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Intermountain Training Committee Customer Service Training Seminar

1. Identify the business and the target audience the training is focused towards. 
	a. Intermountain Training Committee
	b. The Intermountain Training Committee is in charge of conducting all training for the Intermountain Healthcare system. As a healthcare organization we ensure all patients receive the best medical care available. We have hospitals throughout Utah and southeastern Idaho and with over 33,00 employees we strive to provide the latest customer service training to our employees.

2. Explain the need for the training, who is being trained, and why the specific employees have been selected for this training.
	a. As a healthcare provider we are responsible for the well being of all our patients. We want to be a light for our patients while many of them are going through their darkest hour. In order to show the patient that we truly care about them we must show compassion to their situation. By showing compassion to our patients it lets them know that we care about them and helps them to concentrate on what matters which is getting better. Another topic that the Intermountain Training Committee will focus on is treating each customer with dignity and respect. As a large healthcare organization Intermountain sees thousands of patients everyday, therefore it is essential that we treat each person with the utmost care and not treat them as just another number.
	b. All employees including new and current employees are required to attend the training. The training will be directed towards all hospital staff including nurses, doctors, billing personnel, and administrative staff. Our patients deal with each and every one of you and it is our priority to make sure they are being taken care of compassionately and respectfully.
c. The majority of the training will be related to customer service and how it relates to the workplace. As a healthcare provider we have a very unique opportunity to leave a lasting impression on our patients by going above and beyond their expectations. By providing the best possible customer service we will ensure our future and move forward with the best team in the southwest.














Itinerary for Six-hour Presentation
Day 1- 7:00am-10:00pm (3 hours)
·      7:00-7:05 (5 minutes)- Allow time for everyone to sit down. Welcome everyone, and introduce yourself to the audience.
·      7:05-7:15 (10 minutes)- Introduction Activity
·      7:15-7:30 (15 minutes)- Introduce the reason for the training, how important it is, and why it relates to each person attending the training
·      7:30-7:45 (15 minutes)- Watch and discuss McKenzie and Erik Swensen’s Birth Story
·      7:45-8:00 (15 minutes)- Discuss a customer service story needing major improvement within the company
·      8:00-8:20 (20 minutes)- 2 people come and share experience
·      8:20-8:30 (10 minutes)- Break
·      8:30-9:10 (40 minutes)- Review and discuss items on Day 1 PowerPoint.
·      9:10-9:15 (5 minutes)- Read and discuss quote
·      9:15-9:45 (30 minutes)- Ask for Questions, Concerns, Stories, or new ideas within the Audience
·      9:45-10:00 (15 minutes)- Day 1 Closing Ceremony
 
Day 2- 7:00am-10:00pm (3 hours)
·      7:00-7:05 (5 minutes)- Allow time for everyone to sit down. Welcome audience, and introduce yourself.
·      7:05-7:15 (10 minutes)- Introduction Activity
·      7:15-7:45 (30 minutes)- Customer Service Scenarios with discussion
·      7:45-8:25 (40 minutes)-Review and discuss items on Day 2 PowerPoint
·      8:25-8:35 (10 minutes)-Break
·      8:35-9:05 (30 minutes)-M&M Activity
·      9:05-9:35 (30 minutes)- Ask for Questions, Concerns, Stories, or new ideas within the Audience
·      9:35-9:50 (15 minutes)- Day 2 Final Closing Ceremony
·      9:50-10:00 (10 minutes)- Pass out Recognition and describe























Itinerary Synopsis for the Six-hour Presentation

· (10 minutes)- Introduction Activity
Before the activity explain to the audience that you will be asking some questions, so that you and other employees will be able to get to know each other better.
Example Questions (add questions that would include everyone in the audience, and also make sure to ask questions relating to customer service) 
-Stand up if you are a new employee to our company this year.
-Stand up if you perform surgeries for your job.
-Stand up if you are involved in the Human Resources unit.
-Stand up if you are a Registered Nurse.
-Stand up if you have ever dealt with a patient or customer at work.
-Stand up if you have dealt with an angry patient or customer. 
-Stand up if you have ever had a patient or customer thank you for your customer service skills.

· (15 minutes)- Watch and discuss McKenzie and Erik Swensen’s Birth Story. 
After ask the Employees what strategies of good customer service were used, and how they can use these strategies to improve customer service in their unit.
Video: https://intermountainhealthcare.org/hospitals/logan/Pages/home.aspx (1)
Customer service strategies in the video: employees cared, listened, customized to her as a patient, helped the patient feel comfortable, included family, sent a card after delivery, stayed after hours, carried out the patients wants and needs, etc.
-One thing that was very important to the patient in this video was that she felt like the employees at the hospital cared for her. One strategy that showed the Doctors and Nurses cared was that they sent the patient a hand written letter after the delivery. This helps them stay close to the customer or patient after their visit. In Chapter 2 of the Customer Service Book by Paul R. Timm, he says, “Written messages are becoming increasingly rare in our e-world. Most of us prefer generating an email or instant message. It’s efficient and easy. That said, an “old-fashioned” written note may have even more impact because it takes additional effort and is so rare.” (2)


