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Griffin’s Perfect Storm
1970's to Mid 1980’s

Oldest Physical Plant in the state

Griffin Health
Services Corporation

Declining Patient Use & Market share

Influx of “Yuppie” residents

32% of residents said they would avoid Griffin




The First Lesson

“Give the customer
what they want and they
shall come”

( and be very happy).

Jacuzzi




Visitor Shuttles & Valet
=== Parking Services




Lobby Music on a Baby
Grand Piano







Therapeutic Gardens and
Artworks

Griffin Health
Services Corporation




Receptionists to Greet You

On Patient Floors




Patient and Family Kitchens




Lounges with Fish Tanks




Patient Rooms and Decentralized
Nursing Stations




Unique Critical Care Center




Griffin Hospital Critical
Care Patient Room




Inpatient Psychiatry —

Opened in June 2003, completed hospital-wide
Implementation of Planetree




Patient Empowerment

Open Medical Record




Patient Empowerment
Satellite Health Libraries




Patient Empowerment

Patient Internet and E-Mall Access




Patient Amenity Services

Patient Room Service




Patient Amenity Services
Pet Visitation




Patient Amenity Services

Therapeutic Touch/Soft Touch




Employer of Choice

Griffin’s patient-centered care model
and healing environment empowers
staff to practice their profession the
way they envisioned it when they chose
their professional careers and to
develop personally rewarding
relationships with patients and their
families.




“Griffin Hospital is best known for its remarkable,
almost fanatical customer service. It is significa nt
because when customers feel important, it is a good
Indicator that employees feel important. Quality

service rarely comes from employees who feel
undervalued. Griffin attracts the best peopletow  ork
there.”




Seventh year on
list...

Highest ranking
ever by a hospital.

# 4 -- 2006




Fortune Dimensions
240105

> Credibility: The trustworthiness and

competence of management +5.7 %

> Respect: Recognition of personal and

professional worth + 2.9 %

> Fairness: Equitable sharing of opportunities
and rewards + 3.4 %

> Pride: Value attached to job + 5.0 %
> Camaraderie: Friendliness and sense of

family + 5.2 %




