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Skunk Tales!

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

Welcome to the Team! (excerpt from Coaching Knock Your Socks Service)

Learning is a way of life in Knock Your Socks off companies, and it begins on Day One.  In the past, new employee training often consisted of nothing more than a manager telling the newbie, “Watch John for a few hours, then I’ll turn you loose.”  If employees made some little mistakes during their first few weeks, well, customers understood about breaking in new help, didn’t they?

[image: image3.wmf]Today, that informal approach to bringing new employees onboard is intolerable and untenable.  Just as untenable is the likelihood that a fully skilled job candidate will walk in off the street ready and able to start tomorrow.  The methods, policies, and procedures in your company or department are unique.  So is the way you want customers treated.  As for asking your customers to tolerate on-the-job trainee mistakes, forget that - unless, of course, you take perverse pleasure in watching customers defect.

Today, we need new employees to have more than just the right technical skills.  We need them to also have great customer-handling skills, we need them to understand the company’s views on customer care, we need them to know what they are expected to do when things go wrong for a customer (or fellow employee), and we need them to know that their success is important to us.  In short, we need them to know a lot about a lot, and learn it in a hurry.

That can be overwhelming.  To make it all happen, you need to have in place a plan for welcoming, orienting, training, and transitioning the new employee to the job.

Two respected industrial psychologists, Dr. Kenneth N. Wexley of Michigan State University and Dr. Gary P. Latham of the University of Washington, have found that the way new employees are oriented and socialized contributes significantly to (1) the time it takes them to become effective on the job, (2) their satisfaction with the job, and (3) the length of time they will stay with the company.  Several companies have validated Wexley and Latham’s contentions:

· A three-year study at Corning Glass works found that employees who went through a structured, supervisor-led new employee orientation process had a 69 percent lower turnover rate than employees who did not go through the process.

· A two-year study at Texas Instruments Inc. demonstrated that the time required for new employees to reach full productivity shrank from five months to three months for employees who had been carefully oriented to the company in general, and to their jobs and departments in particular

One of the best-known examples of a highly focused, effective new employee orientation process is in place at Disneyland and Walt Disney World.  Every new employee who goes to work at “the park” goes through the company’s two-day Traditions course; whether that employee will be wearing a badge that says Guest Relations or simply operating a broom.  The primary purpose of the seminar is to provide cast members with a firm understanding of corporate traditions and culture.  It also provides generic skills essential to job performance - primary basic information-giving and customer relations skills.  

The Traditions seminar focuses on the big picture at Disney, while individual departments and units provide orientation in specific skills and detailed job performance information.  At the Future World unit of Epcot Center, trainers and lead employees conduct a 5-day orientation and training program for newcomers.  This program deals with everything from the philosophy and purpose of Epcot and Future World to job skills, dress, and guest courtesy.  New employees work side by side with a trainer until they are deemed ready to be “on-stage” alone.

You don’t have to be a Fortune 500 company or have Disney University at your beck and call to create an effective new employee orientation process.  As Professors Wexley and Latham’s research and the experiments at Corning and TI confirm, the most critical parts of the new employee orientation are you and the four steps of:

· Welcoming the new employee

· Orienting the new employee to the company and the job

· Training the new employee in the skills, attitudes, and expectations of the job

· Transitioning the new employee from trainee to fully functioning, successful professional

We Now Take You - Live - To The 51 MDG, Osan AB and Skunk Reporter Col Hansen-Bayless…
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[image: image5.wmf]Greetings from Osan AB, Korea.  My PSC to the 51st Med Group has gone without a hitch.  I am now a full-fledged Mustang Medic and I am proud to be a part of the Most Forward deployed AB in the world!! The 51st Med Group Mission statement is "Combat Medicine at a moments notice" and you'll see by the attached pictures of SeeMore in MOPP gear that we’re ready to fight any battle, anywhere, to further the customer service revolution at the 51st Medical Group.  My new commander Col Sammons walks the walk and people around here are certainly reinforcing the Basics!  When I got my new hospital badge, the AFMS Customer Satisfaction Priorities and IMPRESSION were right there as part of the badge.  The Skunkworks Basics lecture was also given at the Annual Safety Day briefings.  Section representatives have currently been selected and are beginning their crusade by celebrating small victories in the MDG, with hopes to establish a solid recognition program.  A rotating Combat SeeMore will be presented to a person demonstrating excellent customer service. It will then be the responsibility of that person to find another person that has demonstrated the same qualities.  Personnel who receive the skunk will put their names on special dogtags on SeeMore.  These personnel will then be recognized at commander’s call.  I am planning to  check in periodically through Skunk Tales to tell you all what we are doing here at the Osan AB.  If you need to contact me just write me at seemore@Osan.af.mil.

