
 

 

 

                                                                                                                        

 

Lynne Cunningham’s  

Book Review 
 

I just read a great book that I think should be added to your Service Excellence Library. 

 

Book Raising the Bar on Service Excellence:  The Health Care Leader’s Guide to 
Putting Passion into Practice 

Author Kristin Baird 

Pillar of Excellence Service 

Publisher’s Book 

Description 

A pragmatic approach to health care leadership designed to enhance organizational culture and 
improve customer service. Once again, author and consultant Kristin Baird (Customer Service 
in Health Care, a Grassroots Approach to Creating a Culture of Service Excellence, Jossey 
Bass, 2000) delivers a hard-hitting message for health care leaders to step up and lead for 
excellence. Leaders at all levels will benefit from the practical wisdom here. Through stories, 
interviews and action steps, Baird encourages leaders to continue raising the bar for the good 
of our patients, physicians and employees. Features a foreword written by Quint Studer. 

LC Review An excellent book about how to create and hardwire a service culture.  Kristin writes 

well and has an engaging style that keeps the reader waiting for the next great idea.  
Her healthcare experience comes through in practical recommendations which are 

illustrated with case studies.  You’ll like the book and come away with some new ideas 
which you can implement to help move your service to the next level.  With increasing 

national attention on HCAHPS scores, this is a very timely book.  Leader Reflections 
and Actions at the end of each chapter are good summaries and give the reader 

questions to ask to refine your role as a leader in a service culture.   

Page Lynne suggests that you pay special attention to some of these features in 
the book.  

vi Kristin is a modern day fire starter.  Quint Studer 

ix The science of a culture shift involves having the right people, processes and priorities 

in place.  The art of culture-shifting requires passionate leadership and the ability to 
engage people at all levels of the organization.  I’ll never discount the importance of a 

leader’s passion, but passion alone cannot possibly transform the culture.  Passion 
must be coupled with each of four other essential elements in order to become more 

than a state of mind or one person’s dream.   

1. Clearly articulate priorities 

2. Have the right people doing the right things  

3. Processes and systems in place that will support the people 

4. Ability to help each individual define and foster a sense of purpose 

xiii As we prepare to enter the Fourth Generation, organizations are becoming more 

aligned to living the promise.  Engaged employees, standardized systems, and ongoing 
staff development help to maintain this necessary standard.  Transparency in pricing 



 

 

 

                                                                                                                        

 

and reporting are two additional elements that have raised the bar for health care. 

xiv+ Patients don’t just bring us their business.  They honor us with their trust each time 

they engage in a provider/patient encounter. 

5 P’s – five consistent principles in their leadership approach: 

1. Priority – the best leaders will not only recognize that service must be a top priority, 
they will be able to communicate that message and put enough energy and resources 
behind it to successfully gain a loyal following committed to the cause.  Good intentions 
aren’t enough. 

2. People – successful organizations know that their work force, not the items that show 
up on the balance sheet, is their greatest asset. 

3. Processes – are you who you say you are?  Are the patient experiences consistent from 
day-to-day, person-to-person, and department-to-department? 

4. Purpose – high-performing organizations have an engaged workforce in which each 
individual is crystal clear about how his or her role contributes to the mission and to 
the customer experience. 

5. Passion – leading with passion helps everyone to stay connected to the heart:  the 
human side of health care services.  When I think of passionate leadership, I think of 
leadership that emanates from the heart.  Passionate leaders also encourage others. 

3+ Six Critical Steps for Making Service Excellence a Priority 

1. Tie service excellence to mission, vision and values 

2. Clarify goals 

3. Hold others accountable for results 

4. Recognize and celebrate progress 

5. Develop cascading communication processes 

6. Lead by example 

9 The most important thing that a leader can do is to state the course, then stay the 
course.  Paul Spiegelman, CEO, Beryl Companies 

25 You need to make a commitment to putting a process for accountability in place and 

then stay the cycle of inspection. 

57 I’ve learned that people will forget what you said, people will forget what you did, but 
people will never forget how you made them feel.  Maya Angelou 

64+ Don’t pass the trash!  It is that covert practice of quietly passing the marginal 
performers on to other departments and breathing a sigh of relief when you can say 

they are no longer your problem.  In a healthy culture of accountability, managers 

don’t pass the trash.  They deal with it. 

