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SUMMARY & PURPOSE:
The purpose of this policy is to define the scope of services provided by the Patient & Guest Services Department.

POLICY: .
The Patient & Guest Services representative acts as the liaison between the patients and/or guests and the

hospital to ensure service excellence.

SCOPE/APPLICABILITY:
This policy applies to all Patient and Guest Services Staff.

PROCEDURES TO ENSURE COMPLIANCE:
Patient & Guest Services representatives’ roles:

L.

Patient & Guest Services representatives are responsible for seeking timely resolution to a patient and/or
guest’s need, problem, or complaint. Patient satisfaction is monitored by daily rounding, verbal and written
reports, and patient satisfaction surveys conducted post discharge. Patient and Guest Services
representatives are responsible for compiling information and providing it to the appropriate leadership for
the purpose of service recovery, problem/complaint resolution and continuous quality improvement.
Patient & Guest Services department has the responsibility of documenting and providing resolution to
patient and/or guest complaints and/or grievances. Please refer to administrative policy HH-400-6050-703
Complaint and Grievance Management for more details.
The Patient & Guest Services representative acts as a resource and consultant to employees in other
departments in the management of complaints.
Referrals to the Patient & Guest Services department can be made by any staff member, physician, patient or
family member. Referral would include but is not limited to the following conditions:

a. When a patient or guest has a concern/complaint that staff is unable to resolve or need assistance

with.
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b. When a patient or guest continues to be dissatisfied after service recovery has been performed on
the unit.

¢ When patients are particularly pleased with service at Homestead Hospital and want that conveyed
to the appropriate individuals.

d.  When a patient wishes to exercise any of his/her rights pertaining to protected health information.

. When a patient believes his/her privacy rights have been violated and wish to file a complaint.

f.  When a patient and/or guest has special needs (e.g. sign-language translations, auxiliary aids, etc.)

and requires additional assistance with communication services.
Contacting a Patient & Guest Services representative:

a. Patient & Guest Services’ office hours are Monday through Friday from 8:30 a.m. through 5:00p.m.
and he/she can be reached by dialing 38057.

b. A Patient & Guest Services representative is on-call 24 hours per day; 7 days per week for
interventions needed and may be contacted via the hospital operator by dialing zero.

c.  Aguest services concierge is on site Monday through Thursday from 5 p.m. through 9 p.m. and Friday
through Sunday from 1 p.m. through 9 p.m.

Patient & Guest Services professional appearance and attire:

a. Professional appearance and grooming is the first and lasting impression of our patients and guests
whom we are here to serve. As such, the Patient & Guest Services representatives will abide by
administrative policy HH-400-7240-619, Personal Appearance, Grooming and Clothing Standards and
departmental policy HH-400-6050-002 Patient and Guest Services — Dress Code.

Resolution of items found or reported to be lost:

a. Patient & Guest Services is available to facilitate the resolution of lost items in the event that a
patient and/or guest and the department leadership cannot agree upon a satisfactory resolution.
Please refer to administrative policy HH-400-6050-709, Patient Clothing, Valuables, and Belongings
for more details.

SUPPORTING/REFERENCE DOCUMENTATION:

2013, TIC, RL01.07.01, The patient and his or her family have the right to have complaints reviewed by the
hospital.

2013, TIC, MS.09.01.01, The organized medical staff, pursuant to the medical staff bylaws, evaluates and acts
on reported concerns regarding a privileged practitioner’s clinical practice and/or competence.

2013, TIC, LD.04.01.07, The hospital has policies and procedures that guide and support patient care,
treatment, and services.

It is the intent of this policy to comply with all government regulations related to patient and employee safety.

RELATED POLICIES, PROCEDURES, AND ASSOCIATED FORMS:
HH Administrative Policies:

e  400-5830- 700, Patient Rights & Responsibilities - Bioethics

e  400-6050-703, Complaint & Grievance Management — Patient & Guest Services

e  400-2000-1015 Code Help: Patient and Families Activated Rapid Response Team - Nursing

e 400-7240-619, Personal Appearance, Grooming, and Clothing Standards — Human Resources
e 400-6050-709, Patient Clothing, Valuables and Belongings

e  400-6600-010, Service Recovery I-ACT

BHSF Administrative Policy: 1402 Incident Reporting — Risk Management / Patient Safety

HH Departmental Policy: 400-6050-002, Dress Code — Patient & Guest Services
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ENFORCEMENT & SANCTIONS:

Viofations of this policy may lead to revocation of system privileges and/or disciplinary action including
termination. Anyone willfully violating this policy will be subject to disciplinary action up to and including
termination.
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