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Service Recovery

• No Matter how good  your organization is--
situations arise resulting in unmet 
expectations on the part of our patients.  The 
response of your organization to these unmet 
expectations needs to be hardwired 
throughout every layer of the organization. 



Press Ganey says….

• “To improve OVERALL patient satisfaction, 
hospitals should focus on hourly rounding, 
more time at the bedside, scripting of 
conversations with patients, clear goals and 
standards for performance, and developing a 
service recovery program to address patient 
or visitor complaints IMMEDIATELY.” 



Press Ganey Says….

• The Service Recovery Program details how to 
communicate during complaint resolution-
including listening, re-stating the problem, 
showing empathy, describing the resolution, 
and following up, as well as perks that can be 
given to a patient’s family to make amends for 
service failure. 



Where does… 
Service Recovery start??

• Every employee is a listening post to LISTEN 
to customers……

• THEY are there and present with the 
customer

• Disney keys to excellence, Disney Institute



Service Recovery = Loyal Patients

• A good service experience has the patient telling 
3-4 people

• A bad service experience has the patient telling 
10-12 people.

• Need to recognize when a bad service experience 
is happening and do something immediately, OR 
pro-actively know when bad service experience is 
happening.



Currently at WMH

Service Recovery

versus 

Complaint Department



Loyalty

• Research has shown that customers who have 
had a service failure resolved quickly and 
properly are MORE LOYAL to a company than 
customers that have never had a service 
failure- significantly more loyal

– Great Brook Service Practices



Service Recovery is…..

• Recognize……Apologize…. Fix it 
….PROMPTLY!

Or:  ACT

• *Acknowledge and Apologize

• *Correct

• *Take action!



A case study

• The Park Ridge staff put their service recovery 
program in place in just one department to 
track effectiveness of it’s employee owned 
program 

• “Our data has shown that it costs far less 
money and time for us to give a small gift than 
to lose a customer.”



Project Empowerment

• Employees then become VERY ENGAGED to do the 
right thing when they are responsible for stopping 
bad service in it’s tracks (and have the tools and 
equipment to do so)!

• Policies and procedures that support and reinforce 
service recovery must be in place.

• Employee training (and leaders!) is a must as well.



Employee Empowerment-
A Case Study

• Park Ridge Hospital adopted a program of 
Service Recovery from the Ritz Carlton.

• Mission Statement – “Caring, 
compassionate employees with the ability 
to provide assistance and make informed 
decisions in the pursuit of total customer 
loyalty.” 



What can we do today……
• Solution shorts tool from Press Ganey…



Next steps

• Service Recovery “Fire Starters!” 

• Policy/Program Development



Recommended Readings

• “I’m sorry to hear that”. Real-life responses to 
patients’ 101 most common complaints about 
healthcare. Susan Keane Baker & Leslie Bank 
(recommended by both Press Ganey and the 
Studer Group)

• Practicing Excellence. A physician’s manual to 
exceptional healthcare. Stephen Beeson,MD.

• Loyal for Life. How to take unhappy customers 
from hell to heaven in 60 seconds or less. John 
Tschohl.



QUESTIONS? Please contact :
Jane McLeod MSN RN
jmcleod@wmhos.org
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