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Although this article originates from a Communication Squadron Commander, it can also be applied to our medical facilities. This was originally published in Bolling’s “The Beam” newspaper in September 2000. 

     I'm often puzzled by the many ways our various customer support functions find to say "NO!" When you enter a specific customer support area you will immediately see signs on the wall expressing how customer friendly they want to be, yet ask a difficult question and the answer is, "Sorry we can't do that-NO!" So, "Why not," we ask?  "Well uhhh," stories begin, "It is not our policy," "It is too difficult," "It is too expensive," "It is too time consuming," "We aren't manned," "My supervisor won't let us" or "Prohibited by Air Force Instruction."  When confronted with this type response, it makes you wonder about their commitment to customer support. Are we being unreasonable in expecting to receive a concrete response to our requests?

   As I share a few examples of my experiences with you, please don't be offended if I step into your functional areas. Since I'm a communications and information systems officer, I'll start in my own back yard.

Question: Customer walks into the communications customer service center and asks to have a unique software application installed on their office computer. 

Response: "No, we must maintain security and positive control of the network, so nonstandard applications are not allowed." 

Correction: What wasn't said is that there is an approval process to help meet the customer's needs.  

Question: "Can you please send me a copy of the file/report?" 

Response: "No, you have to send me a formal request letter."

Correction: Please initial here so I have an official record of your request.  

Question: Can I have a first-floor room? 

Response: "No, I can't give you a first-floor room because the computer automatically assigns a room." 

Correction: Let me check when a first- floor room will be available. 

Question: "May I please turn in my request form?"

Response: "No, we close promptly at 3 p.m. for training on Tuesdays." 

Correction: "Please go next door if it is urgent and they'll help you."  

Question: "Can I order this specific component?"

Response: "No, it's not in our catalogue." 

Correction: "Let me research it for you."  

Question: "Can you do sports physicals for my children-we just PCSd here?"

Response: "No, you're not registered through TRICARE with us." 

Correction: "The first available appointment we have is ... and here's the TRICARE registration forms."  

     Instead of saying "No" first, we need to think of ways to say "Yes!" It may take more time, material, funds, higher approval or just the application of common sense, but we owe it to our customers and ourselves. If you think about it literally, you probably don't have the authority to say "No."  If you haven't expended all available resources trying to meet a request, how can you say it can't be done? The rule of thumb I've adopted is to let the customer know anything and everything is possible; however, it will take some amount of time, energy, material or funds to make it happen.  Please don't use terms like cost-prohibitive, too expensive, insufficient funds or no available time as reasons not to provide customer support. Think about it, maybe your boss or your bosses' boss can provide more funds, material or manpower resources (time) to complete the customer's request. Taken to its extreme, only the boss who is given ultimate authority for a specific mission can say "No." 

      Good customer support is what we all expect but sometimes forget. It doesn't matter what business you're in: communications and information systems, finance, services, supply, personnel, civil engineering, logistics, Honor Guard or The Band, the service you provide should be given as you would expect to receive it-the golden rule! So the next time the thought of "No" comes to mind, don't say it. Think, how can I apply my knowledge and skills to satisfy the customer's request? 
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CUSTOMER SERVICE QUOTES

“Service is the rent we pay for living on this earth.”





-Eldon Tanner-

“The customer does not have to understand.  The customer is the customer.”





-Phillip Crosby-

“A customer’s assessment of the quality of an organization is based on the best the customer has seen.  The customer does not know what is technically or organizationally feasible.”





- David Hutchins-

AIR MOBILITY COMMAND’S PATIENT CENTERED INITIATIVES

These initiatives have been adopted by AMCs  Command Surgeon Brigadier General Roudenbush.

-I will go out of my way to make sure my patients are seen in my MTF within the TRICARE access standards

-I’ll retrieve the medical record, not the patient

-Knowing how busy and complicated my patient’s lives are, I will find a way to accommodate those who arrive late for an appointment.

-I will respectfully address my patients by appropriate rank or title

-I own my patient’s concern until it is fully resolved

-I’ll ask my patient what visiting arrangements are most suitable for them

-I’ll keep my patients continuously informed of any care delays
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Fairchild AFB WA:  Our Mystery Patient Program was implemented in Aug 00.  Our goal is to put our customers first

by providing more professional and compassionate care. To help achieve this goal, the Customer Relations Manager (CRM) randomly selects 2 patients each month to participate in the program.  If the patient agrees to participate they are asked to stop by the CRM's office prior to their appointment to pick up a questionnaire that addresses the following areas:

 -Did you have any problems finding a parking space? Was the building easily accessible?

