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Your partner beyond the plate.’



Patient Satisfaction

……How to achieve the ultimate in customer service

INDUSTRY INSIGHTS:

· Patient satisfaction is and will continue to be a critical indicator with Administration when measuring the quality of patient care during hospitalization.  The belief is that higher scores reflect a positive patient care image to the community.  

· Foodservice Directors today are facing many issues as they struggle between the desire to provide more personal touches to the patients’ experience, while balancing the operational constraints of a shrinking labor market and budget.
· “A hospital’s ability to provide attention to the patient’s needs is the strongest predictor of a facility’s overall performance score on the HCAHPS® public reporting tool. HCAHPS®, or Hospital Consumer Assessment of Healthcare Providers and Systems, was developed under the direction of the Centers for Medicare and Medicaid Services (CMS). In July 2007, hospitals were required to participate in HCAHPS® to receive full CMS reimbursement.” Hospital Pulse Report: Patient Perspectives on American Health Care. Press Ganey, 2008.
Inpatient Satisfaction as defined by the patient:

From the patient perspective, the top priority for improving hospitals is the ability of staff to respond to their concerns and complaints. Patients had mostly positive things to say about nurses and physicians and more mixed comments (there was an almost equal number of negative comments and positive comments) about the meals and foodservice.
According to research findings at Press Ganey, the key foodservice components that determine the patients’ perception of the overall quality of the foodservice experience include:

· Quality of the food, courtesy of the server, food temperature, flavor, and information about what time they will eat, how they will get their food and what they will eat. 
Press Ganey National Average Scores






Nat’l Average

Meal Quality



75.4
Temperature of Food

78.6
Courtesy of Server


87.0
Source: Press Ganey Associates

2008 data results based on a 100-point scale

But What about the Scores……..
Quote from the expert:
“Best practice organizations don’t just emphasize satisfaction scores, but look more at systems and processes and make improvements there.  If processes and systems improve the patients’ experience, the scores take care of themselves.”
-Press Ganey Associate

Key Foodservice components determined to improve patient satisfaction:

· Strong departmental leadership

· Enhanced relationship with nursing and administration
· Increased personal contact with patient

· Improved operational systems

· Clearly defined patient expectations.
Educate Administration on interpreting the scores.  
Scores for nursing are higher than foodservice scores due to the difference in department ratings. Patients also tend to say positive things about nursing while they have mixed emotions about foodservice.

Research Findings on Patient Satisfaction scores:
· There is a strong relationship between ratings on the temperature of the food and the quality.  If the food temperature is not acceptable, neither is the quality.

· Scores improve with increased personal staff attention and when the patient has more control over the menu selection.

· Who delivers the tray to the patient makes little difference in the satisfaction scores.

· Rating scores tend to be lowest in people between 35-49 years old or older than 80 years old.  
· Tray delivery systems do not impact rating scores.  Any system that sustains the correct food temperature until the patient is ready to consume the meal will work.

· A good interdepartmental relationship with nursing and administration is key to positive satisfaction score outcomes.
Putting it all together……….. Plan, Focus, Deliver

· Plan 
Planning starts with building the right foundation.  The PLAN must be supported by senior management, have a departmental vision and the vision must be communicated.  The right foundation also includes coaching, training and empowering employees. There must be strong leadership.  The Food Service Director needs to create a vision and team to implement it.
· “Communicate” – the importance of satisfaction
· “Educate”  - on behavioral expectations
· “Implement” - skill based training and scripting
· “Recognize” - efforts and improvements
· Focus
Focus attention on improving the patients’ hospitalization experience.  Consider the following:

· Understand the root cause of patient “dissatisfaction”.
· Treat the patient with respect and concern. Improve communication and patient control.

· Provide a positive dining experience.

· Communicate any changes to patient.

· Consider new menu methods: Spoken menu, Room Service, Point of Service, etc.

Remember it’s not so much which menu method you choose, it’s the improved patient communication and increased patient control over the menu choices that makes a difference!

Focus attention on improving relationships with nursing and administration:  

· Attend nursing unit meetings.

· Check with nursing on patient related issues.

· Communicate with nursing and administration corrective action taken.

· Demonstrate willingness to work together.

· Inform nursing of any changes.

· Deliver
Deliver results with a measurable plan.  

· Take action based on feedback.

· Plan action with foodservice team.

· Recognize results and reward individual performances.
· Communicate successes! 
These combined factors will lead to achieving customer service, not as a program, but as a way of doing business.
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