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Category 3

The Customers category asks how your 
organization engages its patients and other 
customers for long-term marketplace success, 
including how your organization listens to the 
voice of the customer, serves and exceeds 
patients’ and other customers’ expectations, 
and builds relationships with patients and 
other customers.



3.1a
Listening to Patients & Other Customers

3.1a(1) Current Patients & Other Customers

How do you listen to, interact with, and observe patients and 
other customerst o obtain actionable information? 

How do your listening methods vary for different patient groups, 
other customer groups, or market segments? 

How do you use social media and web-based technologies to listen 
to patients and other customers, as appropriate? 

How do your listening methods vary across the stages of patients’ 
and other customers’ relationships with you? 

How do you seek immediate and actionable feedback from patients 
and other customers on the quality of health care services, patient and other 
customer support, and transactions?



3.1a(2) 
Potential Patients & Other Customers

How do you listen to potential patients & other 
customers to obtain actionable information? 

• How do you listen to former, potential, and 
competitors’ patients and other customers to 
obtain actionable information on your health care 
services, patient and other customer support, and 
transactions, as appropriate? 



3.1b. Determination of Patient & Other 
Customer Satisfaction & Engagement

3.1b(1) Satisfaction, Dissatisfaction, and Engagement 

Howdo you determine patient and other customer satisfaction, 
dissatisfaction, and engagement? 

How do your determination methods differ among your patient and other 
customer groups and market segments, as appropriate? 

How do your measurements capture actionable information to use in 
exceeding your patients’ and other customers’ expectations and securing your 
patients’ and other customers’ engagement for the long term? 

3.1b (2) Satisfaction Relative to Competitors How do you obtain information on your 
patients’ and other customers’ satisfaction with your organization relative to other 
organizations? 

How do you obtain information on your patients’ and other customers’ satisfaction 

 relative to their satisfaction with your competitors; and

 relative to the satisfaction of patients and other customers of other organizations 
that provide similar health care services or to health care industry benchmarks, as 
appropriate? 



3.2 Customer Engagement

 How do you engage patients and other 
customers by serving their needs and 
building relationships?



3.2a.  Service Offerings & Patient and Other 
Customer Support

3.2a(1) Service Offerings How do you determine healthcare service offerings? 

How do you

 determine patient, other customer, and market needs and requirements for health care 
service offerings;

 identify and adapt service offerings to meet the requirements and exceed the expectations 
of your patient and other customer groups and market segments; and

 identify and adapt service offerings to enter new markets, to attract new patients and other 
customers, and to create opportunities to expand relationships with current patients and 
other customers, as appropriate?

3.2a(2) Patient and Other Customer Support 

How do you enable patients & other customers to seek information and support? 

 How do you enable them to obtain health care services from you? What are your key means 
of patient and other customer support, including your key communication mechanisms? 
How do they vary for different patient and other customer groups or market segments?

How do you 

 determine your patients’ and other customers’ key support requirements, and

 deploy these requirements to all people and processes involved in patient and other 
customer support?



3.2a(3) Patient and Other Customer Segmentation 

How do you determine your patient and other customer groups and market segments? 

How do you 

 use information on patients, other customers, markets, and health care service offerings to 
identify current and anticipate future patient and other customer groups and market 
segments;

 consider competitors’ patients and other customers, as well as other potential patients, 
customers, and markets in this segmentation; and

 determine which patient and other customer groups and market segments to emphasize 
and pursue for business growth?

3.2a Continued



3.2b . Patient and Other Customer 
Relationships

3.2b(1) Relationship Management How do you build and manage relationships with patients 
and other customers? 

How do you market, build, and manage relationships with patients and other customers to 

 acquire patients and other customers and build market share;

 manage and enhance your brand image;

 retain patients and other customers, meet their requirements, and exceed their 
expectations in each stage of their relationship with you; and

 increase their engagement with you? 

 How do you leverage social media to manage and enhance your brand, and to enhance 
patient and other customer engagement and relationships, as appropriate?

 3.b(2) Complaint Management 

How do you manage patient and other customer complaints? 

How do you resolve complaints promptly and effectively? 

How does your management of those complaints enable you to recover your 
patients’ and other customers’ confidence, enhance their satisfaction and engagement, and 
avoid similar complaints in the future? 
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There’s no place like HOME…   

NOT “home-like”



Culture Change GOT REAL

 Included Residents in All We Do

Nothing About Me, Without Me

Added Families and Community Members / VSOs to our Committees



Mission, Vision, Values   Core Competencies

Mission:  

 Caring For Those 
Who Served

Vision:  
 To be the Provider of Choice

 To be the Veterans’ Advocate

 To be the Employer of Choice

Core Values:
 Honesty and Integrity

 Team

 Veterans are Unique

 Respect

 Excellence

 Lead the Way

Core Competencies (CC)

Recognize the 

uniqueness of veterans to 

meet their healthcare 

needs.  



Committees

 Activities
 Employee Communications
 Dining
 Employee Council
 Employee Recognition
 Medication Administration
 Public Relations & Marketing
 Recycle
 Safety
 Transitional Rehab
 Wellness

Purpose (Charter)

Goal (Result) 



Complaint Resolution Process Actions

All staff are responsible for ensuring the patient experience at MVH is a 

satisfactory one. Positive responses to complaints are part of that process.

L
isten Carefully Don’t Interrupt. 

Get the Details.

E
A
R
N

mpathize

pologize

eact

ow!!!

Feel their Pain. 

Tell them you Understand.

Even if you feel you have no part in the problem. 

Apologize.

Decide what to do and

tell that to the customer.

Do Not Delay. 

Take Immediate Action.



Market Needs and Requirements

 Market needs /requirements for health care service 
offerings largely influenced by the war time eras 
• Veterans of the Korean War may have suffered frostbite 

manifested now in vascular issues.  
• Vietnam veterans may have been exposed to Agent Orange 

manifested now in neurological issues. 

 We anticipating the needs and the impact of the next era 
of veterans to come. 



Resident Expectations

 Actively listen to each patient’s needs and choices  

 Our daily report sheets are water-marked with the words, 
“Respect Choices, Honor Wishes”

 Moved from Resident-Centered care to Resident-Directed
care