Fabulous Brags & Small Wins!
[image: image6.wmf]4 MDG, Seymour-Johnson AFB - Pushing the  “play>” button on the VCR to give the best “IMPRESSION”, the 4th Med Grouper’s Skunks pooled their talents and produced a visual illustration to reinforce the Customer Service Basics.  The Team developed a 10-minute video staring some of their staff members and a few patients.  The video gives a snapshot view stressing the basics IMPRESSION acronym.  The Skunks commitment to continually provide meaningful stimuli on the Customer Service Priorities to our staff has proven to make a positive impact.   Seeing is not only believing but increases the learning process for those visual learners. The video debuted at the Group’s Commander Call and was a hit.  The audience gave it two thumbs up. Watching a video with their own staff kept the audience’s attention and provided an excellent learning tool.  The film is just another method to continue to spread the AFMS Customer Service Priorities.  The video will also be used during newcomers’ orientation and annual block training sessions.  

28 MDG, Ellsworth AFB - As we are positioned near popular tourist attractions, we experience a seasonal influx of beneficiaries temporarily visiting the area.  These beneficiaries often have medication refill requirements.  To meet the needs of these patients, Family Practice and Pharmacy Service have developed a collaborative plan.  When a patient presents to the pharmacy requesting refills on prescriptions from another MTF or civilian pharmacy outside the local area, the pharmacy will collect the necessary information (prescription vials, pharmacy telephone number, etc.) from the patient.  The patient will be instructed to return to the pharmacy in 24 hours.  The pharmacist will then attempt to contact the original pharmacy and transfer the prescription.  Prescriptions will be transferred completely, i.e. all remaining refills.  If the transfer is successful, the pharmacy will not limit the quantity dispensed, but will fill with the prescribed quantity barring any supply shortages.  If the pharmacy is unable to transfer the prescription, the patient request will be referred to the Family Practice triage staff.  A triage nurse will continue to follow-up and obtain the necessary information from the prescribing provider.  Once the required information has been obtained, the request will be forwarded to the PCM.  The PCM, at their discretion, will initiate a new prescription.  If the PCM is uncomfortable writing a new prescription, the patient will be given an appointment in order to assess their condition before writing the prescription.  (SeeMore’s Note: When this process was established, Ms. Becky Mays took the time to visit the RV camp on base to let the visitors there know about this.  She also left information with the camp manager for future visitors.  What a Skunk!)
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1 MDG, Langley AFB - AB Barrett of Outpatient Records demonstrated his commitment to be more attentive when a customer is having a bad day, and try to understand their situation.  A SrA, who looked like they were indeed having a bad day, walked to the counter and informed AB Barrett that she had a scheduled appointment and the medical records were not there.  She stated this was the third time this month this has happened.  AB Barrett took the time to look for the customer's records.  Moments later AB Barrett returned with her records, a huge smile appeared on the SrA’s face.  AB Barrett stated ”THIS  IS WHAT IT’S ALL ABOUT -  HELPING SOMEONE WITH A PROBLEM AND TURNING THEM INTO A FRIEND.”

319 MDG, Grand Forks AFB - Exceeding customer expectations through teamwork has been the key to turning the 319th MDG’s successes into major “wins”.  Having paid attention to what the customers needed and wanted, Immunizations reinstated walk-in, rather than scheduled appointments.  To enable full immunization service at all times, medics were trained to backfill and maintain access during mobility processing.  This expanded the pool of personnel trained to administer medications, maximized our resources, and enabled the clinic to maintain access during mobilization.  Perpetuating the win made by putting our services where customers want them, the Wellness Center also expanded their hours of operations to meet the needs of their active duty customers. Environment of care improvements initiated by 319th MDG personnel (notably Maj Nancy LaChapelle) have been tremendous.  Directly reflecting their positive attitudes, the Pediatric Clinic designed a “Jungle Room”, complete with monkeys on all the tree-covered walls, that all the kids want to stay in.  The clinic is making plans to create additional theme rooms.  The Family Care Unit and Women’s Health Clinic have repainted/redecorated for a positive professional work area for both patient and personnel.  Facilities and Beneficiary Services created a hallway entrance which opened access to Outpatient Records.  Our Readiness section has shown how ready they are to provide a one-stop shop for satisfying customers.  The readiness staff processes mobility essentials that were historically done by the individual.  They obtain copies of the DD Form 93 from the MPF and they do all the work in obtaining dog tags.  The effort the readiness folks put forth for their customers pays off for them.  It now takes half the time to complete a mobility folder for new assignees. Throughout our hospital, our staff has learned that “little things” mean a lot.  For example, the Ambulatory Surgery Unit provides a cordless phone for patients to use after surgery.  Staff also picks up discharge prescriptions for their customers.  To accommodate the annual onslaught of sports physicals, 319th MDG doctors set up a walk-in sports physical tent in the aid station at the base’s air show.  It was a big success with kids and parents!  Speaking of kids, our immunization section went to the base elementary school and screened 150 shot records en mass.  This saved 150 trips for 150 parents.

