

COMMUNICATING WITH OUR CUSTOMERS


Communicating successfully means being able to convey information in a way that the message is understood.  It is the objective of this facility and staff to keep our “customers” informed through consistent communication regarding issues pertaining to the resident’s care.  Consistent and effective communication promotes continuous quality of care, eliminates surprises to the resident/family, assists in maintaining compliance with state, federal, and institutional regulations, and above all, helps improve outcomes.  Failure to communicate may be construed as failure upon the facility to meet the needs of the resident, therefore, every member of the healthcare team including administration, physicians, nurses, therapists, cna’s, etc. should be able to effectively communicate about their area of service with the customer.    

EFFECTIVE COMMUNICATION MAY BE ACHIEVED BY THE FOLLOWING:

· Gather information

· Focus on the facts

· Find out what the customer wants

· Listen without interruption  

· Don’t get defensive                                                           

· Suspend all judgments

· Express empathy

· Acknowledge their emotions

· Eliminate worrisome words, i.e  can’t, all we do is, etc.

· Discuss the solutions and alternatives fully

· Take action  - offer personal help – be open to suggestions
· Follow up to ensure resolution and agreement

· Don’t be hurried – a hurried conversation may leave the customer feeling uninformed

· Respond to telephone message promptly

TOPICS THAT MAY BE COMMUNICATED TO OUR CUSTOMERS
There are various avenues that the facility has to communicate with their customers such as the admission process, care plan process, family/resident councils, etc.  Customers want to be well informed.  Most legal problems are generated as a result of false expectations or surprises to the customer/family.  Therefore, the facility, at a minimum, should communicate the following critical information to the customer in an effective manner to eliminate false expectations and surprises:

· The facility should introduce the staff members and their responsibilities so customers will know whom to go to for certain areas.

· Discuss the process for Advanced Directives and any end of life issues that may be easier to deal with prior to the decline of the resident’s condition.  Determine if the facility can comply with the residents current Advanced Directives or requested Advanced Directives.  The facility may want to obtain resource material that identifies organizations that can assist families during the end of life process.

· Listen to customer complaints/grievances/concerns and communicate understanding of their concern.  Identify a solution and communicate follow up information.  Documentation should be maintained according to the facility policies and procedures.

· Discuss the incident reporting process and how and when this information is communicated to the customer.  Contact with the customer should be made as soon as possible, giving accurate and timely information.  Communication with the customer should be maintained continuously until the situation has resolved, even if the communication may be difficult.  Discuss causes and preventive measures with the customer and document discussions in the medical record.  

· Discuss the importance of the care plan process with the customer.  Review the type of information that is discussed in the meeting and the frequency of the meetings.  Customers should be given appropriate prior notification of the schedule care plan meeting (7 to 10 days) unless, an emergency care plan meeting is deemed necessary.  If the customer is not able to attend the care plan meeting, the facility may consider making contact with the customer to discuss the content of the care plan meeting and answer any questions.  Document the communication to the customer in the medical record.

· Communicate significant changes or resident change of condition with the customer and answer any questions.  Solicit assistance from the physician if necessary.  Document the customer contact in the medical record. 

· Communicate any change in treatments, medications including side affect and adverse drug reactions, change in physician orders, etc.

· Communicate disease processes to the customer.  Example #1  Customers should be aware of the potential residuals of Diabetes, i.e. gangrene, PVD, Diabetic Neuropathy.  Example #2 If the resident is terminal, the facility staff or physician should discuss the potential problems due to the terminal condition, i.e. pain, skin breakdown, weight loss, etc.  Also, solicit the assistance of the attending physician or medical director when addressing the disease process of the resident and document the educational communications with the resident/customer.

· Communicate any non-compliance issues to the customer and the consequences of the resident’s non-compliance, i.e. skin breakdown, weight loss, etc.  Solicit the customer’s assistance in working with the resident to comply with treatment protocols.

· Communicate the importance of the resident/family council.  Also, communicate and document the communication to the customer regarding follow up information.

· Practice an open door policy with the customer to assist in the identification of false expectations.  Staff members should listen to the customers and determine and act upon any false expectations.


The facility should strive to consistently provide open communication to its customers to help reduce the facility’s exposure through the elimination of false expectations and surprises.
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