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Integrated management system

Meet —> Delight
@ Motivated

People

Get Results
Be Valued

Predict Outcomes

Efficient

Processes
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LISTENING TO THE
"VOICE OF THE CUSTOMER"

“THINK LIKE THE CUSTOMER"



The Seven Deadly Sins of Customer
Service During Hard Times

1. Long Waiting — “The patient is patient”

2. No standards - “We will do our best for you”
3. Impersonal - “The patient is a room number”
4

Reactive - “See them only when they press the call
button”

5. Opaque - “The patient does not have to know
everything”

6. Treatment-oriented- “As long as the patient gets
well, it's a job well done”

7. Revenue-driven — ‘Make money on everything the
patient gets or asks for’



Sin No. 1

LONG WAITING

THE IMPATIENT PATIENT




Patient-Driven Quality according to

Importance
1. Immediate attention and triage 81
2.  Care first and then paperwork 6/
3. Knowledgeable personnel 62
4. Explanation in terms we can understand 60
5. Appropriate waits/explanations if you have to wait 57
6. Friendly staff and bedside manner 56
7. Enough staff 48
8. Clean facility 34
9. Ancillary support readily available 33
10. Accessibility/easy to find/physical facility 31
11. State of the art equipment 22

Sowrce: The Quality Connection in Health Care by Lying Cunningham



SOME CAUSES OF LONG WAITS

o

UNEMPOWERED STAFF | AYERS OF SUPERVISION

UNNECESSARY CHECKS TOO MANY HANDOFFS




SOME CAUSES OF LONG WAITS

OVERLOADING/
UNDERSTAFFING

UNRELIABLE EQUIPMENT CLERICAL ERRORS




Sin No. 2

NO STANDARDS

NO SERVICE STANDARDS




INCONSISTENT SERICE

LACK OF SYSTEMS
& PROCEDURES




York Central Hospital
Ontario, Canada

standard admission time: 15 minutes or less for 80% of patients

Leicester General Hospital

80% of out-patients seen within 30 minutes




“]F YOU HAVE BEEN WAITING MORE THAN
15 MINUTES, PLEASE CONTACT THE RECEPTIONIST”

-SIGN AT THE RADIOLOGY WAITING LOUNGE
OF RIVERSIDE METHODIST HOSPITAL




ualitymeasLires ahrg.gov
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PRESCRIPTIVE STANDARD

The benchmark / target level for median
"door to needle” time for thrombolytics Is
less than or equal to 30 minutes.




Pizza Home Delivery Promise:
"Delivered in 30 minutes or it's Is free"




Rusty Pelican Service Standards

First contact - cocktail server speaks to customer within 2
minutes of customer seating.

Cocktails delivered - beverage service at table within 4 minutes
of order. If no beverage order, request for food order within 4
minutes of first greeting.

Request for order — within 4 minutes after beverage service,
customer should be asked whether he or she cares to order.

Appetizer delivered - salad, chowder, or wine delivered within 5
minutes.

Entrée delivered - entrée served within 16 minutes of order.

Dessert delivered - dessert and coffee or after-dinner drinks
served within 5 minutes after plates are cleared if no dessert.

Check delivered - check presented within 4 minutes after
dessert course or after plates are cleared if no dessert.

Money picked up - cash or credit cards packed up within 2
minutes of being placed by customer on table.



Sin No. 3

IMPERSONAL SERVICE




“ONE SIZE FITS ALL”

0 8
i\,

CASE-ORIENTED



IMPERSONAL SERVICE
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LR \ | ."| ol | ,.l

“They can have it any color they want, so long as it’s white.”
- Hospital Management
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ﬂ}’” Humanize the caregiver
cotio




Humanize the patient's room

‘CHOOSE YOUR ROOM PAINTING”

University of Michigan Medical Center




SinNo. 4

REACTIVE SERVICE




e

NURSE CALLS:
RESPOND FAST OR REDUCE CALLS?




LACK OF MISTAKE-PROOFING
AND PREVENTIVE MEASURES -
"DISCOVER PROBLEMS AHEAD OF THE
PATIENT"




DISSATISFIED CUSTOMER 1 ,

SATISFIED CUSTOMER

DELIGHTED CUSTOMER




Service levels

* 900

Unstated and unexpected needs ) ¢ surprise
Unstated but expected needs Y delight
Stated needs Y satisfaction

Y dissatisfaction




MOST PATIENT NON-MEDICAL NEEDS
CAN BE ANTICIPATED




COMFORT ROUNDS

Glen Cove Hospital

"To better meet patients’ needs, “comfort rounds” have been initiated at
the hospital. Emergency department technicians visit patients on a
regular basis to see if they need a pillow, an extra chair, or anything else
that will make the environment more comfortable. "

www.northshorelij.com
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DELIGHTED PATIENT




Sin No. 5

OPAQUE SERVICE

=




When is my doctor
coming back?

Arepeat X-ray? why?

s myblood test  NNO APOLOGIES
result ready? NO EXPLANATION

What? $2.000 for this?!!

What side effects?




Key Determinants of Physician Office Patient Satisfaction

Degree lo which each specific item correlates with patients’
ratings of overall satisfaction with their visits

Pabent keplinformed of
raasons for wai

Ease of gelling someone
10 help with billing quesbions

Staff care and compassion

speed of gelbing appoiniment
in urgent sualion

Comveniance of office haurs

Almospheare and
allracivenass of alfice

Waifing me in affics

from www.gallup.com



UNCLEAR PROCESS FLOWS
(to the patient)




DISNEYLAND 30 min wait

from this point

15 min wait

~ from this point




IF THE PATIENT HAS TO WAIT........

