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  CASE STUDY - Large Urban Hospital  
 

CHALLENGE  A large, urban pediatric hospital in Boston initially engaged the services of VPNE 
to improve valet, parking management, employee shuttle system and commuter 
services office operations. VPNE immediately recognized the challenges of the 
current systems, which suffered from traffic delays, inefficient shuttle bus routes, 
customer service breakdowns and unacceptable revenue control.  

 
SOLUTION  In response, VPNE and hospital management designed a customized and 

comprehensive program to increase management accountability, control revenue, 
maximize efficiency and provide business-driving, brand-building service to both 
patients and critical hospital staff. In order to help this hospital achieve its 
business and service goals, VPNE:  

• Re-designed valet, parking management, transportation and commuter 
services programs.  

• Positioned management at the front of every operation.  

• Introduced new valet revenue control hardware & software combined with 
new entrance management procedures to provide complete 
accountability, revenue control and much improved efficiency.  

• Introduced new garage revenue control and gate access system 
combined with procedures and appropriate staffing which greatly 
increased efficiency and satisfaction of patients and families.  

• Redesigned procedures and accountability in the commuter services 
office.  

• Introduced 24-hour random audits of all revenue programs which 
received passing grades from Deloitte and Touche in their audit 6 months 
after VPNE implemented the new systems.   

• Created a new “ambassador program” to assist patients and families 
entering and exiting the hospital by greeting patients and visitors with a 
smile, offering help with wheelchairs, car seats and bags. VPNE 
ambassadors keep the entrances clean and free of debris, and trouble-
shoot in the parking operations, including jump starts, flat tires, lock-outs 
and escorts.  

• Introduced expert shuttle manager who listened to riders and re-designed 
routes to increase efficiency and meet their needs which dramatically 
improved satisfaction in the off site parking program for valued hospital 
staff.  

• Collaborated with hospital to permit two new shuttle buses for a new 
route over Storrow Drive resulting in reduced traffic congestion in the 
LMA and a more efficient and enjoyable commute for valued hospital 
staff.  

  


