 The 17 House Rules*





Break the ice.  Make eye contact, welcome the guest, smile, say hello, call people by name and extend a few  words of concern.


Notice when someone looks lost or confused.  It is your opportunity to help out.  Empathize that it is hard find your way around in a new place. Don’t wait for them to ask directions- offer to help.


Take time for courtesy and consideration.  Simply kind words and polite gestures can make people feel special.  Ma’am or Sir may be in order.


Keep people informed.  Explain what you are doing and what people can expect.  People are always less anxious when they know what’s happening.  And whatever you do, avoid surprises,


Anticipate needs.  You often know what people need before they ask.  Don’t wait, lead the need.  It actually places more control over your workday.


Respond quickly.  When patients are worried or sick, time passes five times slower.  The closer the response is to the request, the less chance of a service breakdown.


Respect the patient’s privacy.  Knock as you enter the patient’s room.  Let patients disrobe /dress in privacy.  Place a note on the door if privacy could be jeopardized.


Maintain confidentiality.  Watch what you say and where you say it.  Protect personal information.  Interview patients where they won’t be overheard. Do not talk about the patient’s case in public areas.  If you overhear someone doing so, smile and say  “That must be my mother you are talking about”.


Handle with care.  Slow down with the patients.  Imagine you are on the receiving end.


Maintain dignity.  Give choices in interactions with patients.  Use words they understand.  Give them as much control over their environment as possible.


Take initiative.  Just because something is “not your job”  doesn’t mean you can’t help or find someone who can.  The patient is who we are here for.


Treat patients as adults.  Your words and tone should show respect and consideration.


Listen and act, in that order.  When people complain, don’t blame others or make excuses.  Listen with purpose, what’s behind what they say.  Hear people out.


Help each other.  Customer service is not a one-man show.  When you help colleagues, you help other people too.


Keep it quiet.  Noise annoys.  It shows lack of consideration and concern for patients.


Apply telephone skills.  When you are on the telephone, the hospital’s reputation is on the line.  Smile before you answer.  Sound pleasant, be helpful,  and most of all listen, with understanding.


Look the part.  Professional dress and appropriate grooming builds confidence in all of us. 				service\17house


*modified from Customer Service in Health Care,  Wendy Leebov, Ed.D











