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What we do: 

We shape healthcare delivery with solutions that improve product access, 

increase supply chain efficiency, and enhance patient care. 

Who we are: 

AmerisourceBergen is a leading global healthcare solutions company. 

Who Is AmerisourceBergen? 
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3 



AMERISOURCEBERGEN SPECIALTY GROUP 
James Frary, President  

PROVIDER SOLUTIONS 
Dave Leverette, President 

ASD HEALTHCARE 
Neil Herson, President 

GLOBAL SPECIALTY 

LOGISTICS 
Doug Cook, President 

AMERISOURCEBERGEN 

CONSULTING SERVICES 
Amy Grogg, President 

> Oncology Supply 

> Besse Medical 

> ION Solutions 

> IntrinsiQ 

> US Bioservices 

> Blood products 

> Dialysis 

> Vaccines 

> Specialty 

distribution 

> ICS 

> World Courier 

> Xcenda 

> Lash Group 

> Premier Source 

> AmerisourceBergen 

Specialty Canada 

> Imedex 

Xcenda, L.L.C. (Xcenda) is an indirect wholly owned subsidiary of 

AmerisourceBergen Corporation, a publicly traded company under the NYSE 

(stock symbol: ABC) 
 

Xcenda has its own finances and management and operates as a separate 

legal entity under the ABC corporate umbrella 

Xcenda and AmerisourceBergen 
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Xcenda: Who We Are 



Culture of Quality Survey 

ÁForbes Insights, in partnership with ASQ, conducted a global survey 

of 2,291 executives and managers in April 2014 

ÁNearly 3 out of 5 survey respondents (59%) said their organization 

exhibits ña comprehensive, group-wide culture of qualityò1  

- While 75% of those with senior or C-suite titles believe this, responses 

drop to less than half among those with quality job titles  
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1. Forbes Insights Culture of Quality. In association with ASQ. 2014. 



Fostering a Culture of Quality 

ÁWhere does your company fall on the continuum?  

ÁAre there opportunities to enhance your culture of quality? 
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Limited focus on quality 

Quality is a way of life 



Xcenda Quality Campaign 



Fostering a Culture of Quality: Overview 

ÁFirst annual Quality Campaign at Xcenda  

ÁDesigned to keep quality alive all year long  
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Management Support Is Critical 

ÁInput from Senior VP ï Operations, Senior Director ï Operational 

Excellence, and other stakeholders 

- Ensure alignment with corporate strategic imperatives 

ÁSenior VP ï Operations introduces QA team prior to campaign kick-off 

- Announces the first annual Quality Campaign 

ÁEmail from Barb (Senior Director ï Operational Excellence) 1 week 

prior to campaign kick-off 

- Introduces Quality Fails contest as part of the campaign 
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Concept Development and Planning 

ÁCampaign goals 

ÁStrategy 

ÁTactics and timeline  

ÁKey quality messages 

ÁMetrics / results 
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ÁInput from direct line 

management and other key 

stakeholders 

- Creative, Technology and 

Innovation, etc 

ÁEnsure timing does not conflict 

with other corporate initiatives 

ÁRecommend 8ï12 weeks 

ÁCollective QA team effort from 

concept to execution phase 

ÁAllow adequate time for design, 

planning, and stakeholder input 

 



Quality Campaign Elements: óSurround Soundô Approach 
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Quality Campaign Elements: Daily Emails 
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Quality Week Daily Emails 

ÅAnnounce contest winners ÅOperational Efficiency 

ÅSoftware QA 

ÅQuality Control/Copy Editing 

ÅInclude mission statement 

ÅProvide link to new QA 

intranet page 



Quality Campaign Elements: Daily Emails 

ÁDesigned with the audience in mindðfocus on how the team member 

can support associates with regard to:  

- Quality 

- Efficiency / process improvement 

ÁAll emails include ñOwning Qualityò in the subject heading 

ÁSimilar visual theme and closing sentence for each email 

- Communicate diverse team functions under a unified QA umbrella  

ÁMardi Gras theme 

- In the spirit of celebrating new ways the team can help 

- To tie in with other office events 

 

 

 

 

14 



Quality Campaign Elements: Daily Email Sample Image 
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Annual Campaign With Quarterly Initiatives 

ÁQuality Week summary in Operations newsletter distributed to all 

associates 

ÁExecute quarterly initiatives using a variety of vehicles  

- Operations newsletter  

- Meeting with client managers and project managers 

- Quality survey for all associates 

ÁFocus on engaging ways to deliver quality messages throughout  

the year 
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Campaign Results 

ÁAchieved campaign goals 

ÁReceived unsolicited positive feedback from several associates 

Á30% response rate for quality survey 
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Your Feedback, Ideas, 
Comments 



Your Feedback, Ideas, and Comments 

ÁThoughts / suggestions based on your experience 

ÁMeasuring results 

ÁBest practices 
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2015 Campaign in Development  

ÁPreliminary ideas based on team brainstorming session 

- Introduce team vision 

- Introduce new team member and role 

- 2014 year in review 

- Use real-world examples, case studies to show bottom line impact of:  

ÅEmbracing quality 

ÅFollowing established processes 

- Adopt a quarterly newsletter approach 

- Quality award 
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Key Takeaways 

ÁManagement support is critical for success 

ÁAllow adequate time for design, planning, and stakeholder input 

ÁFocus on engaging ways to deliver quality messages  

ÁUse different vehicles to reach your target audience  

ÁConsider potential metrics in the design phase 
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Thank you 


