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OUR UNDERSTANDING OF THE VISION STATEMENT 
 
Q: The vision statement of H is to build our future through our people with innovation, collaboration, and a 
relentless focus on customer service. What does that mean to you?  
Q: How do you define innovation, collaboration, and customer service? 
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Focus Group 1 

Reference 1 - 0.25% Coverage 

I feel like we really know its vision for what we do but then I partner with each person on this call. 

Reference 2 - 0.76% Coverage 

Yes. The other pieces are important, but we’re human capital. It is customer service. That is what we do 
doesn’t matter if it’s operationally strategically any part of that customer service has to be our focus and if 
it’s not we might as well leave and do something else because that’s what we’re here for. 

Reference 3 - 1.01% Coverage 

collaborate on those new ideas before putting them out there to the public. Once ... innovativation of new 
ideas and the collaboration take place and everybody comes to an agreement. Then now we focus on how 
that will provide that exceptional experience of customer service. So just being focused on providing that 
spectacular customer service after we’ve done the first two steps of the process. 

Reference 4 - 0.28% Coverage 

So I think the innovative approach really is stepped to the forefront with this new environment that we’re in 

Reference 5 - 0.31% Coverage 

we’re having to provide that level of customer service in new ways than we had before and a lot of its in a 
virtual environment 

Reference 6 - 0.68% Coverage 

Innovation comes with just making changes or tweaks to the programs based on what you receive from your 
customer, so it’s all together it’s a domino effect. We collaborate with stakeholders to build something new 
or improved. I should say based on our customer feedback. 

Focus Group 2 

Reference 1 - 1.16% Coverage 

always finding ways to cut the red tape and get rid of paper and turn 20 steps into three. 

Reference 2 - 1.10% Coverage 

Making things easier, streamlined and the common theme is faster and less paper. 

Reference 3 - 1.00% Coverage 

Finding ways to review systems that we monitor to find areas of correction 

Reference 4 - 0.31% Coverage 

Smoothing processes. 

Reference 5 - 0.50% Coverage 

Errors and found and solved quickly. 
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Reference 6 - 0.93% Coverage 

How do we achieve same or better goal given new reality and resources? 

Reference 7 - 1.76% Coverage 

Not being satisfied with good enough. How do we take projects to the next step. Constantly looking at how 
we can do business better. 

Reference 8 - 2.59% Coverage 

Innovation is knowing what’s out there. Partner externally with people and being intentional about engaging 
with partners in other agencies. Asking colleagues how they rolled out program. 

Reference 9 - 1.30% Coverage 

Collaborate externally and internally and focusing in on the customer and what are their needs. 

Reference 10 - 0.47% Coverage 

some of what we do is fill in the gap. 

Reference 11 - 1.42% Coverage 

Thinking strategically but also a go-between and sometimes asked by shared service center to do things. 


