SERVICE EXCELLENCE PROGRAM CHECKLIST

SERVICE EXCELLENCE PLAN

[J A written Service Excellence Plan is in place that includes:

O

O
O

O

Service Excellence definitions
Leadership responsibility and oversight

Team member responsibilities
[ Job descriptions include service excellence accountabilities and responsibilities at all
levels of the organization

Leadership/management rounding expectations (e.g., environment, resident and family
connection, and staff engagement)

Leaders and managers are trained in providing service excellence feedback and coaching with
team members
[0 service excellence skills are included in employee feedback conversations

Service satisfaction
[0 Resident Counsel
[l Family Counsel

Quality Measures
[ Resident Satisfaction Surveys
[0 Family Satisfaction Surveys
[J staff Satisfaction Surveys

Complaint and Grievance Management Policies and Procedures

Expectation Management
[0 bocumented conversations occur preadmission, on admission, during quarterly care
conferences and change in condition

Family Connection Calls
[l Expectations and frequency

SERVICE EXCELLENCE TRAINING

[ Written service excellence training materials are developed for all staff, managers, and leaders

[] Training is provided on hire and at least annually
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SERVICE STANDARDS

[ Service Standards are Defined
Professionalism

Greetings and Connections
Communication

Culture and Teamwork
Resident Care

Quiality of Care

oo

Notes:

This document is not intended to be taken as advice regarding any individual situation and should not be relied upon as such. Marsh &
McLennan Agency LLC shall have no obligation to update this publication and shall have no liability to you or any other party arising out of
this publication or any matter contained herein. Any statements concerning actuarial, tax, accounting or legal matters are based solely on
our experience as consultants and are not to be relied upon as actuarial, accounting, tax or legal advice, for which you should consult your
own professional advisors. Any modeling analytics or projections are subject to inherent uncertainty and the analysis could be materially
affected if any underlying assumptions, conditions, information or factors are inaccurate or incomplete or should change. d/b/a in
California as Marsh & McLennan Insurance Agency LLC; CA Insurance Lic: OH18131. Copyright © 2023 Marsh & McLennan Agency LLC. All
rights reserved. MarshMMA.com

This educational document, which does not reflect any official policy or opinion of Siders HealthCare Consulting, LLC, is provided for
informational purposes only. It is not intended to provide legal or medical advice, nor is it intended to be an exhaustive list of all risks that
need to be addressed for a healthcare organization. While every effort is made to provide accurate information, changes may occur, and
inaccuracies happen despite best efforts. This information is not a substitute for individual consultations with professionals in these areas
and should not be relied on as such. Please work with your legal counsel, business advisor, or health care professional to develop a plan
that is specific to your organization. © 2023 Siders HealthCare Consulting, LLC.
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