commitment to the TRICARE program.”


The 61st Medical Squadron, Los Angeles Air Force Base, Calif., and the 341st Medical Group, Malmstrom Air Force Base, Mont., tied in the category of access achievements by an ambulatory facility in CONUS. As the top honorees in this category, each received a TRICARE MTF Access Award, including a plaque and $15,000. The 86th Medical Group, Ramstein Air Force Base, Germany, was also honored with a plaque and $15,000 for access achievements by an OCONUS ambulatory care facility.

In addition to those already mentioned, facilities honored with TRICARE certificates for access achievements included: The 9th Medical Group, Beale Air Force Base, Calif.; the 27th Medical Group, Cannon Air Force Base, N.M.; the 43rd Medical Group, Pope Air Force Base, N.C.; the Naval Medical Clinic, Pearl Harbor, Hawaii; Irwin Army Community Hospital, Fort Riley, Kan.; the Naval Hospital, Jacksonville, Fla.; General Leonard Wood Army Community Hospital, Fort Leonard Wood, Mo.; Landstuhl Regional Medical Center, Landstuhl, Germany, and the Naval Medical Center, San Diego, Calif.

Additional facilities honored for TRICARE customer satisfaction achievements included: The Naval Hospital, Jacksonville, Fla., the recipient of a plaque and $25,000 for achievements by a CONUS hospital; the 354th Medical Group, Eielson Air Force Base, Alaska, honored with a plaque and $15,000 for customer satisfaction achievements by an OCONUS ambulatory care facility, and the 70th Medical Squadron, Brooks Air Force Base, Texas, receiving a plaque and $15,000 as the honoree for customer satisfaction by an ambulatory care facility in CONUS.

Additional facilities honored and presented with TRICARE customer satisfaction certificates included: The 61st Medical Squadron, Los Angeles Air Force Base, Calif.; the 71st Medical Group, Vance Air Force Base, Okla.; the 509th Medical Group, Whiteman Air Force Base, Mo.; the 14th Medical Group, Columbus Air Force Base, Miss.; the 66th Medical Group, Hanscom Air Force Base, Mass.; the 375th Medical Group, Scott Air Force Base, Ill.; the 99th Medical Group, Nellis Air Force Base, Nev., and the 96th Medical Group, Eglin Air Force Base, Fla.

Other facilities receiving certificates in recognition for their customer satisfaction achievements were: The Naval Hospital, Rota, Spain; the 60th Medical Group, Travis Air Force Base, Calif., and the National Naval Medical Center, Bethesda, Md.


Patient Friendly Clinic Closure

Ramstein AFB, Germany:  On 1 Oct 2000, the Internal Medicine at the 86 MDG moved to nearby Landsthul Regional Medical Center (LRMC).  Several steps were taken to make this transition easier for our patients.  First, a letter was sent to all internal medicine patients seen within one year outlining the healthcare options available, such as transfer to the Internal Medicine Clinic at LRMC, working with TRICARE to find an off-base provider, or returning to their PCM (active duty patients).  Second, articles were placed in the base paper, and announcements were made on Armed Forces Network (AFN) radio and TV to notify the public.  Patients were given a specific point of contact, the nurse manager, for questions and assistance with transfers.  Arrangements were made with the Internal Medicine Clinic at LRMC to make these transfers easier.  The Internal Medicine providers in our clinic made arrangements with the providers in our Family Practice Clinic for courtesy 30-day refills on prescriptions.  This prevented lapses in medications as the patients waited for an appointment with their new provider.  Finally, meetings were held with the entire MDG provider and support staff to explain how internal medicine referrals and support (such as reading EKGs) would be handled. Through these efforts we were able to take care of both our internal and external customers.  We are happy to report that the transition has been practically seamless!
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STORKNESTING—An AEROVAC IMPROVEMENT

