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CUSTOMER RELATIONS NEEDS INVENTORY
Directions.  This needs inventory diagnoses the strengths and weaknesses in your organization's customer relations strategy.  Think about your organization right now.  Consider each statement on this survey, and check "yes" or "no" for each item as it applies to your organization.  If only part of the statement is true for your organization, check "no".  Force yourself to choose the best answer, even if you'd prefer to answer "somewhat" or "maybe.  (This document is taken from Service Excellence, Wendy Leebov, Ed.D., Albert Einstein Healthcare Foundation).

A.  Management Philosophy and Commitment

 YES      NO                

         
         
1. 
Your administrative team communicates often about the mission and values underlying your priority of service excellence. 

         
         
2.
Your administrative teams makes a deliberate effort to be visible and available to all levels of staff and seeks out opportunities to become actively involved in the effort for service excellence.

         
         
3. 
Recognizing the power of management as role models, your administrative team sets clear and high standards of behavior for themselves and for their subordinates.

         
         
4.
When needed, your administrative team volunteers to use their clout to ensure cooperation with every facet of your strategy for service excellence.

         
         
5.
Even when the news is bad or uncomfortable to discuss, your administrative team tells employees the truth about issues that affect customer relations goals (for example, layoffs, downsizing, patient survey results, and the like).

         
         
6.
Your administrative team has made a commitment to becoming more service oriented by responding to the needs of key user groups. 

         
         
TOTAL 

B.  Accountability

 YES      NO

         
         
1.
Courteous, respectful, and compassionate behavior toward patients and other customers is a requirement in your organization, not an option.

         
         
2.
Clear behavioral expectations that describe customer relations behavior in specific terms have been written for all employees.

         
         
3. 
Managers and supervisors hold employees accountable for their behavior toward hospital customers, and they confront problem employees when such employees hurt the hospital's image.

         
         
4. 
At your hospital, managers and supervisors are encouraged to coach, discipline, and eventually terminate employees who persist in their failure to meet high standards for service excellence.

         
         
5. 
Department heads and supervisors who are technically competent but are negative in their interpersonal skills toward employees and hospital customers are under pressure to meet customer relations standards.

         
          
6. 
The atmosphere in your organization makes it impossible any longer for rude and belligerent employees to remain secure and accepted year after year.

         
         
7. 
Your department heads and supervisors have established and communicated clear, job-specific expectations to the people they supervise.

         
         
8. 
Your administrators have communicated clear expectations to the people they supervise.

         
         
9. 
Specific customer relations responsibilities are built into job descriptions.

         
         10.
Your hiring practices include specific techniques for screening applicants for customer relations instincts and skills.

         
         
11.
Customer relations behavior has a prominent place in your performance appraisal process.

         
         
12.
Your new employee orientation emphasizes the importance you place on customer satisfaction and communicates the specific behavior expected of every employee to achieve customer satisfaction.  

         
         
TOTAL   

C.  Input and Evaluation 

 YES      NO

         
         
1.
You have systems in place to assess visitor satisfaction with your staff and services.

         
         
2.
You have systems in place to assess patient satisfaction with your staff and services.

         
         
3.
You have systems in place to tap physician satisfaction with your staff and services.

         
         
4.
You have systems in place to tap employee satisfaction with their coworkers, managers, work environment, and hospital systems.

         
         
5.
You're confident that your evaluation return rate is high enough to give you an accurate representation.

         
         
6.
You ask focused customer relations questions; the information you get from your evaluation strategies is specific and clear enough to accurately tell you how you're doing with customer relations.

         
         
TOTAL      

D.  Problem Solving and Complaint Management

 YES      NO

         
         
1.
When patients have a complaint or concern, they know whom to call.

         
         
2.
You have a clear, smooth-running system for handling patient complaints and needs.

         
         
3.
You have a system for communicating back to patients any actions taken as a result of their complaints or requests.

         
         
4.
When visitors have a complaint or concern, they know whom to call.

         
         
5.
You have a clear, smooth-running system for handling visitor complaints and needs.

         
         
6.
You have a system for communicating back to visitors any actions taken as a result of their complaints or requests.

         
         
7.
When physicians have a complaint or concern, they know whom to call.

         
         
8.
You have a clear, smooth-running system for handling physician complaints and needs.

         
         
9.
You have a system for communicating back to physicians any actions 
taken as a result of their complaints or requests.

         
         
10.
When employees have complaints or suggestions, they know specific channels for expressing them.

         
         
11.
Your administration and middle managers usually respond to employee complaints and concerns, even if they don't act on them.

         
         
12.
Your administration is generally perceived as open to employee complaints and suggestions.

         
         
TOTAL        

E. Downward Communication

 YES      NO

         
         
1.
Your employees at all levels are regularly informed about your hospital's financial situation and competitive position.

         
         
2.
You have a system for updating your employees on the economic challenges ahead for your organization so that they know how you're 
doing and what you're doing to succeed.

         
         
3.
Your employees are well informed about decisions made by top management and about the real reasons for those decisions.

