Case Study

Compassionate Care and High Quality of
Customer Service Advances Security Program

Situation: The University of Colorado Hospital, part of the University of Colorado
Health System, is located east of Denver in Aurora, CO. It is the largest health
system in the state and a leading hospital in the nation. In 2011, UCH was ranked as
the best hospital in the Denver metropolitan area and in the top 10 nationally for Best
Medical Schools: Primary Care by US News and World Report.

The UCH health system includes primary care and specialty clinics around the state,
as well as central facilities at the Anschutz Medical Campus and a facility in
Wyoming. Built as state-of-the-art in 2006, the campus consists of three zones that
promote collaboration and innovation: an education zone with remarkable facilities
for training future physicians and health professionals; a research zone with ground-
breaking, internationally renowned research; and a clinical care zone with the
University of Colorado Hospital and The Children's Hospital.

Challenge: In Colorado, very few hospitals have an in-house security program and
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Location:
Aurora, Colorado
Statistics:

> UCH'’s system includes primary
care and specialty clinics in
Colorado

> UCH needed a higher quality of
security service

> Starting a new program for
de-escalating problems with
suicidal and behavioral outreach
patients
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contract was awarded to Allied Universal in September of 2010.

“UCH completed three tours with other Allied Universal hospital clients to gain an understanding of the kind of customer
service and security program they could have with us,” said Jonathan Stanley, Director, Key Accounts for Allied Universal.
“It was apparent to UCH that we would be able to execute a customized healthcare security program and include the care
and customer service the hospital was looking for.”

Allied Universal took the time necessary to understand the hospital’s need for customer service and compassionate care.
In addition to creating a security program specific to the needs of UCH, Allied Universal also customized its service for
each unique hospital environment. This included the specialized Allied Universal ambassador program.

“The Allied Universal Ambassador program really caught the hospital’'s attention because it fit into its culture and truly
solved a need. It showed that we understood the customer service aspect of a security program,” said Rob Muren, District
Manager for Allied Universal. “The Allied Universal ambassadors are trained to provide a higher level of customer service
for our client and the program has proved to be an effective part of UCH’s security program.”

“The Allied Universal Ambassador program was very unique and exactly what we needed,” said Davis. “Not only have we
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