311 MDS, Brooks AFB - Conducted a spectacular training session of the AFMS customer satisfaction priorities and service basics that was nothing like traditional AF training.  An energetic group of 60 actively participated in role playing the 10 service basics that make up the acronym IMPRESSION!  When the 311 MDS “Skunks” planned the training session, the first words out of everyone’s mouth were fun and non-traditional.  We all had enough of the boring lecture style, sitting on our hands training that was always tedious to prepare and even worse, ineffective.  We wanted a participative, exciting and fun experience, while introducing these important basics to all our staff.  We decided to pattern our training after the AFMS Customer Satisfaction Roll-Out sessions.  With the help of our resident Master Skunk we decorated the meeting room in our Base Club with over 20 furry skunks, 10 bags of sugar-filled candy, a whole bunch of streamers, some “Loony Toons” table covers, and of course posters of the AFMS customer satisfaction priorities and customer service basics.  The training session started off with everyone signing in and given an index card with one of the letters in the acronym IMPRESSION.  They were then escorted to their appropriate table that was marked with their letter.  This ensured complete randomization and no best friends sitting next to each other, keeping everyone on their toes.  We then briefly updated our progress in the Skunkwork Revolution to those in attendance.  We then laid out the rules of engagement for the role-playing of our 10 service basics.  Each group of 6 was asked to pick a leader and a spokesperson, then play out a real-life situation where their service basic would be an important key to ensuring the highest customer satisfaction.  The group was asked to first play out the situation without this service basic and then replay the situation with the basic included.  Of course each group was asked to be as creative as possible and were given small props like phones, BP cuffs, hats and those funny glasses and nose things.   All groups had only 15 minutes to prepare the skits and then each group acted out their scenarios in front of everyone.  Prizes of free pens and buttons were given out for the funniest, realistic and creative skits.  In the end we all had a great time and learned some great lessons of the AFMS Customer Satisfaction Priorities and Basics!

96 MDG, Eglin AFB - The 96 MDG Skunks held their rollout session in March at the base theater.  Col Chesney, the group commander presided (in tie and tail).  The Skunks wrote and performed an original “Skunk Skit.”  Since then wins and brags have been piling up.  Skunk of the Quarter:   anyone in the MDG can nominate a staff member who provides excellent customer service for this award by writing up to 4 brief statements about the service that was provided.  The Eglin “Skunks” review these nominations based on specific criteria and select a winner.  The winner receives a SeeMore Skunk coffee cup and a recognition certificate to be presented at commander’s call.  Tobacco Cessation Correspondence Course:  Eglin had many active duty member who wanted to attend tobacco cessation classes,  but they could not attend the traditional classes because of TDY’s and/or work schedules.  A self-paced tobacco cessation correspondence course was developed to meet this need.  The success rate of traditional tobacco cessation programs on Eglin was 33-35%; the success rate at 6 months for the correspondence course is 77%!  Maps to Outlying Clinics:   Because Eglin is a large military installation and many of the hospital services are located in buildings across base from the hospital, the Communication Skunks had civil engineering create a colored map of the base that has detailed instructions on how to get to the various clinics on base such as the Physical Therapy Satellite clinic, the NOMAD flight clinic, Family Advocacy, and optometry.  These maps are available at the Information desk in the main hospital.  In addition a large map was created and placed at the main entrance of the hospital  Referral center: a centralized office in TRICARE was established to administer and track all referrals in the hospital.  Patients love this new system because it provides consistency and continuity!  October Skunkfest:  Eglin Skunks are planning a follow-up to the rollout in October.  The Skunks are pooling their resources with the JCAHO committees, the Quality Office, Safety, Infection Control, and various other areas to sponsor a large educational fair to keep Skunkworks alive and kicking (pawing?) and to prepare the hospital for JCAHO and HIS.
36 MDG, Andersen AB - Don’t forget us in the middle of the Pacific!  Our Skunks have been forging ahead and reducing some of the frustration in getting an issue resolved.  The Skunks have developed a process using an attractive 3x5 card titled “What Makes You Crazy?  All employees assigned to the facility are encouraged to look up from their desks, write down what’s bugging them and hand it 1to a Skunk Advocate who in turns reviews it with the rest of the skunks at a monthly Skunk’s meeting. Also, titled on the flip side of the crazy maker card is “Got a Bright Idea?” (Seymour the Skunk is on both sides of the card)  Individuals with a bright idea/brainstorm can quickly write it down and give it to a Skunk Advocate.  After the review, it is determined who should respond to the crazy maker (i.e., squadron commander, executive staff, Group Commander).  A Skunk Advocate receives the response and places it on e-mail under 36 MDG Skunk Works Bulletin Board for everyone to review.  Skunk Advocates are assigned to sections of the facility to encourage the use of the Crazy Maker card.  For a while the participation was slow but as soon as the word spread, Crazy Maker cards were coming in from many sections.  The “A”-Troop Award/Certificate (“A” stands for Atta-Boy) is our basic, weekly award, aiding supervisors, peers, and anyone to give an individual a pat on the back to recognize them for a job well done. Individuals are nominated on a specially prepared form.  It is either typed, e-mailed or hand written with a brief explanation of how and why the individual deserves the extra recognition.  It’s very simple and quick requiring only a few lines.  The nomination can be submitted at anytime!  The certificate is handsomely made with a map of Guam on the front. The write up is on the back of the certificate.  The certificate is not only presented at a weekly Friday Morning Standup but a digital photo is taken of both the recipient and the respective commander.  In attendance are also the Group Commander, clinic personnel, peers, and other executive staff members.  To make the weekly award a little bit sweeter, names of all nominees from the previous two months, will have their names pooled together in a hat.  The squadron commanders have agreed to draw one of the nominee’s names for a special bonus, such as a day pass, during the “Combined Squadron” Commander’s Call held every other month.  The winner’s name is placed in the monthly Quality Newsletter.


