
HEALTH 
Facts About DDI 
> DDI has trained and developed nearly 16 million leaders worldwide. Each day, more than 1,500 leaders benefit from one 

or more of our leadership systems. Their newly acquired skills have influenced the work lives of more than 210 million 
people. 

> Organizations have hired nearly 24 million people using DDI’s selection systems. 

> DDI has worked with organizations in every industry, including manufacturing, health care, government agencies, 
finance/insurance, aerospace, pharmaceutical, technology, telecommunications, and consumer goods and services. 

 

Leadership Development and Customer Service in Health Care 

CARE 
LEADING-EDGE TECHNOLOGIES, INNOVATIVE TREATMENTS, AND STATE-OF-THE-ART 
FACILITIES MAY BE THE HALLMARKS OF MODERN HEALTH CARE.  BUT, ULTIMATELY,  
A HEALTH CARE ORGANIZATION IS DEFINED BY THE STRENGTH OF A SINGLE 
RESOURCE—ITS PEOPLE. 

From providing the highest-quality care, to 
building and sustaining patient loyalty, to 
bolstering the bottom line, great people—
from frontline staff to senior executives—
are a necessity for clinical and operational 
excellence.  Throughout much of their 36-
year history, DDI, our content provider,  
has worked with leading health care 
organizations to achieve superior business 
results by building engaged, high-
performing workforces. DDI’s clients 
count on help to: 

> Identify and develop more effective 
leaders—from the front line to the 
executive suite. 

> Hire motivated, patient-focused staff—
faster. 

> Enhance employee engagement  
and retention. 

> Drive accountability and execution. 

> Increase patient satisfaction  
and loyalty. 

Over the years, DDI has developed a full 
range of proven, flexible programs and 
tools to address these business needs, 
including solutions designed specifically for 
the health care environment. 

DEVELOPING EXTRAORDINARY 
LEADERS 

> Select from DDI’s comprehensive 
library of more than 40 courses to tailor 
leadership development training 
programs. MEMBER:   

DDI EDUCATION PARTNERS’ NETWORK 

 
Courtyard Center 
4800 Preston Park Boulevard 
Plano, TX 75093 
972.599.3130 
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> Online coaching support that gives 
leaders the tools, direction, and support 
they need—when they  
need it. 

DDI’s Education Partners’ Network is a 
collaboration with education providers across 
the United States.  Our network includes more 
than 325 community colleges and technical 
schools, secondary education systems, 
colleges, universities, and other organizations 
who provide education and training to local 
business and industry.  DDI is a Sustaining 
Partner of the National Council for Continuing 
Education and Training, an affinity group of the 
American Association of Community Colleges. 

> Comprehensive training to strengthen 
your organization’s service culture and 
build patient loyalty. 
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THE COMPANY WE KEEP DDI’s Leadership, Staff and Customer Service Courses 
DDI is proud to have worked with more than 1,200 health care 
organizations, including some of the largest health care systems 
and hospitals in the United States, managed care and long-term 
care organizations, diagnostic services companies, medical 
suppliers and pharmaceutical firms. Among their clients: 
Children’s Healthcare of Atlanta, Emory Healthcare, HCA,  
Kettering Medical Center Network,  Faith-based Network, 
Niagara Health System, Sunrise Senior Living, University of 
Pittsburgh Medical Center and Texas Children’s Hospital. 

TRAINING THAT GETS RESULTS 

Whether it’s improved leader or staff performance or better 
bottom line results, these programs get results.  Here are just a 
few statistics based on client evaluations.  For more success 
stories, visit www.ddiworld.com/results. 

> A Nashville, TN hospital saw its employee engagement 
measurement rise from 68th percentile in October, 2006 to 
75th percentile in April, 2008.  Their initiative also earned 
them a spot in the 84th percentile of the Press Ganey 
survey, as well as numerous national awards for quality care.  

> HCA improved employee retention by more than  
42 percent and realized a 26.7 percent improvement in cost 
savings at its nine-facility TriStar Health System. 

