CUSTOMER SERVICE TRAINING THROUGHOUT RESIDENT ORIENTATION

Long Beach VAHCS

1. GENERAL ORIENTATION


· Video:  Introduction to VISN 22

2. WORKSHOP ON COMMUNICATION

· AMA video on communication issues related to education level

· talk regarding Bayer’s concept of  “ the four E's"

· video of a patient interview in the middle of the talk 

· pocket card on principles of communication

3. SECTION ON “UNDERSTANDING THE VA”

· general understanding of VA, priorities, needs of veterans

· packet

4. SECTION ON “CUSTOMER SATISFACTION”

· video:  “Look at me”

· respect to patients, staff and trainees: concepts

· service to our patients:  how it is measured

· dress code, ethical behavior, confidentiality

· internal customers

· compassion of patients, families, staff, autopsies

· discrimination and sexual harassment

· packet

Resident orientation –2003    

Long Beach VAHCS

Ana E. Dvoredsky, MD, ACOS/E


