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Shifting the culture using a
service oriented approach
to achieve five star quality.
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“Here is Edward Bear, coming downstairs now, buragp,bump,on the
back of his head, behind Christopher Robin. lassfar as he knows, the only
way of coming downstairs, but sometimes he feas tiinere really is another
way, if only he could stop bumping for a moment ainidk of it.” A. A.

Milne






“Our son was hospitalized in the wee hours of Noverith, with
breathing difficulties. Medical staff was most atitee but the food was
not only inappropriate, it was potentially hazarsléo his health. His
first big meal was an alarmingly unhealthy mealdnoy child, let alone
one who had not reached his first birthday. Thelied arrived
consisted of chicken nuggets, french fries, credtornato soup and

chocolate cake.” November 2002
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Staff Response: What do you expect / /
without a kitchen. There is nothing we W\\
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can do. Q









“When we checked my wife in to the hospital, we left
Instructions that she is a vegetarian of long standing.
However, the first meal she received was a meat stew. |
politely told the woman serving the meal that she was a

vegetarian.
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Staff Response: The woman apologized, @%

and took the food away. However, as she S

was doing so, she complained loudly — as v/\\
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she walked away — that “people always
want something special.”



What do we do?



Living The Vision, Mission and
Values of the Organization.



Our Mission: To
promote, protect, and
improve the health and
wellness of individuals,
families and
communities through
quality care, education
and research.

Our Values: We value
Caring, Respect,
Integrity and Fairness,
while Working
Together to achieve
Excellence.



SUCCESS



Job Descriptions Interview Process

SUCCESS

Performance Competency
Management Development



Customer Focus :

Job Descriptioné' - . , .
. Demonstrates the ability to see issues from themar's perspective.

6. Consistently calls customers by their name, whessiple.
1.
8. Resolves complaints and concerns in a courteofes;tee, coeperative, prompt, ai

9.

1.

2.
. Listens to concerns of customers and shares inf@maith team members

Serve customers in a respectful and courteous méwheh is sensitive to and
respectful of their needs, beliefs and values}, iigets or exceeds their expectati
Highly responsive to requests for help, informatam services from our customers.

(dlietitian, supervisors, co-workers, and managers).
Seeks information to better understand custometasd requests.
Actively participate in assisting customers witkitmeal selections.

non defensive manner.
Gains the trust and respect of the customer.

10. Assess problem situations and initiate effectivgise interventions working with

team members (dietitian, supervisors, co-workerd,raanagers).

11.Remains calm and patient in front of customers,mthegs are hectic.
12.Respects the rights, privacy and property of othesl times.
13. Attends customer service training as scheduled.



Our Customer Service Pledge

Nutrition and Food Services staff will:

Welcome you with a Smile.

State our name and use yours when it is
available.

Ask if you need help, when we are
unsure of your needs.

We will respect your confidentiality and
not discuss private matters in public.

We will solve problems within our
authority. If we can't, we will find someone
who can.

We will respond quickly to your
requests for help, information and services.

We will take the time to listen and give
you our full attention.

We will talk to you not at you

We will be attentive, genuine and
positive.

We will take the time to serve you in a
courteous and considerate manner.

We will treat all individuals as
customers.

We will actively participate in assisting
you with your meal selection.




Interview Process

« Finding the right person for the right job

 Interview process for casual staff has been
developed

— Predictive Index
— Written Document
— Actual Interview



Knowledge + Skill = Ability

Competency Development



Nutrition & Food Services E-Learning

Program




e Audits
« Performance Appraisal

Performance Management



Performance Appraisal

Customer Service:

Employee understands that Customer Service is
essential to achieving our mission and values.

Employee provides impressive and effective customer
service by: (use performance audit for information)

Greeting customers with a smile and calling
customers by their name when possible.

Treating all individuals as customers.

Being respectful of confidentiality by: a)Private
matters were not discussed in public and b-
respecting the Rights and property of others).
Serving the customer in a courteous and
considerate manner by taking the time to listen
and give the customer their full attention.

Actively participating in assisting the customer
with their meal selection.

Responding quickly to the customer’s requests for
help, information and services.

Remaining calm and patient in front of customers,
when things are hectic.

Trying to resolve the customer’s complaint in a
courteous, effective, co-operative and prompt
manner.

Employee assesses problem situations and initiates
effective interventions to improve customer service
with team members.

Shares customer concerns with team members.

Attends customer service training , as scheduled

SUCCESS'ful Need to Improve
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Recognizing Star Performers!

Communication

Fairness Integrity

Excellence

Working Together

Respect Caring

Positive Attitude

Nutrition and Food Services Star Award Program



Management Training

 |dentified need for hands on manual and
training to support managers and
supervisors.







Attitude...

It is the “advance man” of our true selves.
Its roots are inward but its fruit is outward.
It is our best friend or our worst enemy.

It is more honest and more consistent than
our words.

It is an outward loo
experiences.

It is a thing which draws peop
them.

It is never content until it is express
It is the librarian of our past.
It is the speaker of our present.

It is the prophet of our future.

-John C. Maxwell







How do we measure up?




Outcomes and Measures

Front line staff who are customer service
focused and more accountable for
performance expectations.

Structured processes developed.

Performance Appraisals — 100%
completed in 2006-07!

Short term absenteeism decreased
Improved Patient Safety Processes.



Outcomes and Measures

Reduced Turnover

Recruitment of Quality Employees
Significant Reduction in Grievances
Structured Approach To Discipline

Changed Behaviors in Long Term
Employees

Reduced Safety Risks
Our Bottom Line is Improving Dally.



THANK YOU



