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erience Panel Presentation

Council of Community Clinics Presents....
STRATEGIES TO ENHANCE THE PATIENT EXPERIENCE
IN COMMUNITY CLINICS & HEALTH CENTERS

June 8, 2011

8:30 am. - 10:15a.m.

Located @ Council of Community Clinics
7535 Metropolitan Drive San Diego, CA 92108

No Cost to Attend!

Panelists Will Discuss Their Patient Experience Programs

« Customer Service Strategies

« Accountability I C()l'.\'CH.l :
« Measurement CU.W.“[X‘TYCLI.\]CS

+« Recommendations for Clinics

PANELISTS

Ma nne Kelts
Director of Service Excellence
Kaiser Permanente

Kathy Brewsler
Director of Ambulatory Services
UCSD Medical Group

Becca Karpinsk|
Vice President of Strategy and

Please RSVP @ BS”ViS@CCC-Sd.OI Organizational Effectiveness
Planned Parenthood

Funded by the Blue Shield of California Foundation

CONSULTING
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Experience Resources

(Behavior Standards, AIDIT, 5 Must Haves)
.com/choose-sharp/sharp-experience/

of Conduct: An Employee Guide to Doing

s.org/assets/documents/scripps standards
0-2010.pdf

| Center Credo Behaviors

vanderbilt.edu/wiki/pub/Main/RecognizeRe
do.pdf
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t of the culture!

Behavior Standards

Sharp HealthCare employees on worked together to develop the 12 behavior standards after which to model
daily actions. The standards uphold the Pillars of Excellence. Each month, the entire workforce focuses on
improving one standard. Standards are tied to annual performance reviews.

It's a Private Matter

Confidentiality — Sharp HealthCare protects customers’ confidentiality, privacy and
modesty in all situations, We are sensitive to the personal nature of health care, and we
do everything we can to eamn the trust that others place in us. We strive to promote peace
of mind and relieve anxiety.

To “E” or Not to “E”

Email Manners — Using email may save the sender time, but may not always be the
most appropriate or expedient way to communicate. Use discretion in sending,
responding to and forwarding email. Remember that electronic messages can be
subpoenaed and used as evidence in legal proceedings.

Vive la Différence
Diversity — At Sharp HealthCare, we know that our differences, unique talents and varied
backgrounds come together to create a stronger whole.

Standards of Conduct

Get Smart An employee guide to doing the right thing.

Increasing Skills and Competence — Sharp HealthCare is committed to helping its
employees, leaders and physicians learn and grow. Professional development
demonstrates a desire to continually enhance the delivery of health care. We encourage
innovation and constant improvement in efficiency and effectiveness.

Attitude Is Everything
Create a Lasting Impression — We treat every customer as if he/she is the most

important person in our workplace. Our behavior and attitude create a positive first
impression that is lasting. We strive to exceed expectations.

CONSULTING
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