-Did you find the clinic you visited today easily?  If not, did anyone point you in the right direction?

-Were you received by the front desk personnel promptly? Were they courteous and helpful?

-Did the provider greet you in a calming, friendly manner?

-Was the treatment prescribed explained to you in a satisfactory manner?

-Was the room you were treated in clean?

-How well did the care you received meet your expectations? 

- Is there anything the 92d MDG could do to provide you better care in the future?

The CRM then contacts the patient after the appointment to get feedback on how the visit went. As a way of thanking the patient for participating, the patient is offered two (2) free gourmet coffees or other drinks at "Le Bistro" located in the 92 MDG. So far the Mystery Patient Program has been a big hit with our patients and has led to several significant

improvements in how we care for them.  We would also like to give F.E. Warren a big THANK YOU for the idea.

Suicide Awareness

Navy Environmental Health Center, Norfolk, VA:  During the holiday season suicide rates increase.  The Navy Environmental Health Center (NEHC) Health Promotion program developed the acronym "SUICIDE," which outlines the major behavioral and psychological risk factors often associated with suicidal behavior, to help supervisors, sailors and family members recognize suicide risk factors, to identify at-risk sailors, and to prevent suicides. Implementation of the acronym "SUICIDE" has led to a greater awareness among supervisors, family members and fellow sailors of the potential risk factors and warning signs for suicide in sailors at risk. Mark Long, Ed.D.

CUSTOMER SERVICE TRAINING

Scott AFB, IL:  The Skunks at Scott felt their Customer Focus class for all incoming personnel was redundant so they began to think “outside of the den!”  They reenergized their class by having all attendees go out into the group and phone the various clinics to observe how customer satisfaction was being accomplished. Newcomers then share the successes they have witnessed as well as opportunities for improvement. The Scott Skunks feel these new personnel provide a fresh perspective and that assesses how the group is truly serving its customers.  In addition, new staff members get involved in promoting good customer service from the time they inprocess.
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Twas the night before Christmas and all through the medical group 

Not a creature was stirring, not one single troop.

The patient robes were hung in the closets with care,

In hopes that Saint Nicholas soon would be there.

The patients were nestled all snug in their beds,

While visions of great customer service danced in their heads.

Nurse Smith in her scrubs and SSgt Jones in his cap,

Were looking forward to tomorrow’s long winter’s nap.

When outside in the hall there arose heard such a clatter,

They ran out to see what was the matter.

And what did to their wondering eyes should appear,

But Santa and his Skunks spreading Christmas cheer.

The Skunks greeted all the patients and called them by name,

They told the patients they were happy they came!

The skunks asked if there was “Anything thing we can do

To make your stay more pleasant for you!”

Then Santa and the Skunks came to say hello to the staff,

And then cheerily the Skunks started to laugh.

“Just let us know what we can do,

To eliminate those crazymakers for you.”

Although Christmas comes just once a year,

Tales of great customer service we love to hear!

We should treat all of our patients as if it is Christmas each day,

And try to help them in every way!
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☺LEADERSHIP☺


■Reenergize my staff ■Give my TRICARE lead agent information about Skunkworks ■ Sell skunkworks to my Executive staff ■ Give the CS basics and  priorities to all new group commanders as soon as they arrive ■ Brief my wing commander on Skunkworks ■ Turn up the heat with the Executive staff ■ Interview all department leaders in the MSG to get the “pulse” of customer service ■ Develop a Seemore Mail account so staff access to email  e-mail problems/suggestions ■ Place basics and priorities card in all 3 level orientation binders 





☺STAFF ACKNOWLEDGEMENT☺


■ Verbally acknowledge staff members who go out of their way to help a customer ■ Acknowledge staff who solve a difficult problem ■ Pull aside staff to counsel them when I see poor customer service ■ Train my technicians in CS techniques ■ Have a CS Mentor program ■ Make my customer service award nomination process more user friendly ■ Implement annual CS training ■ Implement Skunkworks birthday card ■ Establish CS bulletin board ■ 





☺YOUR SKUNKWORKS COACHES/MASTER SKUNKS PLEDGES☺


☺Make sure high level leadership is aware of Skunkworks ☺Redo the AFMS Customer Satisfaction web site ☺Ensure all the great brags and wins get published in Skunkworks ☺


Contact PCO team members at AFMOA to integrate Skunkworks ☺
































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  (CMPHalupa@cs.com)





Commit to take one action to improve customer satisfaction in your facility within the next 30 days.  Steal some ideas and join the One Idea Club!
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CUSTOMER SERVICE


By Lt Col Gregory B. Edwards II


Communications Squadron Commander


Bolling AFB





Another Mystery Patient Program
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