Lajes AFB:  Providing good customer service to dependents at overseas locations can be very challenging. Lajes beneficiaries using Aerovac to Andrews AFB have frequent complaints about billeting, transportation, and problems with appointments being cancelled or changed without their knowledge.  Complaints are especially frequent among Storknesters (pregnant mothers)who feel the sponsorship program is ineffective.  Resolving these issues required more than just contacting Andrews, so we sent a member TDY to work towards resolving issues.  We dedicated a core group of Skunkworks members to work the issue and provide the medical staff and the executive committee regular feedback concerning progress.  Skunks look “outside of the nest” for solutions! 
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Dover AFB:  All laboratory values from their quality control samples must be correlated (College of American Pathologists guidelines) with the manufacturer to provide data that is incorporated into the reference range, and determine where the 436th Medical Laboratory stands with its peers. This information can also determine trends or shifts in the quality control. It takes a month to collect values for all 30 days, then the values are mailed out for analysis. The analyzed values are not returned for at least 3 weeks. You can have a shift in June and not be able to appropriately identify the problem until August. Hematronix is the first manufacturer of quality control material that enabled the downloading of values from a laboratory instrument into an in-house computer where data can be sent instantaneously via the Internet. The quality control ranges provided by Hematronix are tighter than the actual instrument quality control provided by the company. These smaller ranges have enabled the laboratory to identify drifts instantly and proceed with prompt corrective action. The data downloaded via the Internet is reviewed and returned within seconds while being evaluated with over 500 comparative laboratories using the same instrument. Since the beginning of this program, the laboratory has seen a drastic reduction in unexplained shifts and trends. A faster response to out of control values, and instantaneous instrument troubleshooting has resulted in the best possible patient values.
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THE NICE CUSTOMER WHO NEVER COMPLAINS AND NEVER COMES BACK!!!!

You know me.  I’m a nice person.  When I get lousy service, I never complain.  I never kick.  I never criticize and I wouldn’t dream of making a scene.

I am one of those nice customers.  And I’ll tell you what else I am.  I am the customer who does not come back.  I take whatever you hand out because I know I am not coming back.  I could tell you off and feel better, but in the long run, its just better to leave quietly.

You see, a nice customer like me, multiplied by others like me can bring a business to its knees.  There are plenty of us.  When we get pushed far enough, we go to one of your competitors.

Source:  Celon-o-gram, Celina Group, Celina, OH

C

ustomer Service Quotes
“You are either part of the solution or part of the problem.”





-Eldridge Cleaver-

“Great deeds are usually wrought at great risks.”





-Herodotus-

‘Pick battles big enough to matter, small enough to win.”





-Jonathan Kozol-

“Never tell people how to do things.  Tell them what to do and they will surprise you with their ingenuity.”





-George S. Patton-

IF YOU FAIL DON”T GIVE UP!

Sometimes coming up with creative ways to make customer service better can be discouraging.  Whenever you start to get discouraged remember this…

-R.H. Macy failed 7 times before his N.Y. store caught on

-Novelist John Creasey got 753 rejection slips before he published the first of his 564 books

-Thomas Edison was thrown out of school because his teachers thought he could not do the work

-Harry S. Truman failed as a haberdasher

-When Bob Dylan performed at a high school talent show, his classmates booed him off the stage

-W. Clement Stone, a successful insurance company executive and founder of Success magazine was a high school dropout

-Walt Disney’s first business venture went bankrupt

Source:  Joe Griffith, Library of Business Stories

Specialty Referrals for Flyers

Dover AFB, DE:  Flight Surgeons wanted to decrease DNIF (Duties not include flying) rates, thus improving mission readiness. Flight Medicine key personnel meet weekly to discuss flyers and air traffic controllers who are unable to perform required duties due to medical reasons.  During this time, it was determined that specialty referrals were difficult 

to obtain in a timely manner. Providers and patients were interviewed to find a cause.  Communication was determined to be the major problem. Physicians entered the referral and sometimes it got lost in the system.  To reduce the occurrence of this problem, patients with referrals go through the clinic nurse manager.  The patient’s schedule and provider preference is discussed.  The patient then leaves with the instructions to return to pick up referral with authorization number1-2days.  A logbook was created to track all referrals.

This new process was very successful.  Results were documented by patient satisfaction, decrease in DNIF rates, and expediency in MEB process.  Appointment compliance increased, and  DNIF rates decreased due to quick turnaround times from visit to the specialist, back to the flight surgeon. Active duty members who were not worldwide qualified were identified and the MEB process is quickly initiated.




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 Capt Colleen Halupa at colleen.halupa@sheppard.af.mil





TMA HONORS


EXCELLENCE IN HEALTH CARE ACCESS AND CUSTOMER SATISFACTION





Defense Health Program leaders presented awards for excellence in access to military treatment facilities and customer satisfaction at the 2001 TRICARE Conference held Jan 22-25, in Washington, D.C. 


Presentations were made by Dr. J. Jarrett Clinton, acting assistant secretary of defense for health affairs, Dr. H. James T. Sears, executive director, TRICARE Management Activity (TMA), and the Army, Navy, and Air Force surgeons general. 


