SAMPLE SCRIPT

FOR PRESENTING AN ITEM

DURING CONSENSUS
This script is one that was really used with a team a short time ago.  Some changes were made to protect the anonymity of the applicant.
Item 3.1 Customer and Market Knowledge
Item requirements
This item looks for the determination of target customers, customer groups and market segments with inclusion of customers of competitors and other potential customers in the determination. 

It also looks for listening and learning methods used to determine key requirements and expectations and their relative importance to the customer; and method variance by customer group. It includes the use of information from current and former customers for product and service planning, marketing, process improvements.

Finally, it looks for evaluation and improvement to keep listening and learning methods current with needs and directions.

Key Business Factors
The key business factors that fit this item are as follows:

1. Vision to be the best; 

2. Customer segments <list the customer segments identified in the Organizational Profile>
3. Requirements <list those customer requirements identified in the Organizational Profile>
4. Strategic Challenges <list those challenges that pertain to this item>
Strengths
Strength #1 is supported by 8 out of the 9 team members.  This strength addresses determining customer segments and market segments.
Strength #2 is supported by 8 out of the 9 team members and identifies the information used to determine customer requirements and the different listening strategies identified for each customer type.
Strength #3 is supported by 5 out of 9 team members and deals with the measures that are in place to determine the organization’s ability to meet customer requirements and identifies the customers’ specific requirements.
NOTE: The number of team members supporting a comment is determined by the number of initials in the box for that comment.
Strengths not used
The one strength below the line is not supported by the information in the application.
Opportunities for Improvement
Based on the strengths just mentioned, I estimate that the organization should score in the 70% to 85% scoring range for this item.  With that in mind, I recommend the following OFI’s.
OFI #1 is supported by 6 out of 9 evaluators and identifies the lack of an approach to include customers of competitors and other potential customers in the determination of customer segments.
OFI #2 is supported by 5 out of 9 evaluators and addresses the lack of systematic use of complaint data, customer loyalty and retention information, and/or win loss analyses for planning and improvement
OFI  #3 is supported by 7 team members and deals with the non-systematic nature of the improvements and refinements made to listening and learning.
OFI’s Not Used
Tom’s OFI’s #3 and #4, Suzy’s  OFI 2, and Ann’s OFI 2 conflict with consensus strengths

Bill’s OFI 3 is a better fit in item 3.2 and is somewhat prescriptive
Lucy’s OFI 1 is a nit and not part of the vital few for this scoring range.

Site Visit Issues

1. Verify whether customers of competitors & potential customers are considered.
2. Clarify how complaint data are used in aggregate.
3. Clarify whether changes have been made to the approaches and how they knew that changes were needed.
Concluding Question
Does anyone have any questions or concerns about these comments?

Item 7.1

Here is another example – this time for a results item.  This sample is entirely fictitious.  
Item Requirements
This item looks for data on healthcare results achieved by the organization.  Results are required in 5 areas: 1) patient health, 2) patient functioning, 3) patient safety, 4) healthcare service delivery, and 5) meeting any other patient or other customer requirements 

Key Expectations
The key expectations for this item are:

1) data on healthcare outcomes for patients

a. general surgery patients

b. orthopedic surgery patients

c. cardiac surgery patients

d. bariatric surgery patients

2) data on meeting expectations of:

a. patients

b. families

c. referring physicians

d. insurance carriers

Strengths
The applicant demonstrated not only positive results but also performance superior to benchmarks in the following areas: 

1. surgical errors

2. mean time in recovery post-surgery

The applicant presented positive trends but no comparative data or performance short of benchmarks in the following areas:  
1. mean time between completion of  surgery and notification of family

2. % of cases exceeding estimated time by more than 10% without progress report to family

3. % of surgical reports sent to the referring physician within 5 days of surgery

4. surgical wound infections

5. surgical complications
Opportunities for Improvement
The applicant presented data but with an insufficient number of data points to show a trend in the following areas: 

1. sentinel events
2. repeat surgeries

The applicant presented negative results or trends in the following areas: 
1. overall nosocomial infection rate

2. patient falls

The applicant presented benchmark comparisons but fell short of the benchmark in the following areas: 
1. surgical wound infections

2. surgical complications

The applicant presented no comparative data in the following areas: 

1. mean time between completion of  surgery and notification of family

2. % of cases exceeding estimated time by more than 10% without progress report to family

3. % of surgical reports sent to the referring physician within 5 days of surgery

The applicant failed to segment results for the following areas:


1. all measures – no results by type of patient
The applicant failed to present any data at all in the following areas: 

1. patient & insurance carrier requirement of accurate billing

2. patient and family requirement of friendly staff

3. family requirement of convenient parking

4. stated strategic goal of:  % of surgeries completed on time

Concluding question
Does anyone have any questions or concerns about these comments? 
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