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of ouRr daiLy vernacuLar.”

Upon completion of his residency and earning an
MBA with a specialization in health care administration,
Rock was hired as customer service manager at Valley
Baptist and began working closely with nursing
leadership, operational directors and physicians on how
best to address customer service needs.

“My work ranged from generating daily reports
on current patient satisfaction statistics to creating
far-reaching operational strategies, such as the
implementation of nurse hourly rounds,” he said. “At
least once a month, I would spend a full day on each
hospital campus visiting with front-line employees

and patients. This allowed me to see the direct

continues to advocate efficient health
care from an operational standpoint,
such as lowering emergency room wait
times. As customer service within the
health care industry grows increasingly
important, Rock’s ultimate goal is to
ensure quality care.

“During my residency, I was actually
a little hesitant to work on customer
service,” he said. “So much of business
school concentrates on background
analytics that we sometimes forget the
end purpose of our work. To quote
our vice president of Pastoral Services,

'PeopLe do not care HOwW MucH
you know untiL tHey know
HOW MUucH You care."
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