The TMA Health Program Analysis and Evaluation directorate identified this year’s award recipients based on data collected from military treatment facilities (MTFs) during the period Oct. 1, 1999, to Sept. 30, 2000. The awards were presented to continental United States (CONUS) and outside the continental United States (OCONUS) medical centers, community hospitals, and ambulatory care facilities. They included the TRICARE Regional Access Award, Military Treatment Facility (MTF) Access Awards, and TRICARE Customer Satisfaction Awards.


 “Our beneficiaries have told us that access to care is one of their primary needs.  For that reason, we believe it is important for TMA to recognize military treatment facility personnel who have gone above and beyond in their efforts to improve access and customer satisfaction,” said Sears.


TRICARE Pacific Region received the TRICARE Regional Access Award, which included a plaque and $50,000. The National Naval Medical Center, Bethesda, Md., and Tripler Army Medical Center, Honolulu, Hawaii, tied for the MTF Access Award (CONUS), and each received a plaque and $50,000. 


The 55th Medical Group, Offutt Air Force Base, Neb., received a MTF Access Award, and received a plaque and $25,000 as the top honoree for access by a community hospital in CONUS. The Naval Hospital, Sigonella, Italy, was honored with a plaque and $25,000 for achievements in access by a hospital OCONUS.


The 81st Medical Group, Keesler Air Force Base, Miss., was presented a TRICARE Customer Satisfaction Award, and received a plaque and $50,000 as the top honoree in customer satisfaction by a medical center in CONUS. The Naval Hospital, Sigonella, Italy, was surprised with a second honor, receiving a plaque and $25,000 for achievements in customer satisfaction by an OCONUS hospital. 


 “The men and women of 81st Medical Group at Keesler and the Naval Hospital at Sigonella have demonstrated superior customer-friendly performance for TRICARE,” said Dr. Sears. “Winning top honors in both access and customer satisfaction categories, as Sigonella has done, is something of which the hospital staff can be very proud. This accomplishment shows their innovation, leadership and outstanding commitment to the TRICARE program.”	


The 61st Medical Squadron, Los Angeles Air Force Base, Calif., and the 341st Medical Group, Malmstrom Air Force Base, Mont., tied in the category of access achievements by an ambulatory facility in CONUS. As the top honorees in this category, each received a TRICARE MTF Access Award, including a plaque and $15,000. The 86th Medical Group, Ramstein Air Force Base, Germany, was also honored with a plaque and $15,000 for access achievements by an OCONUS ambulatory care facility.


In addition to those already mentioned, facilities honored with TRICARE certificates for access achievements included: The 9th Medical Group, Beale Air Force Base, Calif.; the 27th Medical Group, Cannon Air Force Base, N.M.; the 43rd Medical Group, Pope Air Force Base, N.C.; the Naval Medical Clinic, Pearl Harbor, Hawaii; Irwin Army Community Hospital, Fort Riley, Kan.; the Naval Hospital, Jacksonville, Fla.; General Leonard Wood Army Community Hospital, Fort Leonard Wood, Mo.; Landstuhl Regional Medical Center, Landstuhl, Germany, and the Naval Medical Center, San Diego, Calif.


Additional facilities honored for TRICARE customer satisfaction achievements included: The Naval Hospital, Jacksonville, Fla., the recipient of a plaque and $25,000 for achievements by a CONUS hospital; the 354th Medical Group, Eielson Air Force Base, Alaska, honored with a plaque and $15,000 for customer satisfaction achievements by an OCONUS ambulatory care facility, and the 70th Medical Squadron, Brooks Air Force Base, Texas, receiving a plaque and $15,000 as the honoree for customer satisfaction by an ambulatory care facility in CONUS.


Additional facilities honored and presented with TRICARE customer satisfaction certificates included: The 61st Medical Squadron, Los Angeles Air Force Base, Calif.; the 71st Medical Group, Vance Air Force Base, Okla.; the 509th Medical Group, Whiteman Air Force Base, Mo.; the 14th Medical Group, Columbus Air Force Base, Miss.; the 66th Medical Group, Hanscom Air Force Base, Mass.; the 375th Medical Group, Scott Air Force Base, Ill.; the 99th Medical Group, Nellis Air Force Base, Nev., and the 96th Medical Group, Eglin Air Force Base, Fla.


Other facilities receiving certificates in recognition for their customer satisfaction achievements were: The Naval Hospital, Rota, Spain; the 60th Medical Group, Travis Air Force Base, Calif., and the National Naval Medical Center, Bethesda, Md.
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