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“Service Excellence is the distinguishing factor of great organizations. For RMH to be the best, we must first have a clear understanding of the Service Excellence Standards we aspire to and second we must each be accountable to demonstrate them in our daily activities of meeting patient and other customer expectations.”         





 –Jim Krauss, RMH President
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      RMH Game Plan

· Human Resources – create the greatest team

· Customer Service – deliver exceptional customer service

· Quality – deliver competitive, high quality outcomes

· Growth – grow services that support RMH’s mission, vision and strategy

· Financial Success – Assure financial success to achieve mission and vision.

Organizational Focus 
Deliver exceptional customer service

· Create very satisfied patients and customers with services that exceed their expectations.  

· Customer satisfaction score in the 90th percentile.

Visioning Exercise

· You just overhead this conversation in restaurant…

· I was just a patient at RMH and you wouldn’t believe how well it went.  It was the most amazing experience; let me tell you about it….
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“You know everyone was very caring, even the housekeeper that came in to clean my room. I was so surprised when she introduced herself and told me what she was doing. My nurse suggested I take some pain medication before my pain became intense, and then checked to make sure I had relief.”
Think about these questions.
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Who is your customer? Partner?

· What are your customer’s needs? 

· How are you meeting and exceeding customer needs?

· What can you do to improve customer perceptions?

· How can you and your Team improve work processes?

· Think about this quote.  “You may not directly serve the customer, but you serve someone who does.”
· How does your work impact the quality of care at RMH?
How We Get Customer Feedback?
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1. Nurse Director rounding with patients.

2. Hourly rounding with patients by nurses.

3.  A Patient Satisfaction survey is mailed to each inpatient and selected outpatients.

4. A percentage of our patients will receive the HCAHPS Survey.

Patient’s perceptions of our hospital will be posted on a National Website.

5. Talk to Us – Located at RMH-online for customers to tell us about their experience at RMH

6. Department specific surveys.

Customer Service is about meeting and exceeding customer needs.
Service Excellence Standards

(Positive Impressions

(Appearance

· Teamwork

· Confidentiality and Privacy

· Safety Awareness

· Service Recovery
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Service Excellence Standards
· Were developed by patients and employees.
· Set the behavioral expectations for RMH employees, students, agency personnel while working.
· Reflect how we treat all our customers and also how we treat each other.
POSITIVE IMPRESSIONS
“Bring Your Best Game”

· I answer the telephone promptly in a positive, professional manner, and identify myself using my name and department.

· I greet all customers’ promptly with a smile, eye contact and ask, "How can I help you?"

· I introduce myself and explain my role and the schedule of care or activity.

· I serve customers with a compassionate, positive, and respectful attitude.

· I anticipate my customer’s needs.

· I assist customers that need directions by taking them to the desired location, if possible, or by locating another person to assist them.

· I communicate with the customer using language that is easy to understand and avoid technical terms.
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Patient Satisfaction Survey Questions 
· The person who handled my admission was polite and professional.

· Hospital staff identified who they were when they cared for me.

· I was given good explanations of my daily routine by the nursing staff. 

· Key Words @ Key Times
· “How can I help you?”

· “Hello, my name is ___________ and I will be assisting you with ____________________________________________________.” 

· “Please let me know at any time if you have questions or if there is something else I can do for you.”

· “Can I help you find a particular location?”

· “Thank you for choosing RMH as your healthcare provider.”

“Perceptions/impressions are created by what a person says or doesn’t say. Always tell a patient, and tell him beforehand what you are doing, when your are going out, and when you will be back, whether it is for a day, an hour, or ten minutes.”                                      

                                          -Fred Lee, If Disney Ran Your Hospital
Three Levels of Caring – If Disney Ran Your Hospital – Fred Lee
	Staff Motivation


	Staff Performance
	Patient Evaluation

	Inspired
	Compassion
	Very Satisfied

	Required
	Courtesy
	Satisfied

	Hired
	Competence
	Neutral

	Fired
	
	Dissatisfied


APPEARANCE
“Game Day Uniform”

· I dress in an appropriate, professional manner as determined by the Appearance and Organizational Image Policy and departmental guidelines.
· I wear my identification badge visibly while representing RMH.

· I take pride in the appearance of our facility by taking responsibility for litter and by keeping the work environment clean and uncluttered.
What do customers see when they enter your work area?  Staff dresses appropriately?

ID badges worn consistently above the waist and between the shoulders?  Is your work area free of clutter? Do you take personal ownership for clearing clutter?
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Patient Satisfaction Survey Question 
· Staff consistently wore their name badge.

· The hospital was very clean, including entrances and hallways.

· My room was kept very clean.

· The people serving my meals were polite and professional.

Key Words @ Key Times
· “Our goal is to keep your room neat and clean. Is there anything we have overlooked?”
TEAMWORK

“We are Team RMH”

· I welcome new employees and serve as a resource for questions.

· I communicate customer needs to other team members and departments.
· I treat my coworkers with compassion, courtesy, and respect.

· I am supportive of other team members by offering help when possible.

· I contribute to departmental teamwork by volunteering to participate on social and project teams.

· I respect by team members' privacy by not sharing gossip.

· I acknowledge the good work of other team members by sharing their accomplishments and by sending a "Good Deed" e-card when appropriate.

