


[bookmark: _GoBack]After you have answered the questions from the perspective of the Front Desk Clerk, and Environmental Services answer the following questions as if you were the Vice President in charge of Administration, responsible for the floors and staff viewed in this vinaigrette: 

· What went wrong?
· From an administrative perspective, what should be done (specifically, what programs, interventions, training, policies, procedures, etc.)?
· What would you do to determine the success of the interventions?






Clara Spencer: Front Desk Clerk

1. You tell him that she’s in 7A and he responds that there’s not even a bed in 7A.

What do you do?
· Offer to track down Mrs. Harris

What went wrong was that a patient went missing. 
From an administrative perspective, what should be done?  
What I would do to determine the success of the interventions?



2. Isabel steps forward eagerly to shake your hand.  As she does, she knocks over a stack of files. 

So you say…
· Welcome her to the team

What went wrong was the new clerk accidentally knocked over some files.
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?



3. You don’t blame him for being upset but he goes too far and yells at her…

What do you do?
· Apologize

What went wrong was a patient wasn’t given breakfast in the morning because of a mix-up with dietary. 
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?

.
4. Isabel asks what to do in such a situation and you say it’s not easy but…

What do you say?
· You try putting yourself in their shoes
 
What went wrong was that Isabel, the new clerk, asked about the stress level and whether people sometimes get out of control.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?


5. Mrs. Woo is very upset and you don’t have great chemistry with her…

So you say…
· Let me find out what’s taking so long
 
What went wrong was that the wife of a patient, Mrs. Woo sighs and marches up to the desk demanding to see her husband.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?

  
6. Then with all that happened this morning, you completely forgot about it…

What do you do?
· Take responsibility for your mistake
 
What went wrong was earlier in the morning Dr. Mallavoy gave Clara an order but she never wrote it down as he was supposed to.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?


.
7. You’ve had a difficult morning and need a break, but technically you’re not supposed to break for lunch for another hour

What do you do?
· Ask your supervisor for an early break

.	What went wrong was that no matter how hard Clara tried, it felt like it was impossible to do everything right.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?









Michael Kyung: Environmental Services
1. Your supervisor Charlie happens to walk by and asks if everything is under control.

And you say…
· No, I could use some help

What went wrong was that as soon as he steers he cart into one of the rooms, a nurse stops you – and not pleasantly.  And tells you she needs a room ready for a new patient STAT.
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?

2. He barely looks at you when you walk in.  

What do you do?
· Introduce yourself

What went wrong was he was pushing his cart of cleaning supplies up to a patient’s room and knock.  He said hello but the patient doesn’t seem responsive.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?


3. A woman walks into the room as you are cleaning and asks if you were the person who neglected to place toilet paper in his bathroom yesterday.

You point out that…
· The bathroom is now fully stocked.

What went wrong was that a woman walks into the room as he is cleaning and asked him if he was the person who neglected to place toilet paper in his bathroom yesterday. From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?










4. You’re feeling a little defeated right now.  If he’s anything like the last patient, you’d rather keep the conversation short.

So you say…
· My name is Kyung

What went wrong was that he thought that this patient was going to be like rude, like the non-responsive.
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?


5. One of the Transporters (Emilio) waves at you

So you decide to…
· Say something about the trash.

What went wrong was the transporters were about to leave their trash.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?


6. You don’t remember where to place the wet floor sign but the clerk looks kind of busy… 

What do you do?
· Get her attention

What went wrong was that he was mopping the floor down in the main lobby and forgot where the wet floor sign should go.
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?


7. Chances are, they’ll be sending somebody over soon but you can see this woman is upset…

What do you do?
· Clean it yourself

What went wrong was that it was the end of his shift and he started to head back to his department when a woman stops him and says that her husband’s been waiting for over three hours for a room and that he can’t get out of the ICU until the room is ready and no one’s been up to clean it.  
From an administrative perspective, what should be done?
What I would do to determine the success of the interventions is?