1 MDG (Langley AFB) Model Site Lessons

1. To implement a service revolution, we should have broadened our promotional efforts from day one. Our JCAHO steering committee was asked to take on the responsibility for the service revolution and didn’t hesitate to accept.  A greater buy-in may have been received if the overall staff had been offered an opportunity to volunteer. We now realize that a hospital-wide “rollout” should have been conducted as soon as possible after the Skunks took up the banner to “Cut Red Tape”.

2. The AMR training was good but our supervisors should have designated more of their front line personnel.  Criteria were spelled out for selection of personnel but compliance regarding selection of personnel was somewhat lacking.

3. As in any training provided, trainees should have taken back to their duty sections/squadrons the messages provided at the AMR training sessions regarding customer sensitivity and satisfaction.  Trainees should have been required by their supervisors to conduct training within their own work areas utilizing the material they were provided.

4. The original (Oct 97) tool kits were very confusing and overwhelming. Pertinent sections of the tool kits were originally xeroxed for champions.  When kits were updated and we received an electronic version, it was shared with Skunks.  Consideration of training staff members on various sections of the kits may be an option and could be accomplished at regularly scheduled training days.

Ask SeeMore

Dear SeeMore I would like to recommend that the AFMS seriously consider developing a process that includes input from subordinates and customers into the performance evaluation system.  That is, each individual member of the AFMS will have on his or her performance report a line or two dedicated to their effectiveness with subordinates and customers.  Fred in Fargo
Dear Fred, You are right in line with what we intend to be done.  If there is no sense of "accountability" and "rewards/recognition" we will not really change the culture.  The AFMS Customer Satisfaction Priorities (Put Customers First; Empower the Staff; Eliminate Barriers/Crazymakers, and; Reinforce the Basics) are the things we will use to do this on an individual as well as team/unit basis. Gen Roadman sent out a letter in Feb that told everyone to implement these 1 Jul 99. In addition, we will send every AFMS organization a trifold for every member that has these listed. The way I see it is that by 1 Jul everyone should know what the basics and priorities are, they should be briefed at all newcomers, and we are starting to see them included in all the schoolhouse courses. Each supervisor should discuss these in detail during feedback sessions (military and civilian)--the first time is for supervisor to go over his/her expectations on how individual is to live these priorities and basics; the next feedback is discussion and EVALUATION of how the individual did on these. These will become part of every feedback/performance plan session. They then can, and should, be used by the supervisor when writing EPR/OPR/Civilian appraisal and any awards, recognition, or decorations.  My concept is that they do not have to mention these every time -- only when the performance was below expectations or when they were well above. When not mentioned it is assumed person met the standard/expectation.  This is the only thing in the entire "revolution" that has been mandated, i.e. by 1 Jul 99 (Gen Roadman letter) and the intent is to set the standards to be used across the AFMS, that people know what is expected of them, at least as relates to customer service and satisfaction.  And remember, when we say customer we mean everyone and anyone --staff, peers, subordinates, patients, Wing King, MAJCOM, and Air Staff.  SeeMore!
One Idea Club (from the July Customer Satisfaction Summit Meetings)
