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Specifically, they will be able to:

= Lse customer (patients, physicians, business,
third party payers, etc.) feedback to target,
negotiabe, and prioritize clinical and cus-
tomer service outcomes;

= Design cost-effective, efficient processes that
consistently produce desired performance re-
sults within cost constraints set by managed
care companies and other purchasers;

* Measure, document, and communicate per-
formance results and Improvements.

Program Content

Set the stage for success: ldentify outcomes
that matter Plan to do the right thing, the

rght vy, the st time, within Cost Constramts
How 10 \Ilgn wilh customers (patients, j'lr'l:r"i.l
clans, payers) = 1a-fnule guality management

overview: How tools and teams hr-*lp = Taol re-
view: Indicator Development Worksheet = Tool
practice: Customer/Supplier Interview

Design processes that produce predictable
performance results
Probe Internal ard external customers 1o target
and negotiate care and serice oulcomes = De-
sign cost-effective processes that produce results
* Workload design or redesign * Streamlining
and simplifying processes = Critical paths: Cross-
functional cooperation to do things right the first
time = Tool review: Clinical patinays, Flowchart
= Tool practice: Success Plan, Action Planning

Measure and document performance results

and Improvements

Outcome and process indicators as guides and

measures * Department indicators » Compara-

tive clinical data indicator projects = Data collec-

tinn.-dkphy and analysis tools (overview) = Mea-
satisfaction:
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