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Why listen to our story



Where We Started



Indian Self Determination & 
Education Assistance Act of 1975

Prolonged federal domination of 
Indian Health Service programs has 
served to retard rather than enhance 
progress of Indian people and their 
communities.

“From the time of European 
occupation and colonization through 
the 20th century, policies and 
practices of the United States caused 
and/or contributed to the severe 
health conditions of Indians.”



Government Recognition

If the people receiving the health 
service are involved in the 
decision-making processes, better 
yet, if they own their own health 
care – programs and services 
have a potential for enhancement 
and the people, and their health 
statistics will improve.



Alaska Native people chose to 
assume responsibility





Strong Foundation



Alaska Tribal Health System



We Asked the Customer-Owner 
We Asked the Employees



People said…unfriendly staff, long waits, no customer input, inconsistent treatment. 
Desired their own primary care provider, cleaner and better facilities.



We Asked the Customer-Owners and 
Employees

People said: Cleaner and 
Better Facilities

People said: Access to Own Provider and 
Culturally Appropriate Care



We Developed the Nuka System of Care
 Customer-owner
 Relationships
 Community based – Elders, Veterans, Family Wellness Warriors
 Access to own provider, culturally appropriate care
 Integrated primary care teams includes Behavioral Health 

Consultants
 Behavioral Health redesign includes learning circles
 Improved facilities



Integrated Care Teams



Using the Voice of the Customer to Drive 
Improvement

CUSTOMERS EMPLOYEES



We Changed Everything



Providers and Customer-Owners in Shared Responsibility



Key Improvements

Customer-Owner changes

 We are active
 We are responsible
 We seek information
 We ask questions
 We seek advice and options
 We become a partner with the 

provider

Health care provider changes

 No longer gives orders
 No longer just prescribes meds
 No longer our hero
 No longer controls
 Provides customer-owners 

options
 Provides customer-owners with 

resources
 Provider becomes our partner



Voice of the Customer



We Continue to Ask the Community

 Governing Board
 Advisory committees
 Elder Council
 24-hour hotline
 Personal interactions
 Customer-owners

 Satisfaction surveys and 
comment cards

 Employee survey
 Employee interactions (more 

than 55% are customer-owners)
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