Putting Your Best Foot Forward:


Communication in the Hospital





As a new employee, you are representing our  facility.  The clients and visitors will look to you for assistance as they would any other facility employee.  Please keep the following “customer service” concepts in mind:





1.	If patients or visitors ask you a question you can not answer or ask for assistance that you are unable to provide (e.g. directions to a location in the facility), offer to help them find an answer rather than simply saying that you don’t know the answer.





2.	Don’t wait for a patient or visitor to approach you.  If you see someone walking around as if they are lost or trying to locate someone or something, offer assistance.  If directions to the location are complicated, please consider accompanying the individual to assure that they find their destination without further difficulty.





3.	Please refer patients or visitors with complaints to the appropriate staff person.  Again, we would ask you to consider accompanying the individual and introducing him or her to the appropriate staff person.





4.	Assure that you are providing a positive impression of the facility by your appearance while on duty.  You should always be dressed in an appropriate professional manner.  When in patient care areas you should be in uniform, following the dress code of the unit.





5.	When answering the telephone, please identify the unit, provide your name and your title.  It helps to smile when you answer the telephone -- it really makes a difference in the sound of your voice.





6.	If you are not able to provide the caller with the information he or she is seeking, explain your planned actions.  For example, “I am going to put you on hold while I locate Nurse Smith.  It should not take more than two minutes.”  If there is a delay, return to the phone, explain the delay, and provide the individual with the option of continuing to hold or to leave a message.





7.	When using a pager system, follow the instructions provided by the facility.  If the pager allows a verbal message, speak slowly and clearly.  Identify the unit, provide your name and your title, and provide the telephone number the individual should call.  The telephone number should be repeated.





After leaving a telephone or pager message asking for a return call, notify the rest of the unit staff.  This will allow them to easily refer the call to you when the individual calls back.





Source: Casie Williams, Alaska Native Medical Center, 1998





� PAGE �2�











