FAS True North is Our Compass to Deliver Operational Strength to UCSF
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Customer Experience

Significant Improvement in the Customer Experience

Highlights

\ < Adjusted True North metric focuses on

satisfaction of 56 FAS core services

+ Services scoring = 67 (or 27 on a 10-pt scale)
considered “good or very good”

Above 67, . . .
28, 50% «  Services with YTD increases over FY20

at 80% confidence considered “improved”

«( 7T7% services good/very good OR
Above 67, improved is significantly higher than
lmprg;g/d, 12, baseline of 56% in FY20; may in part
’ reflect customer appreciation for FAS’s
Improved but <67, contribution to pandemic response

3, 5%
/ - New Facilities, Real Estate surveys rolling out

2 FAS Managers Town Hall 2/25/2021 %
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FY21 Q2 True North Metric Progress
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To see scorecard,
visit https://fas.ucsf.edu/fas-true-north

M2:

M3:

M4:

M5:
M6:

Actions You Can Take Now
M1:

Review team activities that support Engagement and
Belonging (survey launches April 27)

Make time to take the Foundations of Diversity,
Equity and Inclusion training and discuss learnings
with team

Celebrate with team when customers recognize
exceptional service

Work safely and ergonomically:

» Schedule a COVID vaccination appointment on MyChart

* Managers should discuss ergonomics with staff using My
Telework Plan to guide discussion

Complete 5-year business and financial planning

Share value improvement updates with colleagues
for advice and support


https://diversity.ucsf.edu/foundations-dei-training
https://ucsfmychart.ucsfmedicalcenter.org/UCSFMyChart/Authentication/Login?action=logout
https://peopleconnect--c.na75.content.force.com/servlet/servlet.FileDownload?file=0151K000003qxln
https://fas.ucsf.edu/fas-true-north
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