GWN Service and Support Model

Our clients will tell you that GetWellNetwork is distinguished by its demonstrated commitment to world-class customer service and support. We have employed a staffing and support model at all of our facilities that ensures service excellence, customer satisfaction and maximum return on investment. We identify and assign a full team of skilled professionals in customer service, technology, product development, marketing and content configuration and management to support each hospital. The principal role of this team is to ensure that the client hospital is realizing maximum value from GWN’s functionality and that together we are growing and developing this platform to bring solutions to meet key operating and strategic needs of the hospital. We believe it is essential to have staff on-site at the hospital to drive utilization, assure optimal operations and provide extraordinary customer service.

Staffing

We will assign an Account Team to Strong Health.  The Account Team will be lead by an Account Principal who will oversee and coordinate the work of the team that includes an on-site Account Manager for every 300 beds, a Field Engineer assigned to your region, a Software Engineer, a Marketing Manager and a Content Configuration Coordinator. Each team becomes very familiar with your organization and has the central focus of driving results against a formal Account Plan that we develop together (see below). 

The Account Principal, the on-site Account Manager(s) and the Field Engineer comprise the core team responsible for daily operations and functioning of the system.   

The Account Principal is a senior level GWN executive responsible for the strategic and operational oversight of our partnership with you.  Much like a regional manager or account executive, these Account Principals hold responsibility for 6 to 7 hospitals within a region.  They are principally responsible for driving implementation and ensuring fulfillment of the hospital’s Account Plan.  The Account Principal supervises the on-site account manager and regional field engineer assigned.  He/she will work collaboratively with hospital leadership in developing an annual account plan that defines desired target outcomes for the year and guides the priority focus of our team.  And, they will engage hospital leadership and care-givers in the further development of the GWN platform through content additions and new product development.  The Account Principal routinely meets with key leadership and operations management to review performance against the account plan, monitor and ensure optimal customer satisfaction and review operational needs.  

The Account Manager is on-site within your organization and is responsible for overall operations and system functioning 24/7. We place an account manager for each 300 beds within your facility. The Account Manager routinely interacts with patients and families/visitors to ensure awareness and understanding of GWN and its resources and to encourage utilization, particularly in patient education and entertainment resources.  The Account Manager performs all Level I technical fixes and he/she routinely interfaces with nursing and other care givers to encourage active use of the system, provide orientation and training, gain input and resolve any issues.  

The Field Engineer is assigned to a region of hospitals and works in close coordination with the Account Manager on the daily management and maintenance of the GWN hardware and software.  The Engineer maintains regular interface with GWN Software Engineers to coordinate any and all resolution on software related issues.  He/she conducts routine audits to ensure that the system is optimally functioning and prevents technical outages where possible.  

The Account Principal, in coordination with the on-site Account Manager will coordinate, access and bring appropriate resources in software and product development, technology, content management and marketing as needed to achieve the target outcomes we agree upon in our annual Account Plan.

Account Plan

GWN has developed a unique approach in working with hospitals to ensure we are adding value and delivering results in priority areas for the hospital.  This approach involves the development of an annual Account Plan which serves as a “roadmap” for our work together in utilizing and further developing the GWN platform.  Your Account Principal will work with your leadership team to define specific outcomes you wish to derive from GWN.  We will establish metrics for each target outcome for use in measuring our performance against plan and we will agree on specific quantitative target results for each outcome objective.  In addition to the annual target, we set quarterly milestone targets to facilitate ongoing performance monitoring and management.  Each quarter, we will meet with key leaders and contacts to review performance against target.  We will establish action plans where performance needs attention.  At the end of each year, we conduct a year in review, looking at performance against target results and using that as a base to establish the Account Plan for the upcoming year. 

Each hospital account plan is unique and based upon the priority needs and interests of that hospital. These plans serve our partnership well by focusing our time, resources and efforts in those areas of most importance to your hospital (e.g. patient satisfaction).  They are excellent performance monitoring tools and these plans ensure that we are aligned on the value to be gained or derived through the GetWellNetwork.

A sample Account Plan from one of GWN’s existing clients is attached for reference.

In some cases, we are working together with interested hospitals to expand upon the Account Plan in the area of clinical and operational outcomes tracking.  We are doing exciting work with hospital partners to determine the direct impact of GWN and this dynamic interactive system in areas such as readmission rates, length of stay, operating and marketing costs, and changes in patient satisfaction in “hot spot” areas.

There are many benefits to the GWN staffing and support model.  The on-site presence of an account manager, the easy access to a regional field engineer, the strategic leadership provided by the Account Principal and the coordinated and easy access to a strong array of skills in other disciplines provides each client focused attention in areas deemed priority areas, an active, dynamic approach to maximize value and deploying functionality to provide solutions to key operating and strategic needs, and the resources to ensure extraordinary service for patients, families and hospital staff.  

