1_Watch the following video:  https://www.youtube.com/watch?v=7mA1L_a_FX4&feature=youtu.be . In a previous health care encounter, have you experienced wastes during your visit? If so, which wastes have you experienced?

2_ In your opinion, which companies provide superior service? Which companies provide average or mediocre service? Name some of the factors that are important to you when judging the quality of a company's customer service?

3_ Think about your most recent health care encounter. What aspects of the care or service were you pleased with? What could have been done better?

4_ Which National Quality Strategy priority is most important to you as a healthcare consumer, and why? Which priority do you believe is most important to providers, and why? Which priority do you believe is most important to health insurance companies, and why? Which priority do you believe will be the most difficult to achieve, and why?

5_ List and describe each of the six dimensions of health care quality according to the IOM?

6_ Discuss the IHI Triple Aim and the components of each priority of the Triple Aim. 

