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Speaker Information

Dan Bent
Primary Consultant ïPress Ganey Associates, Inc.

As a Consultant for Press Ganeyôs Medical Practice business unit, 
Dan works with clients to drive quality improvement initiatives 
and increase patient satisfaction and loyalty.

Aris Clark
Guest Relations Manager ïThe South Bend Clinic

Aris has devoted the past seven years to improving the 
healthcare experience.  Prior to her role at The South Bend Clinic, 
Aris was a Consultant at Press Ganey where she has partnered 
with clients to improve both patient and employee satisfaction.  

Matt Romanin
Chief Operating Officer ïThe South Bend Clinic

Matt provides leadership and support to the clinical and ancillary 
departments of the organization, as well as facilities and health 
information management.



Á 93 year-old multi-specialty private physician 
partnership

Á Over 20 disciplines represented, with about 50 
ǇŜǊŎŜƴǘ ǇǊƛƳŀǊȅ ŎŀǊŜ όƛƴŎƭǳŘƛƴƎ ǘƘŜ ŀǊŜŀΩǎ ƭŀǊƎŜǎǘ 
pediatric department) 

Á ¢ƘŜ ǊŜƎƛƻƴΩǎ ƭŀǊƎŜǎǘ Ƴǳƭǘƛ-specialty clinic with 90 
physicians and  620 employees

Á One main campus and four regional satellites

Á State-of-the-art surgery center, full imaging program 
and laboratory

The South Bend Clinic, LLP



Á January 2005 implementation

Á Physician champion and COO

Á 2005 & 2006 were learning years

ï Data was still blinded

ï Massaging the reporting groups

ï Engaged in early battles around value

ï Inconsistent and sporadic visibility

Patient Satisfaction at 
The South Bend Clinic



Á Improvement became a strategic goal 
in 2007

ï Not the only goal

ï Still required balance within the current 

infrastructure and other priorities

ï Built a team

ï Wanted a turnkey program

ï Single -metric focus

ï Service standards

Patient Satisfaction at 
The South Bend Clinic



Á Implemented customer service        
video series

ï Outside expertise

ï Affordable (needed multiple sets)

ï Facilitator guides and activities

ï Twelve in the series

ï Approximate video time of 20 minutes 

allowed for integration into regular 

department meetings

ï Quarterly train - the - trainer sessions

Patient Satisfaction at 
The South Bend Clinic



Á Cheerfulness

ï Single, understandable, observable metric

ï Asked staff to define ñcheerfulnessò and 

identify ways to improve

ï Easy to communicate

Á Email 

ÁñTrophyò

ï Created healthy competition

ï Initially did not reach the entire organization

Á Internal service survey

Patient Satisfaction at 
The South Bend Clinic



Á Service standards

ï Best practice at many organizations

ï Solicited staff input

ï Every current employee has read and signed

ï All future employees review during 
recruitment

ï Built into the employee evaluation tools

ï Coached, counseled, and terminated based 
on service standards compliance

Patient Satisfaction at 
The South Bend Clinic



Á Staff satisfaction

ï Internal customer service

ï 80% participation in year one (2008)

Á Published and acted on the information

ï 84% participation in year two (2009)

ï Level of engagement tied to earlier work in 
service standards and cheerfulness

Patient Satisfaction at 
The South Bend Clinic



How Do You Change a Culture?

Key Themes for Improving Satisfaction

Á Make satisfaction a strategic priority

ï Build into organizational goals

ï Include in job descriptions and evaluations

ï Incentivize

Á Find and utilize internal champions

Á Narrow your focus

Á Celebrate and recognize



Á Guest Relations Manager

ï Late 2007/early 2008

ï Evident that the ship had turned and high 
quality service was where this organization 
wanted to go

ï Needed a new level of intensity, focus, and 
energy

ï Developed the Guest Relations Manager 
position

Patient Satisfaction at 
The South Bend Clinic



Todayé our commitment is 
stronger than ever 

Employee Satisfaction



Satisfaction Improvement 

ñInsanity: doing the same 
thing over and over again and 
expecting different results.ò

- Albert Einstein



Satisfaction Improvement 

10 Tips To Improve 
Satisfaction in a Tight 

Economyé



# 1   Motivation = Results

10 Tips to Improve Satisfaction

Á Motivate yourself
ï Identify what motivates you and make it visible

Á Motivate others
ï Healthy balance of communication, structure, and 

incentives



Satisfaction Improvement 



10 Tips to Improve Satisfaction

To remind me of the impact that 

construction has on our patients

To motivate me to 

challenge

our customer service

practices



Á Promote the survey ïsigns/posters

Á Reward departments for high participation rates

10 Tips to Improve Satisfaction

# 2   Encourage patients to provide feedback



Á We read every single survey!

Á When action has been taken as a result 
of patient feedback, we call the patient to 
thank them and let them know

Á Forward surveys to appropriate 
Manager/Director

Á Send ñThank You Cardsò to mentioned 
staff members

Á Log/track mentions

10 Tips to Improve Satisfaction

# 3   Act on patient comments and feedback



Wins Can/Will Come From Unexpected Places

Billing is our leading

department in 

making changes as 

a result of

patient feedback

10 Tips to Improve Satisfaction

Curt Holaway, CFO David Isaacson, M.D.

Dr. Isaacson 
personally requests 
special treatment 
for his patients 
when an 
appointment has 
been moved or if he 
is running behind 
due to surgery


