Madigan Army

Here at Madigan Army Medical Center, we are planning to use PX Week to
increase awareness among staff regarding their role in the patient experience
and the facility's commitment to maintaining a culture of care with compassion.

We are preparing a series of digital flash messages to go out that week with
reminders of effective customer service and service recovery techniques, and
will also do three "lunch & learns," two for staff (again, customer service and
service recovery refreshers) and one targeting patients (How to Advocate
Effectively for Yourself).

We are also planning to do a daily shout out to at least one member of our staff
(of approximately 2500 employees, both military and civilian) to highlight their
efforts to promote world-class patient experiences - verbally during the
Commander’'s morning huddle, by loud-speaker announcement, and featured
on our Facebook page.

Here at Madigan, we have been planning for the 2025 celebration for several
months now. Currently in the plan:

28 APR Hospital Commander's Patient Town Hall (Meet the leadership, learn
of plans & initiatives re: patient experience)

29 APR Staff workshops (Cust Svs for Frontline Staff, Getting to Yes, Service
Recovery)

30 Apr Customer Service Awards Ceremony (Celebrating outstanding
customer service by staff)

01 APR Patient Information Fair (Reps from Tricare, Referrals, Electronic
Records/Patient Portal, Pharmacy, Patient Experience,

Patient & Family Partnership Council, and hospital tours. Also, continue our
"'Say Thanks" initiative, allowing patients & staff to send a thank you card to
any staff member.

02 Apr Closing reception in Medical Mall (Hosted by Hospital Commander,
open to patients & staff, cake & punch - re-emphasize importance of and
the hospital's commitment to outstanding patient experience)

- Carole Lail, Patient Advocate