·  (15 minutes)- Discuss a customer service story needing major improvement within the company. 
After the story is read ask the audience how the situation could have been a positive experience, and what customer service skills were missing. How can we get angry customers back?
Story: https://plus.google.com/u/0/112155955537169563252/reviews?hl=en&gl=us 
Demetrius Lovelace shared a story and he said, “They took me in very quickly for an ear infection because it was empty in the Valley View Intermountain Healthcare Medical Center. Although it was empty I waited in that separated doctor room alone for over 45 minutes with no updates. Finally the doctor came and he was great and very concerned about me. But now I have a $1,000 bill for going to the ER and a $700 for the doctor. No one ever informed me that they bill separately, and although the doctor was great I am very upset about these unknown bills.”  (3)
-Strategies that need improvement: Keep customer or patient informed, don’t keep the customer or patient waiting. How we can fix the problem according to Chapter 9 in the Customer Service Book by Paul R. Timm he says, “Feel their pain, clarify and do all that you can to resolve the problem, do something extra for them, look back and learn from the situation, and understand if the customer is satisfied or not.” (4)

· (20 minutes)- 2 people come and share experience
A week or two before the meeting, ask 2 different people to take 3-5 minutes to describe a situation with a customer or patient whether it turned out good, or bad. After each one discuss how the customer service was good in the situation, and how they could improve in a similar situation next time.

· (5 minutes)- Read and discuss quote
 “Success in life comes when you simply refuse to give up, with goals so strong that obstacles, failure, and loss only act as motivation.” –Unknown Author, taken from http://intermountainhealthcare.org/  (5)

· (15 minutes)- Day 1 Closing Ceremony
Review key concepts that should be applied from todays training. Thank everyone for coming and let the employees know that it is essential to attend tomorrow’s training also. Pass out quote.

· (10 minutes)- Introduction Activity
Have everyone turn to someone sitting next to them and tell them their name, and 3 interesting facts about them. This way they get to know each other better, and it’s an exciting way to start the meeting.

· (30 minutes)- Customer Service Scenarios with discussion
Explain to audience to answer scenario questions by including customer service strategies.
Example Questions (add questions that would include everyone in the audience and are related to customer service) 
-What would you do if you received a complaint letter?
-What is the first thing you would say to a patient who is yelling on the phone?
-How would you handle family members who have just experienced someone pass away?
-How do you properly tell a patient about a serious disease or illness that they have?
-How do you receive patient compliments?
-What can you do to remain in contact with patients after surgeries?
-How can you insure that the patient is comfortable in there room?
-How do you remain positive in a emergency situation?
-What do you do if you make a mistake when helping a patient?


· (30 minutes)-M&M Activity
Pass out M&Ms with the handout, have employees get in groups of 2 or 3, and explain activity. As they eat the M&Ms they should practice each key customer service skills, corresponding to the correct color, with their partner.

Green- Greet Patients Like Guests 
(begin promptly, speak up, eye contact)

Red- Plant Seeds for Relationship Building 
(begin conversation: recent news, hobbies, etc.)

Yellow- Call People by Name
(be formal as needed such as Mr. or Ms.)

Blue- Reach Out and Touch Them
(be appropriate such as shaking hands)


Brown- Be Polite
(say Please, Thank you, and You’re Welcome)

Orange-Compliment Sincerely 
(articles of clothing, ask about family)

Remind them to be positive, and to always smile when answering. Tips taken from Chapter 2 of the Customer Service book by Paul R. Timm. (6)

· (15 minutes)- Day 2 Final Closing Ceremony
Describe why this training was essential, and how to apply customer service strategies within the company. Set goals.












[bookmark: _GoBack]Workshop Attendee Recognition Plan
[image: ]Attach the certificate to a can of Orange Fanta. The Recognition will help the audience feel good about attending the meeting, and what they are learning, the Fanta and certificate should be passed out at the conclusion of the training on Day 2. They will previously be receiving a quote to help them remember to never give up on customer service skills, which will be passed out at the end of the training on Day 1.



“Fanta”stic Job
You have successfully completed

 Intermountain HealthCare’s

 6 Hour Training 
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July 31, 2014
To the Employees of Intermountain,
	This is just a reminder e-mail regarding our Customer Service Seminar next Wednesday and Thursday. It will consist of two 3-hr. sessions, from 7:00-10:00am on August 6th and 7th. 
We would like to implement some specific strategies into our customer service and also discuss what we can do better as a team. Each one of you, as individuals, are very important and have a lot to offer to the people of our communities. As we train and learn together, I am confident that we will grow together, and our service can continue to grow, our name continuing to spread.  Without you, there is no Intermountain Healthcare. So, thank you! 
Please, if you can make whatsoever arrangements necessary so that you can be at this seminar, do so! There will be activities, opportunities to interact with and meet new people who are a part of our Intermountain team, and –most importantly—new information that we would like to pass down to you so that our customer service can improve, through our workers, as a whole.
Thank you for making this happen! We appreciate YOU!
Sincerely,
The Training Committee 
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Customer Service Training Seminar
When: August 7-8, 2014
Where: The Auxiliary Room
From 7-10:00am
All employees of Intermountain Healthcare are welcome and encouraged to attend.
-Refreshments to be provided
-The newest customer service strategies to be taught
-Exercises to help provide proper practice
-Opportunities to meet and interact with fellow employees from different areas
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