Developing A Service-Minded Organization

Medical Center Hospital

· How friendly is your hospital?

· Does it say follow the rules, or welcome ?

· Do your processes work around the patient, or around the departments

· If there were a welcome quotient, how would you fare?

· Vision of Customer Service:

· What is it , what does it need to be?

· Vision is more what has to be tomorrow than what is today

· It must be second nature to the workforce, single minded attention to the customer, you have to be the fire of change

· Learn how to personalize things, human nature responds to personalization

· Determine the “Big” issues that bring them back

· We see our work snapshots - the patient sees them as a continuous experience.

· How do your processes affect their experience?

· Focus on making your customers committed  to what you provide

· What do you do or need to do that your customers are willing to pay extra for?

· Customer Perception is Everything

· Begin thinking of the lifetime value of a customer

· Start squatting or hanging around naively to observe experience from the customer’s viewpoint

· Caring isn’t just for nurses.  Caring requires the whole organization to know it’s role in making the customer happy.

· We can’t make the customer happy if we don’t  know how to be customer focused between departments

· Respect film

· Fill out the Customer link card:

· I can mess the patient’s stay up by... list 4 or 5 areas

· I can keep these from happening by ...these are your links to your customer.

· Shared Governance from Tim O’Grady

· Biggest impediment is past success

· Point of service is where organization has meaning, know your relatedness to this point.

· Push 90% of decision making down to the center of the organization.

· Management controls the context, staff to control the content.

· Change  or reformat policies to match reality - Don’t make your processes work around you policies

· Structure should support process not outcome

· To test your value ask .. what do I contribute to the outcome

· We may not have control over our processes yet, but what do we have control over.

· our attitude and how we interact with the patient

· I am paid by the smile not by the hour

· SAS looks at every interface as a Moment of Truth as to whether the will customers return  They have over 50,000 of these a day.

· Service triangles:  High performing hospitals have the customers on top.

· Understanding service processes. A lesson from the hoop.  Team building exercise, understanding interdependence in completing service, Require extraordinary thinking to accomplish a task of passion.

· A secret of Customer Service.  People tend to recognize that which is above their expectations and below their expectations.

· Patient’s view:  Don’t sell me tests....but sell me warmth...

· How fast do you discover a mistake, recover from a mistake.  Organizational learning occurs when you detect and correct a problem.  Equip your line staff with a meal ticket.

· Empathy card.  Distinguish between empathy and sympathy.

· What is the tone of your service: Telephone etiquette card.

· Caring is equal to listening.  The highest correlators to patient quality are ..

· Results of the Quality Forum

· Small is beautiful.  Service impressions are additive

· Service is not just determined how you act, but how your process acts to customer requirements

· Hidden Waste Will Eat You Alive

· The best way to predict the future is to invent it.

· Service Cartoons

· Press that button

· Fit for a prince

· Bit your head off 

· Essential elements for success:  Patient-friendly people and patient-friendly processes

· Customer Service holusion  some people see it, some people don’t -- yet

· Examples of Service oriented efforts around town.

· Skit of patient focused care.

· The momentum can start with you.
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