Banning Blame (BB)

WHAT: Focusing on the issue, not the fault that caused the issue.
It isn’t your fault, but it is your problem. Focus on the solution to the problem.

WHO: Everyone WHEN: All day, every day.
WHY? HOW?
* Blame damages relationships Create a new pattern of behavior.
with coworkers and patients. CAT
* Blame contributes to a tense, Catch yourself when blaming
unpleasant work environment. others
* Blame torpedoes work culture Apologize for the slip

and cohesion.
Turn the conversation to focus

on constructive resolutions to the
problem.

* People are more productive
and positive when they are not
the subject of blame.




Service Recovery (SR)

WHAT: Actions designed to mitigate the negative perceptions of dissatisfied
patients to preserve the reputation of the hospital.

WHO: Everyone WHEN: All day, every day.
WHY? HOW?
A well-performed SR act can Quickly, Sincerely, Personally
regain the trust of a customer ReACT

after an unmet expectation.

: Re: Recognize
e Customers are more likely to g

use our services again, A: Apologize
recommend us to others, C: Correct

and speak positively about , ,
us in the community. T: Take Action/Thank Patient




Managing Up (MU)

WHAT: Introducing yourself or others in a way that positively positions
people or services.

WHO: Everyone WHEN: All day, every day.
WHY? HOW?
° ACknOWledging and reSpeCting * |ntroductions
the contribution of each role in
the hospital builds cohesion * Handoffs
that is shown to patients. « Hallway Etiquette

* We present a united front that
increases the safety and
security felt by patients.

* Answering Questions

* When we believe in each other,
the patients know they can
believe in us.




Caring Out loud (COL)

WHAT: It isn’t scripting. It is explaining the care you are providing as you provide
it. [tis intentional and it is important.

WHO: Everyone WHEN: All day, every day
WHY? HOW?
* Everyinteractionis a chance Caring out loud, empathy,
to earn or lose a patient. engagement, connection, and

security cannot just happen in
patient rooms.

* |timpacts our bottom line.

* Itshows how we care and
whowe are. Caringly Intentionally
Confidently Professionally

Thoughtfully  Situationally




