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Communicating with Care: Greetings

Video Discussion Points
Instructions: 
1. Staff should complete Self-Assessment on page 2.

2. Staff must submit their self-assessment/action plan to their department head by July 30, 2010.

3. Watch video via 1 of the following methods:

·  Located on Intranet: Click on Service Excellence and select Video – Communicating with Care: Greetings. 
· From home: Located on Sibley Internet: Quick Links: For Employees: Video – Communicating with Care: Greetings. 
· For group meetings: Call Volunteer Office x-4485 to reserve a TV/DVD if you will not have access to a computer for your staff meeting. 

· Conference rooms Ren 1, PDR 1 & 2 and Hayes Hall #1 all have access to Intranet so if your meetings are in those rooms, please state you need computer/LCD access and follow Intranet instructions above.
4. Review Discussion points below and adapt as necessary for your department.
Discussion Points:  

· If greetings are so basic how can they have so much impact?  
· Greetings help break the ice and give immediate confidence that patients and families are in good hands when they meet you.  

· Offering kind words gives others confidence that you can help them.

· Can reduce patient and family members’ anxiety
· How much time does it take to express a greeting?
· Takes 7-17 seconds to make a first impression; first impressions last.

· A warm, confident smile can put others at ease and takes very little time
· When do those opportunities exist for us to make a great first impression that communicates that we care? (may be departmental specific)

· Every interaction; in hallway; on the phone (You are the face and voice of the dept)
· Admission to the unit  or facility, rounding
· Patient hand-offs - patients may be nervous and highly anxious as they are transferred from one service to another
· On the elevator 

· What message does a chaotic, busy environment convey when no one is taking the time to acknowledge the patient or family or helping one another?….. When the transporter is standing there and no one is responding? How do you think the patient feels? 
·   Invisible; no team work; no one cares; “too busy”     
· What phrases can we use to show patients and others that we care?  What do we want to make as a standard for our department?
· Use the individual’s name

· Keep them informed

· A warm, confident smile 

· “For your safety”….I want to verify your identification
· “For your privacy”….I am pulling the curtain
· “Is there anything else I can do for you?”

When using these phrases, speak so easily understood; slow down/enunciate clearly
· Great Goodbyes:  Our last interaction with people we serve creates the memory they carry away with them.   What can we say or do to make that a positive memorable moment?

· Using their name….

· Thank you for choosing Sibley
· It was our pleasure to take care of you
Name: ___________________

Department: ______________
Sibley Memorial Hospital

COMMUNICATING WITH CARE: GREETINGS
Complete the following self-assessment of your Circle of Excellence Behaviors:
	Circle of Excellence Behaviors:


	Never
	Sometimes
	Always

	I smile at patients, visitors, co workers


	
	
	

	I make eye contact with patients, visitors and co-workers
	
	
	

	I acknowledge others with a greeting, nod or  hello
	
	
	

	I introduce myself to patients


	
	
	

	I address others by name


	
	
	

	I speak slowly and enunciate my words so that I am understood by our patient population
	
	
	

	On the phone, I sound pleasant, use a greeting, identify myself and my department, and listen to understand the need of the caller
	
	
	

	When “handing off “ a patient to another care provider I use a pleasant greeting and immediately acknowledge the patient and co-worker
	
	
	

	I utilize  a closing statement that leaves others feeling positive about the experience with us and our services
	
	
	


List 1-3 Actions you will take to always demonstrate the above Circle of Excellence Behaviors:










[image: image2.png]


_959687228.doc
[image: image1.png]






