
              It’s Who We Are 



Objectives for this Presentation 
 

1. Be able to articulate the reason for our elevate journey.  
 

2. Be able to articulate for staff, the reasons for using Pillar 
Goals. 
 

3. Be able to cascade the organizational Pillar goals into 
measurable goals for your workgroup. 

 
 



“In 2004 we embarked on a journey to establish a new 
culture of service - to our patients, to our colleagues and 

to each other.   
We call that process elevate...” 

 
 

Dr. Harry R. Jacobson 
Vice Chancellor for Health Affairs, Emeritus 



 
 

“The future of viability of our organization will be 
dependent on our ability to deliver Service 

Excellence.” 
 
 



 
 
 
 
 
 
 

“.... health care has become so complicated that it’s 
often difficult for the consumer to determine if 

they’ve received good patient care or not. But they 
can tell you about the emotional or interpersonal 

relationships they developed and whether they had 
a positive experience. 

 
 

Delos M. “Toby” Cosgrove, M.D., CEO and president 
of the Cleveland Clinic Health System 

  
 



The Journey Begins 
“The decision was made to partner with another 

group who had already done this work.  It was 
too big and too important to try to do it 
alone.” 

 
  -David Posch,  

  CEO, Vanderbilt Hospital 
     CEO, The Vanderbilt Clinic 

 



Selection of a Partner 

http://www.brandsoftheworld.com/download/brand/32697.html


• Fall 2004-Summer 2008 
– Studer coaches on-site 
–  2008 decision to bring resources in-house 

 
• 2010 Chief Experience Officer Appointed 
 
 
• 2012  Service Excellence Coaching & Consulting 

– 4 internal coaches & 4 consultants & 2 support staff 
manage our culture of service initiatives 

Our Service Excellence Journey 

Gaye Smith 



Our Journey to Excellence  
what it means for you as a leader… 

 
• Annually setting goals and 

measuring our 
performance… 

• Following a standard of 
personal and professional 
behavior… 

• Building a working 
environment that allows 
staff to grow and act on 
behalf of their customers…. 
 
 

 
→VUMC Pillar Goals 

 
 

→VUMC Credo 
 
 

→VUMC Leadership Practices 



• “Before Pillar Goals, 
we were only 
focused on growth 
and finance.” 
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