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HARDWIRING EXCELLENCE:
A UBIQUITY INTERVIEW WITH QUINT STUDER

[Quint Studer is founder and CEO of the Studer Group, which offers
"prescriptive tools and processes that help organizations accelerate
and hardwire great leadership™ -- a theme explored in his best-selling
book "Hardwiring Excellence."]

UBIQUITY: Let's begin by having you tell us a little about the Studer
Group and its services.

STUDER: Most people hire us to improve customer service, because
we have a reputation of going in and working with companies that are
very service-oriented. However, after they talk to us, they realize that
they have to dig deeper than service, so we proceed to help them
construct what | would call a very outcome-based culture that provides
a good place for customers to receive service and employees to do
good work.

UBIQUITY: Is your focus pretty much exclusively on the health
industry?

STUDER: Yes, but just because we’re so in demand. In 1999 | was
given Inc. magazine’s "Master of Business"” award and was the only
healthcare person ever to be given that title. Also, in December of next
year, Wiley Publishing will publish a book I'm writing called "Sustaining
Results: How to Hardwire Behavior in the Workplace" that's based on
the success our tools and techniques have had in the healthcare field.
So certainly there’s a definitive crossover between healthcare and
almost any business.

UBIQUITY: It's not too hard nowadays to find prominent people who
think of information technology as the key to solving virtually all of the
nation’s healthcare problems. Do you think of it that way?

STUDER: No. I think it’'s an accelerator. And I think it can be part of
a solution, but all too often the technology is poorly executed by the
customer, so it fails to bring us the advantages promised. And who
pays the price unfortunately is either the company that’s selling the
technology or the Chief Information Officer who's trying to implement
it in an environment that can’t execute.
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