70 
Engagement Level Definition On-the-job 

Performance 

When Managers 

Take Action They 

Can 

Level 4 – Fully 

Engaged 

Passionate.  Role 

Model. 

122% Keep 100% Fully 

Engaged 

Level 3 – Engaged Delivers good solid 100% Get 1 in 5 to 



 

 

 

                                                                                                                        

 

performance. increase to Fully 

Engaged 

Level 2 – Somewhat 

Engaged 

Delivers when they 

have to or when you 

are watching. 

75% Get 1 in 2 to 

increase to Engaged 

Level 1 - Disengaged Results are NOT 

meeting the standard. 

55% Get 1 in 10 to 

Engaged 
 

74 Case study from St. Luke’s Episcopal Health System in Houston 

82 Coaching is among the most important skills that any leader can possess. 

85+ High Performing Teams require planning, coaching and feedback.  Planning starts with 

articulating the vision and priorities for your team and setting out the game plan.  
Then, coaching is needed to align human performance with the vision and game plan.  

And, last, there is the need for regular feedback to let people know where they stand. 

So why don’t people coach when they should? 

1. Lack confidence that they can be an effective coach 

2. Lack coaching skills 

3. Lack the time to coach 

4. Think our team doesn’t need it 

88 Coaching Self-Assessment – excellent tool.  Could be used as a self-assessment as well 
as a 360 tool with staff, peers and boss also evaluating your coaching skills. 

89 The dictionary is the only place where success comes before work.  Vince Lombardi 

103 It’s important for leaders to take inventory of staff and recognize their unique gifts.  

Leaders will form stronger relationships with team members when they can clearly see 
each person’s unique gifts and then work with them to make the best possible use of 

those gifts.  In doing so, you will be leveraging one of your greatest assets in building 
customer loyalty. 

116 Leading a culture that’s committed to excellence demands rigorous attention to 

processes. 

124 Baird Model – a process that helps provide structure to the customer service initiative.  

It includes: 

¶ Standards 

¶ Recognition 

¶ Measurement 

¶ Communication 

¶ Innovation 

157+ Do you want to foster a greater sense of purpose among your team members?  Start 
by asking yourself some questions with answers that will help solidify your approach: 

¶ Where are we going?  (This will be your goal) 



 

 

 

                                                                                                                        

 

¶ What are we going to do to get there?  (This will be your plan) 

¶ What is my part?  (This is your role or job) 

¶ What’s in it for me?  (This is your payback or your reward) 

¶ How will you know how you’re doing?  (This will be your system of measurement) 

164 Case Study from Presbyterian Healthcare in Albuquerque 

182 Storytelling is an invaluable skill that leaders can use in a multitude of situations.  We 

may say we just want the facts, but the truth is that we mere mortals are moved by 
emotions more than cognition. 

184 Five categories of stories 

1. Who-I-Am Stories 

2. Teaching Stories 

3. Vision Stories 

4. Values-in-Action Stories 

5. I-Know-What-You-Are-Thinking Stories 

185 Case Study from Good Samaritan in Baltimore 

187+ Leading with passion takes guts.  Avatar International’s “Bold, Daring and a Little 

Gutsy” awards 

¶ Do what others say can’t be done 

¶ Do what others are not doing 

¶ Go where others haven’t gone 

¶ Create energy to keep going 

196 Unless we demand excellence, we are breeding mediocrity.  Tom Royer, M.D., CEO, 
CHRISTUS Health 

200 Passion is the leadership catalyst.  When passion is combined with clear priorities; the 

right processes in place; and the best people with a clear sense of purpose, the result 
is a wonderful and exciting explosion. 

Overall rating  Excellent 

Publisher and Year 

Published 
Golden Lamp Press 2008 

Price $24.95  

Recommended by The Author – and Quint Studer!!  

 

This book report is posted at www. studergroup.com .  To read additional titles reviewed and 

recommended by Lynne Cunningham, visit Book Reviews under Tools and Knowledge at 

www.studergroup.com .   

http://www.kristinepeterson.com/
http://www.studergroup.com/


 

 

 

                                                                                                                        

 

 