( Meet with all 4N0X0 Phase II students to review customer satisfaction Basics ( I will go back and conduct listening tours to determine our customer’s needs and where we should go from here ( Teach, train, or retrain my troops what IMPRESSION means and how it relates to their specific jobs ( Send group e-mail to all followed up with a walk around to outline Priorities with all 5 squadrons and 20 flight commanders ( Reinforce Basics starting with my flight ( Make customer satisfaction Priorities and Basics a part of daily staff meetings and monthly commander’s call ( Establish a Customer Service desk by the entrance of the Education and Training building ( Create an exciting and fun presentation to introduce the Priorities and Basics to newcomers at the group inprocessing briefing ( Take the Priorities and Basics to the techs, nurses, and to the unit nurse manager ( Get our support flight together and go over the Basics - ask what they see as an improvement we can make ( Create Priorities and Basics T-shirts for the simulated patients on our flights ( Implement the mystery patient concept for the medical group ( Develop a SeeMore screen saver with the Priorities for all medical group systems ( Conduct Coach Tip meetings for the AETC coaches ( Talk to staff and look for one crazymaker each week - determine the cause, how to remove it, and get it removed ( Conduct a listening tour with our internal customers ( Find two examples of putting customers first each day and reward them - then tell the story! ( I will continue to help people make great first IMPRESSIONs ( Recognize our Skunkworks team for all the great work they have done ( I’m going to inspire and coach our team on the Priorities and Basics every Thursday at group stand up ( Disseminate the Basics to the staff and be a great example of customer service ( Conduct listening tours to eliminate or look at barriers and crazymakers in the dental flight ( I will recognize my staff’s accomplishments and successes daily ( Do a better job of celebrating our successes ( Ensure our focus is on Priorities and Basics; ensure all elements of the MTF are represented on our Skunkworks; ensure all meetings have time to address the Basics; commit to eliminating crazymakers; and listen, listen, listen ( Personally commit to listen carefully to my biggest customer - my staff ( Call random patients a day before their appointment and ask them to help us with feedback - interview them after their appointment (  Institute bragging sessions at group staff meeting each Tuesday ( Initiate listening tours at our facility ( Identify an AMC coach for each AMC MTF and have them check in at least monthly to offer support ( Become the MDG customer service champion and begin to implement successful initiatives from our good idea list ( Change the theme of the squadron quality improvement off site to focus on customer service initiatives ( Take an active role in starting an active duty triage line for sick call ( I’m going to walk the walk and eliminate a crazymaker each month ( I pledge I will not be satisfied with just one idea - I’m going to steal them all ( I will convince my co-workers that changes can be made ( I will work harder to reinforce the Basics with my coworkers ( I will get more customer input ( I will make sure staff members know the importance of our customers and motivate them to Put Customers First always
“Those who do not learn from past meetings are condemned to repeat them.” -SeeMore Skunk

Editor’s Note: Congratulations to you all for another successful issue of Skunk Tales!  I may put this on the street, but it is all of you who make it happen.  I’ll be out of the office for most of August (the salmon are running off the Mendocino coast) so I’m counting on you (and you and you…) to have my e-mail (mcbride.scott@mdg.fairchild.af.mil) stuffed with stories of Put Customers First, Empower Staff, Eliminate Barriers & Crazymakers, and Reinforce the Basics when I return.  Carpe Diem!

“An employee is never more focused, malleable, and teachable than the first day on the job.”  -Horst Schulze, CEO Ritz-Carlton Hotels





“A pessimist sees the difficulty in every opportunity; an optimist sees the opportunity in every difficulty." -Sir Winston Churchill





“All truth passes through three stages. First, it is ridiculed. Second, it is violently opposed. Third, it is accepted as being self-evident.” -Arthur Schopenhauer





“Opportunities multiply as they are seized.” -Sun Tzu





“You see things as they are and ask, 'Why?' I dream things as they never were and ask, 'Why not?'” -George Bernard Shaw








"We all agree that your theory is crazy, but is it crazy enough?"  


-Niels Bohr 
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