CUSTOMER SERVICE 4
EXCELLENCE STANDARDS A A
TRINITAS

Regional Medical Center

All employees are responsible for
Customer Service at Trinitas
Regional Medical Center.

A customer is any individual who
comes in contact with any aspect of
Trinitas Regional Medical Center.
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Our customers include patients and their
families, visitors, doctors, vendors,
volunteers and our fellow employees.
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Remember to say
“Please™ and

ACKNOWLEDGEMENT "Thank you™.
Creet customers
Escort our by name.
customers N Always introduce
to thelr w“ s sem.:es yourself when

Smlle and greeting
a customer.

say, Hello™!
Open and hold doors If someone looks lost;

for our customers: asl if you can help.

It is important that we acknowledge, recognize and
anticipate our customers’ needs.

cdaestinatiomn.




ATTENDANCE

AND All meetings will start
PUNCTUALITY D
on time:
- S Follow department and
ll o hospital PTO policies.

Trinitas employees will demonstrate courtesy and
respect towards our co-workers and our customers
by reporting to work as schedule and on time.




Be a good team
member!

eed our custoners
eypectalions:

what our customers will think of TRMC. Each
and every interaction with a Trinitas customer is
an opportunity to serve.



Give customers priority, stop

wnmctﬂ“oN Nhat you are doing, listen to their
cO | needs and assist them.

e

. Return phone calls
and email

Always identify yourself i 94 1oure

and ask how you may help.

The goal of communication is understanding.
Our messages to our customers will be delivered
with courtesy, clarity and care.



rovide information I
In the customer's
preferred language-:

Use resources such
Keep beepers as CyraCom, language
and cell phones banks, interpreters etc.
on vibrate. Do not eat, drink
N« or chew gum

winlle en the phone.



Close curtainsl
and doers
d— | ey

tion is not discussed in

. blic places

. All patient information
Use designated P ’

stored on paper or
elevators wheli  electronically, must be

escorting customers. kept private.

Trinitas will preserve and protect the safety,
confidentiality and privacy of our customers.




Respect cultural
differences.

DIGNITY
AND
RESPECT

Provide services in Always knock
a compassionate before entering
and sincere manner. a patient room.

Every Trinitas employee and customer
is to be treated with dignity and respect.
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DRESS/PERSONAL
APPEARANCE

@m ﬁ@ﬂ'@@ mmun@ be neat and clean,
Hoslery or socks must be worn af afl times,
Wear jewelry, perfurie and aftershave in moderation.

Fingernaits must be kept short (Smm beyond fingertips)

Our appearance represents Trinitas Regional Medical
Center and shows our respect for our customers.



All employees
must help
keep Trinitas clean.

Keep your
work area

Smoke in designated

neat and clean. areas only.
No personal Misuse of
calls unless .
1t s an hospital resources
emergency. will not be tolerated.

We will manage all Trinitas resources
responsibly, in support of our Mission.




Y Be flexible -
[Ki[m@?\v?y ;;Z}pwﬁm%gg;h@m d worlk ﬁ@gz@ﬁ[m@[r as a -{E@@mu
your job. C-oordmate services
Listen openly and work to using a team approach.
find positive solutions Vellue diversity
when problems occur. among team members.

All employees are part of
T I the Trinitas team,
MmNl 72  working towards the

R 3
a:”J ol \‘ N &

| . ¥ s ?

e ] - Iy 4
Sl v e

L2 = b x

o o

N \ =
A common goal of providing

>l quality patient care.




Keep appointments as scheduled.

Update customers
anc
ramily members
when delays occur:.

Offer comfort measures,
such as reading materials,
to customers and family
members as thhey walit.

We strive to provide our customers with prompt
service, always keeping them informed and making
them comfortable while they wait.




Give ‘em the Pickle!

Service: Make
serving others your
number one priority

Attitude: How you
act, feel or think show’s
your disposition &
opinion. How you think
about the customer is
how you will treat them.
A shining attitude is
contagious!




Give ‘em the Pickle!

Consistency:
Customers return
pecause they liked what
nappened last time. Set
nigh standards and live
oy them everyday.

Teamwork: Look for
ways to make each
other look good. What
you do impacts each
other and impacts the
customer (2008)




