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helped healthcare organizations
nationwide improve the patient
experience and enhance
organizational culture. Baird's
culture assessment and diagnosis
include experience mapping,
medical mystery shopping, and
focus groups to reveal the real
customer experiences within your
organization. Using your patients'
experiences, Baird and her team
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improving patient satisfaction and
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Lessons from The Field: One simple suggestion

for changing your culture
Article by: Angela Fieler, MPA, CMQ/OE, Senior Consultant

If you read this newsletter regularly, you no doubt know that the Baird Group
works tirelessly with organizations in not just defining a culture of service
excellence, but in taking definitive steps to achieve that culture. We often
write about leadership responsibilities and the challenges that many leaders
face, making suggestions on how readers might overcome, or help others
overcome, those challenges.

Changing the culture in a healthcare organization that often functions in a
volatile, uncertain, complex, and ambiguous environment can be daunting. In
many organizations, the cultures that exist today have been fostered and
supported, often unintentionally, for years. People who work in these
organizations may be tired of “the way things have always been done” or
frustrated that nothing ever changes. Complaints and negativity often become
the order of the day. Ending this downward spiral may seem impossible.

Last week, | overheard someone say, “We need to flood our communication
channels with good news!” How simple, yet profound. The next time you hear
someone complain, what good news can you share? If nothing comes to mind,
go out and find something good happening in your organization. Spread the
word far and wide. A wiser person than | once told me, “Good things are
happening in your organization every day. Your job is to go out and find those
things and tell others about them.”

In the Baird Model, we emphasize the need for a strategic communication plan
and a communication team to support your cultural transformation work. If
you are engaged in changing your culture and don’t have one or the other,
contact Baird Group to find out how we might help. If you have a
communication plan and a team to support that plan, ask yourself how you can
be sure to fill those communication channels with good news.

To learn more about the Baird Model for Service Excellence, employee engagement or leadership
development workshops, or to sign up for her FREE newsletter, write to info@baird-group.com.
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