THIRLBY CLINIC CUSTOMER SERVICE

Would You Recommend This
Practice to Friend/Family?
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2005 2006 2007
B Plan Average 93.2 93.7
B Target Goal 100 100
B Thirlby Clinic 74.3 95 95

Timeliness of Return Calls
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2005 2006 2007
B Plan Average 75 71 72.8
B Target Goal 71 68 89.1
B Thirlby Clinic 80 81.6 90.9
Plan Average: Performance of all Priority Health's primary care physicians in western and
northern Michigan
Target Goal: Priority Health's standard of care quality benchmarks obtained from national

and local bodies



THIRLBY CLINIC CUSTOMER SERVICE

Quality of Care and
Service Received
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2005 2006 2007
B Plan Average 88.8 86.7 87.6
B Target Goal 97.2 97.5 97.5
B Thirlby Clinic 93 90 93
Plan Average: Performance of all Priority Health's primary care physicians in western and
northern Michigan
Target Goal: Priority Health's standard of care quality benchmarks obtained from national

and local bodies
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