KEY WORDS and KEY ACTIONS

Use Key Words and Key Actions from the beginning to the end of the patient hospital visit:


Intake/Registration



During their Stay

1.Opening 

· Use AIDET

· “Our goal is to for you to be very satisfied with your care.  We are committed to always treating you with courtesy and respect, listening carefully to you and giving you thorough explanations.”

2.Perform Scheduled Tasks

· Review or outline what you will be doing

· Go over Duration

· Go over Explanation

“We want to make sure we have explained everything to your satisfaction. If you have any questions, please not hesitate to ask.”

· When administering new medications, explain their purpose and possible side effects:

· Your physician has ordered a new medication for you, let me tell you what it is for…”
· “Let me also describe possible side effects.”
· “If you experience any of these symptoms, let me know right away.”
· When administering any medication, ask:

“Do you have any questions about the medicine you're taking?"
· Tell them when you will return 

3. Address the 3 P’s – pain, potty, and position

· Respond promptly to call lights 

“Good evening Mr. Jones, how may I help you?”


Teach the pain scale and ask where they are on the scale

· “We always want you to be very satisfied with our management of your pain.  Our staff is specifically trained to help manage your pain.”

· “Do you need any assistance with personal needs like getting to the bathroom or using a bedpan?”  

· “Are you in a comfortable position?  Can I help you be more comfortable?”

· “Is there anything else I can do for you, I have the time…”

· Tell the patient when you will return to check on them
4. Assess additional comfort needs

· “How are we doing in keeping you comfortable?”

· “Is there anything else I can do for you, I have the time…”
5. Conduct an environmental assessment.

· Look around the room for cleanliness, linens, updated whiteboard etc.
· “We strive to make sure your room is always clean and comfortable.  Is there anything we need to attend to?”
· “May I close your door for your privacy and to keep your room quiet?”
· “How are we doing in keeping your room clean and comfortable?”

· “Is there anything else I can do for you, I have the time…”

· Tell the patient when you will return

6. Document rounding on appropriate form

Discharge

· Sit down with the patient and discuss their discharge

· “I want to make sure that you will have everything you need when you go home.”
· “Has you doctor given you instructions?  If not say “let me have your social worker drop by to see you.”

· “I’m going to be providing you some materials in writing, for you to review and as a resource.  If you would like I’ll be happy to go over them with you or answer any questions.”
· Explain the SDH customer satisfaction survey process. (H-CAHPS and Gallup)

· Thank the patient for choosing our facility.

· Ask the patient about their overall experience at our facility 

· “How satisfied are you with the care you received here?”

· “Was there anything we could have done to improve your stay with us?”

· “Would you recommend our facility?”

Follow Up

· Do discharge phone call
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Intake/Registration


Use AIDET


For “Acknowledge”say: “Good morning Mrs. Jones, we’ve been expecting you.”


“Our goal is to for you to be very satisfied with your care.  We are committed to always treating you with courtesy and respect, listening carefully to you and giving you thorough explanations .”
































