hildren’s Hospital Boston’s reputation as a leader in patient care goes back to our founding in 1869.
Now, Children’s is launching an effort to make our service just as exemplary as our care.
It all began in March 2006, when like-minded colleagues created a Strategy Team of representa-
tives from all corners of the Children’s community to identify a foundation of values on which to build a
service-oriented environment.

The result was Exceptional Care, Exceptional Service, and its goal is to disseminate positive service-
oriented attitudes and behaviors that exceed the expectations of patients, families, physician partners,
neighbors and co-workers. To reach this goal, all managers, directors and VPs have received training on
how exceptional behavior—from effectively communicating with colleagues to properly greeting patient
families—can be made a part of every work day. Roll-out of institution-wide training will begin this month
and continue throughout the year.

This isn’t strictly an instructional program, however. Exceptional Care, Exceptional Service leaders want
to incorporate employees’ ideas on how to improve service at every level. At the heart of the program is the
idea that each of us at Children’s wants to make a difference. If you have a suggestion on how to improve

service here, submit it online at http://web2.tch.harvard.edu/exceptional/.

In the coming months, the Exceptional Care, Exceptional Service team will recognize employees who

embody the program'’s standards. Below are some of these employees and the values they represent:

planner at Martha Eliot Health Center, is upbeat: .
positive and goes the extra mile.

) Nelson, DMD MScD, in

Dentistry, is friendl
elcoming and kin

Phlebotomy team members
Andrea Smith, Tamara Johnson
and Rony Delsoin believe that
expectations are meant to be
exceeded.
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