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Plant Operations/Maintenance Exercise

You are the Manager of the Plant Operations department at ABC Hospital.  The recent weekly patient satisfaction survey results indicate that the scores for the facilities section continue to drop.  There are two questions on the survey that patients are asked to rate. These are:

1. The overall cheerfulness of the room

2. The room furnishings/equipment worked correctly

The focus on the patient’s experience is now a very high priority at ABC Hospital and the goal is to reach the 99% in patient satisfaction by the end of the year.  There are numerous tools that you can use to help increase patient satisfaction.  The most recent focus is on the use of:

· Scripting

· Rounding 

· Service Recovery

Challenge #1

Develop three scripts that will be utilized by the plant operations/maintenance department.

Challenge #2

Develop the process for rounding.  Who will round, how often, what will be done during rounding and what is the follow-up.

Challenge #3

Develop the service recovery process. What is a service recovery example and how will you win back the patient/customer?
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