"INFORM THE PATIENT THE REASON FOR

WAITING, THE CAUSES OF DELAYS, AND THE
DURATION OF THE WAIT"




Sin No. 6

TREATMENT-ORIENTED




medical
30%

Nature of Nurse Calls of a Hospital







health
care

IO

total
customer
care



THREE CARPENTERS

BORED CARPENTER
"I'm hammering a nail.”

INDIFFERENT CARPENTER
"I'm making a door.”

HAPPY CARPENTER
"I'm building a church.”




THREE NURSES

BORED NURSE 4.
"I'm following the doctor’s orders.”

INDIFFERENT NURSE )
"I'm treating a patient in room 453." %

HAPPY NURSE
"I'm saving a precious life."




GOOD ATTITUDE IS FREE




Sin No. 7

REVENUE-DRIVEN SERVICE




TRANSACTION ORIENTATION

=

1
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“A customer in need will pay for anything” attitude

i
.
-




Sin No. 7

REVENUE-DRIVEN SERVICE






RIVERSIDE METHODIST HOSPITAL, COLUMBUS
(creating customer relationships)

Staff nurses make more than 2,000 follow-
up calls monthly to former patients

Patient-relations representatives make
3,500 visits yearly to former patients




Lessons learned: (Avoiding the 7 sins of service)

1. Redesign hospital processes from the patient’s
viewpoint.

2. Manage patient expectation by setting standards
and consistently meeting them.

3. Treat the patient as a person; personalize,
humanize your hospital service.

4. Discover problems ahead of patients; anticipate
their needs.

5. Make your processes transparent and clear to
patients.

6. ldentify and satisfy your patients’ total needs:
medical and non-medical.

7. Meet the hospital’'s business objectives without
compromising the patient’'s convenience.

8. Use you head; not your money.




WARNING

Remember, one of these days you too will
become a patient.
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2 12manage .com

Customer Satisfaction Model
Prof. N. Kano

[Adspted fromr Kano, 1954)

Customer Excitemert
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Engaged and Motivated Employees
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Efficient Work Processes

m Skilled workers do stupid things

m [rap
e Bureaucratic silliness
e Restrictions
| ﬂﬁ’é]ﬁ]ﬂ!,!,‘lj‘]Jﬂﬁ%‘lJ’JuﬂﬁGlﬁﬁj
B mslgarialunszuaums’ 1N Process

measure”



__—

Effects of Service Excellence

+ 1 satisfied customer influences 5 people
+ 1 dissatisfied customer influences 25 people

To stay even:
» 83.4% customer satisfaction is minimum level




Correlation to Patient Satisfaction

Non Clinical Services

How staff worked together
Qverall cheerfulness

Staff sensitivity to your health
ISSues

Response to complaints and
concemns

Inclusion in the decisions
about treatment

Likelihood of you

recommending the hospital
Level of information

How staff addressed
emotional needs

Attention paid to personal
needs

. Sfaff concern of your privacy

Clinical Services

14. Skills of nurses
289. Time physician spent with you
40. Skills of physicians
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Data and Dashboard to monitor
Progress
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RESULTS

“Results” refers to outputs and
outcomes achieved by an
organization in addressing the
requirements In ltems 7.1 to 7.6
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Assessment)
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Results category

m Looks for results produced by the
management system described In
categories 1-6

= Lagging performance outcomes
e Product service performance
e Customer satisfaction
e Market share
e Financial outcomes

= Leading performance outcomes
e Operating measure
e Human resource results




TQA / HA/ 5S/ Lean Thinking/Six Sigma Alignment

Establish a
Culture of
Excellence

2 Strategic
Plannlng

s ' " 5 Human ‘
, Resource | (
_b-_’ —

3 Customer Focus

Lean
Thinking:
Broad and
Shallow

4 Measurement, Analysis, and Knowledge Management

Baldrige sets an overall organizational context of excellence and integrates and aligns management and improvement activities

Value Stream Workplace JIT Empowered Visual
Management Safety, Order, Production Teams Management
Cleanliness _ _ |

Lean Thinking is used to eliminate waste from processes
(also required by Baldrige Category 6)

Six Sigma:

Narrow and

Syslenahs Data-Driven Effective

process Dee
Improvement Decisions Teamwork p

Six Sigma is used to perfect processes from which waste has been eliminated
(also required by Baldrige Category 6 and Item 5.1)

Not just
incremental,
but breakthroug
improvenment

Better Business Results

Balanced Scorecards measure the progress of the organization in
accomplishing its goals and objectives (also does Baldrige Category 7)



: |
\ . ¥ -y 5 =1 X = ' '
TQA svvenhewnsegilaiuszuums Ifazuum
Jpu - ; = 2 =

|
L

IMPROVING PERFORMANCE SIGNIFICANTLY
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e Calibration of Selected Results-
Related Terms:

e Few/Little 51to 15%

e Some more than 15% to 30%
e Many more than 30% to 50%
e Most more than 50% to 80%

e Nearly All more than 80% to less
than 100%

o All/ Fully 100%
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