Time

3-5 Minutes

10 Minutes

2-5 Minutes

HeArTHCARE STUDERGROUP

Session 1: AIDET
Total Time: 25-60 Minutes

Activity

1. Discuss Objective of AIDET [Explain the objectives of AIDET by reading the
following information to your staff:]

e AIDET is a fundamental concept of the St. David’s Healthcare Customer Service
Initiative.

o AIDET is a framework for staff to communicate with patients and their families as
well as with each other. This framework can be used as we communicate with other staff
and colleagues, especially when we are providing an internal service.

2. What is AIDET? [Hand out the double-sided AIDET / Key Words sheet and refer to
it as you explain all 5 steps of AIDET and read through the following bullet points:]

Acknowledge
e Show a positive attitude.
e Make your patients feel like you have expected them and that you know them.
e Put patients at ease and make them feel comfortable.
e Ask permission to enter a room.

Introduce

e Manage up yourself, your coworkers, other departments, and physicians.

i

uration
e Communicate how long preparation, tests/results, and waiting times will be.

Explanation
e Help patients and family members understand what you will be doing and why.
o Clarify expectations and future plans.

I

hank You
e Let patients know that you have enjoyed working with them.
e Thank the family for using us and entrusting us with the care of their loved one.

3. Why Use AIDET? [Ask staff to refer back to hand-out and explain:]

When we consistently use a customer service-oriented method to respond to our patients,
it results in:

Decreased patient anxiety Improved clinical outcomes
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Increased patient compliance Increased patient satisfaction

5-25 Minutes 4. Watch AIDET Vignettes and Discuss* [Use the AIDET DVD titled “Vignettes.”
Watch some or all of the vignettes as appropriate or time allows and engage in
discussion.]

Outpatient Vignettes

- Outpatient Registration (1 minute)

- Cardiac Cath Lab (5 minutes)

- Outpatient Laboratory (3.5 minutes)
e Inpatient Vignettes

- Ambulatory Patient Care (4.5 minutes)

Maternal & Infant Unit— EVS (2 minutes)

[*After each vignette, discuss:]

1. What aspects of AIDET were depicted?

2. What were the key words and phrases used by the employee(s) in the vignette
managing up themselves, coworkers, other departments, physicians, and the entire
hospital?

3. What could the employee(s) have done better?

0-10 Minutes 5. AIDET Exercise — Skills Practice [Optional]
e Break up staff into pairs of 2 — Staff Member & Patient.
e The “staff member” will introduce him/herself to the patient using the 5 steps of
AIDET.
e Then alternate roles and repeat the exercise.
e Debrief as a large group:
1. Was it difficult to do?
2. What were the most difficult steps of the process and why?
3. What did you do well?
4. What could you do better next time?

5Minutes 6. Question & Answer Session
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