
		
			
				
						Home
	Browse
	Ask Us
	 Chat
	Harmful Language Statement
	Log in


				

			

		

		
			
				
Theses & Dissertations
				

			

		

		
		
		
		
			

	









	
		Advanced Search
	

			

		

		


	
				Service design for the complex customer: An empirical analysis of mental health integration at Intermountain Healthcare

		Download File | Share | Reference URL









Update Item Information
	Publication Type	dissertation
	School or College	David Eccles School of Business
	Department	Entrepreneurship & Strategy
	Author	Orden, Joseph Van
	Title	Service design for the complex customer: An empirical analysis of mental health integration at Intermountain Healthcare
	Date	2010
	Description	In 1998 Intermountain Healthcare instituted a mental health integration program in its primary care clinics. Mental health patients typify complex customers: those who supply multiple inputs into service processes whose inputs can expand across multiple service providers or multiple service visits. In this study, customer complexity is measured on a continuum by the number of co-morbidities of the patient (customer).  It is hypothesized that complex customers receive better service from integrated service offerings than modular service offerings because complex customers have the most difficulty coordinating and combining services. The intensity of service integration is defined by the amount of coordination and combination of disparate service processes done by the service provider on behalf of the customer; in this study integration is measured by the practices' compliance to Intermountain Healthcare's mental health integration program This study tests the hypothesis that integrated clinics decrease patients' healthcare asset usage, which is assumed to also correlate with better care.  The theory is tested by contrasting two patient cohorts: one serviced in integrated clinics and the other serviced in nonintegrated clinics. The patients' medical records are followed for 3 years, and the hypothesis tests are performed using hierarchal models based on the Negative Binomial Regression for count outcomes. These findings offer support for the hypothesis that more integrated service offerings require complex patients to use fewer medical assets.  The main study reveals two important theoretical contributions to the service management literature: an examination of integration and modularity of service design and recognition of the complex customer. While integration and modularity of product design are prevalent in the literature, this study examines integration and modularity in service design. Services can be integrated along both location and coordination, potentially offering swifter and more even flow through the service process. In attempting to coordinate disparate service processes, the complex customer acts as co-designer of the service supply chain. Recognition of the complex customer requires service management to look at service supply chains as part of a natural service supply chain that requires coordination with other service's processes outside the firm before the service can be completed.
	Type	Text
	Publisher	University of Utah
	Subject	Mental health; Management; Health care management; Operations research
	Dissertation Name	Doctor of Philosophy
	Language	eng
	Rights Management	(c) Joseph Van Orden
	Format Medium	application/pdf
	ARK	ark:/87278/s61k3qvq
	Setname	ir_etd
	ID	1418752
	Reference URL	https://collections.lib.utah.edu/ark:/87278/s61k3qvq


Back to Search Results

	





	
		
			

		

		
			
				J. Willard Marriott Library

				 295 S 1500 E 
SLC UT 84112-0860 

				 Contact Us 

				 801.581.8558

				FAX: 801.585.3464

			

			
				J. Willard Marriott Library

					Digital Library Services
	Special Collections
	Copyright Resources
	Terms of Use
	Harmful Language Statement


			

			
				University of Utah Digital Projects

					Marriott Digital Library
	Utah Digital Newspapers
	Digital Exhibits
	Collections as Data
	Digital Library News
	USpace Institutional Repository
	Hive Data Repository


			

			
				Related Digital Library Sites

					Partner Institutions
	Mountain West Digital Library
	Digital Public Library of America


			

		

		
			
				Copyright © J. Willard Marriott Library. All rights reserved.

			

			
					Privacy/
	Nondiscrimination & Accessibility/
	Safe U/
	Disclaimer/
	Policies


			

		

	


	