         
         
4.
Your administrators and department heads share information openly with employees, especially during hard times.

         
         
5. 
You regularly use a variety of methods for communicating with staff (for example, memos, meetings, newsletters, "town meetings").

         
         
6.
Your administrators and managers encourage questions and requests for information and respond quickly to these even if they don't have a clear or final answer yet.

         
         
TOTAL         

F.  Staff Development and Training

 YES      NO

         
         
1.
Your organization offers ongoing training to upgrade the customer relations skills of all employees, from administrators to front-line employees.

         
         
2.
You assess the training needs of your staff and tailor training programs to meet their real needs.

         
         
3.
You provide the support needed so employees can and do attend training programs.

         
         
4.
You offer professional renewal programs to help your nurses and others handle the stress, pressure, and burnout felt by many these days.

         
         
5.
You have strategies for team building so that problems within groups and between groups are not ignored.

         
         
6.
In all of your training programs, you reinforce the goals of your customer relations effort and make it clear that the training is offered to help employees meet these goals.

         
         
TOTAL              

G.  Physician Involvement

 YES      NO

         
         
1.
You have a well-planned strategy for continued physician involvement because you view the physician as customer and team member.

         
         
2. 
You have methods for involving physicians in planning their own involvement.

         
         
3. 
Your physicians are aware of your organization's priority on customer relations.

         
         
4.
Your physicians see themselves as an important part of your customer relations strategy.

         
         
5. 
You've made physicians aware of the specific behavioral expectations that constitute positive customer relations.

         
         
6. 
When a physician violates your customer relations standards, that physician is confronted in a constructive way.

         
         
TOTAL       

H.  Reward and Recognition

 YES      NO

         
         
1. 
Your organization has working systems for recognizing employees who are wonderful to customers.

         
         
2. 
Your reward and recognition systems reinforce the behavior patters expected in your customer relations strategy.

         
         
3. 
Your reward and recognition systems allow for the acknowledgement of groups, departments, and individuals on all levels.

         
         4. 
Your reward and recognition systems acknowledge many people who are customer relations superstars, not just a select few.

         
         
5. 
Your department heads develop and use reward and recognition systems within their own departments, in addition to organization wide systems.

         
         
6. 
Your employees value your reward and recognition systems; they strive to be selected and acknowledged.

         
         
TOTAL          

I.  Employee as Customer

 YES      NO

         
         
1. 
Your employees feel appreciated and valued.

         
         
2. 
Your administration realizes that happy employees make patients happy.

         
         
3. 
You have a system for gathering and addressing the needs of your employees.

         
         
4. 
You invite employee participation before making changes that will affect them.

         
         
5. 
You know you have to sell your employees on your services and goals before you can expect them to sell these to your external customers.

         
         
6. 
You pay explicit attention to the need for employees to see their coworkers as customers who deserve excellent service.

         
         
TOTAL         

J.  Reminders, Refreshers, Attention Grabbers

 YES      NO

         
         
1. 
You generate periodic visual reminders that reinforce customer relations messages (for example, posters, T-shirts, buttons).  

         
         
2. 
Your house publications carry features on customer relations issues, events, and accomplishments.

         
         
3. 
You sponsor contests and events focusing on customer relations themes to keep people energized.

         
         
4. 
You conduct periodic organization-wide workshops that revive awareness and commitments.

         
         
5. 
Your employees see that your customer relations commitment is ongoing, not a flash-in-the-pan.

         
         
6.
Whether employees have been with you for 20 years or 1 year, they're well aware of your customer relations commitment.

         
         
TOTAL            

SCORING THE CUSTOMER RELATIONS NEEDS INVENTORY

1.
Make sure you've responded to every item.

2.
Count the number of "yes" answers for each section and write the total for each at the end of that section.

3.
Now transfer the totals for each section to the block below in the column that reads "Total".

                                                                             Section Total    
X   Factor  
=     Score

Management Philosophy & Commitment        
A  
(     )  
X     
2    
=    
(     )

Accountability                                                       
B      
(     )    
X       
1     
=    
(     )

Input & Evaluation                                             
C     
(     )  
X       
2     
=      
(     )

Problem Solving & Complaint Management  
D     
(     )  
X      
1    
=      
(     )

Downward Communication

E      
(     )  
X       
2     
=      
(     )

Staff Development & Training
F     
(     )  
X      
2     
=      
(     )

Physician Involvement
                                         G     
(     )   
X      
2     
=      
(     )

Reward & Recognition


H     
(     )   
X      
2     
=      
(     )

Employee as Customer

                                 I       
(     )   
X      
2   
=      
(     )

Reminders, Refreshers, Attention Grabbers
J     
(     )  
X       
2     
=      
(     )

4.
Now multiply each total above by the factor next to it, and write the answer in the column on the right.

5.
Now look at the next section to see how your scores should be interpreted.

How to Interpret Your Score

Your score indicates your degree of success in each category.  The highest score possible for each category is 12.  The higher the number, the better.  Lower numbers reflect gaps or weaknesses in your strategy.  To learn from these, go back and analyze the specific items that deflated your score, because these areas reveal promising directions for follow-up.
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