> University of Pittsburgh Medical Center (UPMC) partnered 
with DDI to design a leadership development curriculum 
for its 4,000 leaders and realized an estimated ROI of 443 
percent and an estimated $7 million of improvement 
through better leadership.  The impact on the organization’s 
culture is evident in the words of one leader who went 
through the program: “I no longer feel I have to 
immediately fix everything my way and myself. Being a 
catalyst for an empowered staff is much better than being 
the problem solver.” 

> Presbyterian Healthcare Service in Albuquerque, NM 
realized a two-percentage-point reduction in turnover,  
of which Presbyterian estimates that each point 
improvement in turnover is worth $1 to $5 million in cost 
savings.  Also, there was an improvement in patient 
satisfaction scores for physicians who have completed 
Service Plus® for Physicians. 

AWARD-WINNING PRODUCTS AND 
CERTIFICATIONS 

Many of the products you choose have won numerous awards 
and certifications for product excellence and technical 
innovation. 

TARGET AUDIENCE COURSES 
People Leaders 
  (Front-line Leaders ) 
 
Operational Leaders 
  (Mid-level Leaders) 
 

–  Essentials of Leadership  (prerequisite) 

– Accelerating Business Decisions  
– Achieving Your Leadership Potential   
– Adaptive Leadership 
–  Boosting Business Results 
– Building an Environment of Trust  
– Building Winning Partnerships 
– Coaching for Improvement  
– Coaching for Success  
– Delegating for Results  
– Developing Others  
– Getting Started as a New Leader 
– Influential Leadership 
– Launching a Successful Team 
– Leadership: Facilitating Change 
– Leading Change  

 
– Leading High-Performance Teams  
–  Making Meetings Work  
– Managing Performance Problems  
– Mastering Interaction Skills 
– Motivating Others 
– Planning and Critical Path 
– Problem Analysis and  

Decision Making 
– Reaching Agreement  
– Resolving Conflict  
– Retaining Talent 
– Reviewing Performance Progress  
– Setting Performance Expectations  
– Supporting Leadership Development 
 

Individual Contributors  
Team Members  
Informal Leaders  

–  Communicating with Impact 
      (Prerequisite)   
–  Embracing Change 
–  High-Impact Feedback and Listening1 
–  Navigating Beyond Conflict 

–  Networking for Enhanced Collaboration1 
–  Taking the HEAT1  
–  Working as a High-Performing Team1 
–  Valuing Differences1 
                                                                                                  1  Appropriate for People Leaders 

Customer Service 
Providers and Leaders 

–  Service Plus® Health Care –  Creating a Service Culture: 
The Service Leader’s Role 

–  Service Boosters 
 

Hiring Managers –  Essential Interviewing SkillsSM –  Targeted Selection® *  

Special Focus Offerings –  OPAL® (Online Performance  
and Learning) *  
Extend learning to everyone’s desktop via 
the Internet.  

–  Leadership Mirror® *  
360o feedback system 
providing individual strengths 
and growth areas 

 

 

*  Ask Education Provider about availability. 

   Web-based version available 

> All of DDI’s leadership, workforce and customer service 
training have won Human Resource Executive Magazine’s 
Top New Training Product of the Year. 

> Human Resource Certification Institute (HRCI)— grants  
CEUs towards re-certification, governed by the Society for 
Human Resources Management. 

> ASTD Certification—The American Society for Training & 
Development (ASTD) Certification Institute has awarded 
its prestigious E-Learning Courseware Certification (ECC) 
to DDI’s entire library of web-based courseware. 

THE DDI ADVANTAGE 

> Choose from a robust library of competency-based training 
courses for leaders and staff. 

> Embedded video, exercises, and specialized tools  
for health care. 

> Courses for multiple positions/levels that share common 
concepts and can be used together. 

> Customer service training focused on health care 
professionals. 

> Varied instructional design including simulations,  
games, exercises, video-based exercises, skill practices and 
checklists. 

> Leadership courses were selected by Consortium for 
Research on Emotional Intelligence in Organizations  
as a model of adult learning.  Courses for leaders  
target emotional and social competencies associated  
with adult learning. 

> Behavior modeling methodology changes behavior. 

http://www.ddiworld.com/results

