Customer Service Program
“Service Recovery”

Medical Center / Denver NHCU / Pueblo NHCU / All CBOC’s

Vision Statement

Our vision of the future is to provide quality healthcare in a patient-focused service delivery system that DELIGHTS our customers. 

Goals and Objectives

All employees will understand and be able to implement “Effective Service Recovery” strategies within their department.

Our customers (internal or external) will be impressed and delighted with their interactions with VA employees.

The Customer Service / Service Recovery Plan
· A Customer Service Council has been established and is currently active.
· Teach employees “Service Recovery” tactics.
· Empower employees to handle customer complaint when they occur.
· Understand “Scripting” guidelines.
How did we get to the point that we need a customer service program?

Historically we “passed the buck” because it was “not my job!”

“I am going to have my federal job no matter what I do” attitude.
“Go see the Patient Advocate, maybe they can help you, there is nothing I can do about it.”

“It is the SYSTEM, if you don’t like it – leave.”

“So & so doesn’t work…why should I?”

These assumptions are NO LONGER VALID!
Available Options

Turn Complaints into Opportunities.
Understand “Service Recovery” and the role YOU play in that service recovery.
You can make a difference as ONE PERSON and this annual review will tell you how!

What needs to be in place to make Customer Service work? 
Have a Service Recovery Program that is Planned & Effective.
Such a program includes:

· A problem resolution process

· A complaint capture & tracking system

Currently we collect the following data:

· Patient Satisfaction Surveys

· Patient Advocate Reports

· “Tell It To the Director” Program

Identifying Trends - The ECHCS needs to “Trend” the data & give it back to the employees.  The customer service council is working on how to do this.  Once trends are identified, we can develop “Scripts” that are problem or department specific to prevent reoccurrence. 
Scripting:  What is it?

· Scripting is guidance for staff members – it tells us what to say and how best to communicate with our patients and with each other.
· Scripting applies to both "verbal" communications and behaviors.
  Examples of “scripting” would be to say the following after each and every customer interaction:   
“Is there anything else I can do for you, I have the time?”

“Have I handled this call to your satisfaction?”

Why do Scripting?

Scripting is intended to be a support for staff members. 

Scripting gives helpful behaviors and statements to use in busy, stressful situations. 

With the use of scripts, we can connect the organization's processes, so that we don't appear uncoordinated in our communications.
What really is Customer Service?

In the VA, Customer Service can be summed up by 3 little words!

“Putting Veterans First”

Customer Service IS “connecting” with our patients

When we connect with our customers we have a greater chance of having satisfied customers!

There are 3 steps in connecting with the veteran…

· Choose an Attractive Attitude

· Send the Right Signals

· Look your customer in the eye

· Point your heart toward them

· Synchronize your tone and body language with theirs

· Get them talking and keep them talking

· Use open-ended questions

Additional ways ECHCS tries to “connect” with our veterans
· Implemented new veteran orientation groups offered every day from 7:30 - 9AM in room 1E111 at the medical center.  

· These classes are also held at our CBOC  locations as follows:
· Colo Springs CBOC – 3rd floor conf room on Wednesdays 1PM

· La Junta CBOC – Clinic conf room 2nd Monday 9AM

· Alamosa CBOC – Clinic conf room 3rd Monday 10AM

· Lamar CBOC – Clinic conf room 1st Monday 10AM

· Pueblo CBOC – 2nd floor conf room 3rd Friday 10:30AM

· Lakewood & Fitz – would attend hospital class, every Fri 9 & 1PM

· Introduced My HealtheVet – computer based program accessible from home.  Computers are available in the atrium for veterans to use while at the medical center, encourage them to do so!
· Introduced Health Buddy – an electronic monitoring device used at home to monitor health status.
· Provided Federal Benefits Information sheets -  these are located in the Medical Center Atrium.  

Check this out…they are located in the Atrium by the circular information desk at the 9th street entrance and are brightly colored handouts – You can’t miss them!

Complaints are a Gift  -  Why do people complain in the first place?

· They CARE about what goes on here.
· So improvements can be in place the next time they visit.
· They want the “system” to work better not only for them, but for the next customer.
Complaints allow us to “fix” the organization.
Customer expectations in a Service Recovery episode.  

· To report their problems easily.
· To interact with willing and able personnel.
· To resolve their problems swiftly and effectively.

‘Customer Service’ Failure

The impact of having an “UN-satisfied customer” goes beyond the disappointment and loss of a single patient.

A complaining patient positions the VA to lose dozens if not hundreds of patients…they take every opportunity to tell anyone who will listen what rotten treatment they received at the VA.
Patients have expectations for “service recovery” just as they have expectations for “normal” service performance.
‘Correcting’ Customer Service Failure

Customers who complain AND have their complaints quickly satisfied are MORE likely to return than are customers who’ve experienced no problems at all!

This process is known as…

“SERVICE RECOVERY”

5 Steps to Service Recovery

· Thank the person for bringing this to your attention

· Apologize for the mistake or problem

· Correct the problem for that person at that time!

· “Comp” the patient (doing something extra)

· Track the incident

Let’s examine each of the “5 Steps to Service Recovery” separately

1.  Thank you for bringing this to my attention

Don’t join them in a tirade about “those guys in pharmacy should be shot!”

· Be a good listener

· Allow them to vent

· Show understanding

· Believe their story

2.  Apologize

· Acknowledge the inconvenience

· Don’t become defensive or try to shift the blame

· Be sincere & take a personal, professional interest in the situation

· “I’m sorry for any inconvenience”

· “Thank you for letting me know”

· Correct the Problem

· Offer a fair fix to the problem

After you have acknowledged and dealt with the emotional side of the service breakdown, patients want what went wrong to be made right.
3.  Do WHAT YOU NEED TO DO to fix the problem!

It is important that they see you as genuinely interested in a timely resolution.
4.  Comping the patient (Doing something extra)
Comping refers to doing something extra or going the extra mile.
Comping offers some value-added atonement for the inconvenience.
They DO EXPECT us to make a reasonable, small gesture that acknowledges their inconvenience.

Little things when sincerely done mean a lot to the patient. (Cup of coffee, magazine, walking the person to their destination, etc.)

5.  Track the incident

You and your department should track problems that are reported by your customers.  If you never track problems, how can you improve?  Tracking sheets are located on the ECHCS homepage in the document tree, look under Customer Service.
If problems are tracked, then “Scripts” can be developed based on the trends that you identify.

Supervisors should review trends at the end of each month & forward to the Customer Service Council.
Keep Your Promises

Patients are skeptical of recovery promises.
They tend to believe you will promise whatever just to get rid of them.
BE HONEST

Pts would rather be informed that their wait will be 90 minutes, rather than be told of a 15 minute delay 6 times!!

Follow-up

Customers are very favorably impressed when staff follow-up with them after the initial service recovery episode.
Service Recovery satisfaction assessment is particularly important and demonstrates that you really care.
Hey wait…  Service Recovery did not work!

Can’t resolve the problem!?!?

Promise to investigate.
Follow-up within an agreeable timeframe.
    “I wish I could do more right now; I assure you that I will call you back by Friday with an update.”

Own the problem…Tie up loose ends.
You are a Healthcare professional – act the part!

Never say NO 
Always give options

“I don’t know”  Instead say:  “I’ll find out.”

“We can’t do that”  Instead say:  “Here are some options.”

You’ll have to…”  Instead say:  “Would you be willing to…”

Never pass the buck
Always give help or get help
“I just work here”  Instead say “Let me take care of that for you.”

“This isn’t my section”  Instead say “I’ll get some help for you.”

Don’t blame me”  Instead say “How can I fix this for you?”

Never hang out your Dirty Laundry

Statements like the following should be avoided!

“I haven’t had my break yet!”

“My boss is on my case.”

“I hate my schedule.”

“I can’t wait to get out of here today.”
Winner phrases

“For you”

“Let me pull up your file and let’s figure this out FOR YOU.”

“Thank you for letting me make this right for you”

“Again, I’m sorry for the inconvenience.  THANK YOU FOR LETTING US MAKE THIS RIGHT FOR YOU.”

Drivers of Customer Service

· ABILITY is what you are capable of doing.
· MOTIVATION determines what you do.
· ATTITUDE determines how well you do it.
Final Thoughts

Creating Customer Service is a journey, not a destination.

It takes an ALL employee effort.
Service Recovery done well…increases patient loyalty.
5 Steps to Service Recovery

Thank you – Apologize – Fix – Comp – Track

Remember:  ONLY THE PATIENT can determine when appropriate recovery has occurred.

