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Customer Relations Program (continued)

	References:

*BUMEDINST 6300.10A Customer Relations Program of 10Aug01

	Command POC:

	
	

	Standard
	Yes
	No
	Comment

	Does the command have a dedicated Customer Relations Program (CRP)?  If so, describe the program.

	
	
	

	Does the command have an instruction guiding the CRP?


	
	
	

	Is there an assigned Command Customer Relations Officer (CRO)?


	
	
	

	Are there assigned Unit/Departmental Customer Relations Representatives?  If so, how many?


	
	
	

	What type of initial and ongoing training is provided to the Unit/Departmental Customer Relations Representatives?

Does it include any type of customer problem resolution training?


	
	
	


	Standard
	Yes
	No
	Comment

	How is the Department of Defense (DoD) Patient’s Bill of Rights and Responsibilities posted/included in the CRP?


	
	
	

	What type of appropriate preparation and ongoing training (an active training program) is provided to staff to maintain a positive, customer-focused environment?


	
	
	

	Is the Customer Relations Program training included in Command Indoctrination?


	
	
	

	How are your customers informed and educated about the CRP?  What market strategies are used?


	
	
	

	Describe the command’s customer problem resolution system.


	
	
	

	How do you ensure that staff members do not abandon an issue or concern that was initially brought to their attention until another staff member accepts ownership of the problem?


	
	
	


	Standard
	Yes
	No
	Comment

	How is CRP data tracked (i.e., Excel spreadsheet/Access database)?


	
	
	

	Does the CRO identify and report customer dissatisfaction issues and trends up the chain-of-command and recommend or implement changes within the appropriate scope of responsibility, process changes and improvements?

What was the most recent trend identified through the CRP?


	
	
	

	Does the CRO brief the Executive Steering Committee/ Board of Directors?  If so, how frequently?  What type of information is presented?


	
	
	

	Does theCRO brief the Executive Committee of the Medical Staff?  If so, how frequently?  What type of information is presented?

	
	
	

	Are trends presented at the departmental level?  If so, how is this done?


	
	
	


	Standard
	Yes
	No
	Comment

	Are trends presented at the provider level?  If so, how is this done?


	
	
	

	Does the CRO participate on the command’s Risk Management Committee?


	
	
	

	What type of regular occurring interaction occurs between the CRO and the following:

· Health Benefits Advisor (HBA)

· Beneficiary Counseling and Assistance Coordinator (BCAC)

· Debt Collection Assistance Officer (DCAO)

· Operational Forces Medical Liaison Services (OFMLS)

· Retired Liaison Office (RLO)

· Health Care Consumer’s Council (HCCC)


	
	
	

	Do you have access to the Navy Medicine Monitor?
https://navymedicinemonitor.med.navy.mil

	
	
	


	Standard
	Yes
	No
	Comment

	What is done with the Navy Medicine Monitor data?

	
	
	

	Additional Comments
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