Communication & Customer Service Assignment

John Doe, a Hispanic American entered the emergency room with his 5 year old daughter who had a fever and had been complaining of burning when she urinated.  After being taken back into the emergency area the attending nurse said to the father that the child did not look as if anything was wrong with her. The child was crying while the nurse proceeded to take a urine sample at which time she told the father he would have to help her. She also swabbed the child’s throat at which time the nurse told the child she had spit on her.  The nurse was on the phone talking with her children while in the room with the father and child.  The father of the child was trying to ask her questions about his daughter.  After hearing about the incident, the grandmother of the child went to speak to the hospital administrator at which time she rehearsed the incidents in the emergency room.   The administrator called the head of the emergency room to discuss the events.

Questions for discussion:

1. Was there a need for customer service or just service?

2. Was there ever a true line of communication established?  If so, between whom?

3. Was there anything that the father could have done to change the situation?

4. Did the nurse use good communication and customer service skills? If so, what did she use?  If not, what could the nurse have done to communicate appropriate customer service skills?
5. Was this a lack of training or a nurse establishing her own rules?

6. What can be done to prevent situations like this from happening?

7. What actions, if any, should be taken against the nurse? 

Guidelines for analysis:

The scenario must be analyzed in a group setting.
Answers must be agreed upon by a majority of the members of the group.

Answers must be justified by established communication and customer service standards.
Reference two hospital customer service policies and apply to this scenario.
Develop power point analysis that would include the answers to questions as well as:    

http://www.cincinnatichildrens.org/visit/stay/standards.htm
http://www.lexingtonmemorial.com/patient_relations.aspx
Communication and Customer Service Project Scorecard

Objective: Using the Communication and Customer Service Scenario as your frame of reference, answer the following questions: 
Directions: Score yourself from 1 to the highest standard score ask your teacher to do the same. Total the score. 
	Scoring Rubric
	Standard Score
	My Score
	Teacher’s Score

	1. Was there a need for customer service or just service?      Clearly describes methods of prevention appropriate to the incident.
	5
	
	

	2. Was there ever a true line of communication established?  If so, between whom?  
	10
	
	

	3. Was there anything that the father could have done to change the situation?    
	10
	
	

	4. Did the nurse use good communication and customer service skills? If so, what did she use?  If not, what could the nurse have done to communicate appropriate customer service skills? 
	15
	
	

	5. Was this a lack of training or a nurse establishing her own rules? Explain.
	10
	
	

	6. What can be done to prevent situations like this from happening? 
	10
	
	

	7. What actions, if any, should be taken against the nurse?  
	10
	
	

	8. Grammatical Content: Correct sentence structure,   No spelling errors, Typed at least 12 pt. font
	10
	
	

	9. References- At least 2 provided and included in analysis
	20
	
	

	Total
	100
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