· I recognize the importance of working my scheduled hours and being punctual. 
· Patient Satisfaction Survey Question 
· There was good teamwork among the doctors, nurses, therapists, and other staff who cared for me. 

· Key Words @ Key Times
· “Various staff members will be involved in your care. Please let anyone know if you need assistance or have concerns about your care.”

· “We work closely with the _____________ Department to provide you with the best possible care in a timely manner.”
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"From an employee standpoint, a great place to work is one in which you trust the people you work for, enjoy the people you are working with, and take pride in what you do.    `Anonymous
How can we increase our customer’s “perception” of good teamwork?

Look for ways to make each other look good.  In the end, everything 

everyone does ends up in front of the customer.   -Bob Farrell
SAFETY AWARENESS

“Focus on Safety”

· I report all accidents and incidents promptly using an Opportunity for Improvement form. (OFI) 

· I correct or report any safety hazard immediately to my supervisor and call Plant Operations if required. 

· I report patient safety issues to the Quality & Patient Safety Department.

· I use equipment properly and report equipment repair needs to Plant Operations or Clinical Engineering.

· I help my department conduct Environmental Assessment Rounds. 
· Patient Satisfaction Survey Question 
· Staff washed their hands or used hand sanitizer before caring for me.

· Staff checked my name before giving me medication.

· I felt safe in my room.

· The patient escort was gentle and careful when moving me from my bed to be transported to a testing area. 

· My family and visitors felt safe while they were at the hospital.

· Key Words @ Key Times
· “I am putting this side rail up for your safety.”

· “I will move this chair to a different place in the room so you don’t fall going to the bathroom.”

· "I am putting the call bell within your reach.  Please call us if you need to get out of bed so that we can assist you."

· "I appreciate your patience while I double check this (examples: medication, order, documentation, etc.).  

CONFIDENTIALITY AND PRIVACY
“Protect all Players.”

· I protect the privacy and confidentiality of information at all times.

· I only share confidential information with employees and support staff who have a need to know in order to do their job.

· I am sensitive to my coworkers need for personal privacy.

· I am sensitive to individual privacy needs and assure that customers are appropriately covered.

· I knock and ask permission before entering a patient/customer's room or office area.

· I provide privacy by closing doors and curtains during procedures.

· I do not discuss patient care or hospital business in public areas such as elevators, hallways, cafeteria, or in the community.
· Patient Satisfaction Survey Question 
· I consistently received respect and compassion while at RMH.
· The nurse made me feel as comfortable as possible.

· My sleeping hours were disturbed only when necessary. 

· Key Words @ Key Times
· “To better protect the privacy of our patients, I will be unable to release that information over the telephone. “

·  “I am pulling the curtain because I am concerned about your privacy.”

· “I would like to discuss your care with you. Would you like me to ask your visitors to leave?”

· “Confidentiality guidelines require me to ask the patient if I may speak with you about his bills.”

· “I will be glad to leave a message. To what extent do you want me to share in the message?”
SERVICE RECOVERY
“Know how to recover”

· I take ownership for making things right for an upset customer.

· I inform customers (patient and/or family members) of delays and keep them updated at least every 15 – 20 minutes or as determined by department guidelines. 

· I apologize when the customer’s expectations are not met.

· I listen to the customer, ask questions, and offer options.

· I offer the customer a "Recovery Coupon” or a similar strategy for minor inconveniences.

· I review customer feedback and identify methods to improve or change processes that will exceed customer needs.

· I report serious customer complaints to my Director, Supervisor and/or the Patient Representative.

· I follow-up with the customer to determine satisfaction with the recovery effort. 
· Patient Satisfaction Survey Question 
· Before I came to RMH, I expected things not to go wrong at the hospital.


· RMH staff tried their best to help me if there was a problem.

· I had no specific complaints or dissatisfactions while at RMH.

· Key Words @ Key Times
· “Thank you for waiting. We appreciate your patience.”

· “Thank you for bringing this to our attention.”

·  “I apologize for the delay. I am estimating that the wait will be approximately 30 minutes longer. Would you like to wait or reschedule?”

· “Is there anything I can do for you while you wait?”

· “I am sorry this happened to you. This is what I am going to do. I will check back to ensure that everything has been resolved.”

· “I apologize for the miscommunication. How can I make this right for you?”

· “Because of your inconvenience I would like to give you this coupon which can be redeemed at Carousel Gifts, the Garden Café, or the Trackside Café at the Wellness Center.”

Research has found that customers find waits more tolerable if they are kept informed of delays with communication from staff at least every 15 - 20 minutes. 

*Apologize for the inconvenience.

*Explain the reason for the delay.

             *Update often.


 *Provide options.

Service Recovery is about making things right for an unhappy customer. It simply means doing all you can to correct a wrong perceived by the customer. Patients and other customers are impressed when you apologize, acknowledge their inconvenience or discomfort, try to solve the problem, and provide alternatives in a timely manner.






Mission: To improve the health of our community.











Vision: To be the provider of choice in the market we serve. 





Strategic Initiatives/Pillars


Human Resources, Customer Service, Quality, Growth, and Financial Success





Service Values: Guiding principles for the way we work.


Service, Enthusiasm, Respect, Value, Integrity, Communication, Excellence








Service Excellence Standards: Specific behaviors that


all employees are expected to practice while working.


Appearance, Positive Impressions, Teamwork, Confidentiality and Privacy,


Safety Awareness and Service Recovery
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