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Customer Relations Program (CRP)

	
References:
* BUMEDINST 6300.10B of 12 Oct 2012 

DISCLAIMER:  This list of references is not all inclusive and the most recent updates may not be reflected.  Commands are responsible for all instructions and guidance related to a particular program or inspectable area.
	Command/BHC/Detachment:

Date:

Command POC:



	Reference
	Standard
	Yes
	No
	2
	3
	4
	5
	Comments/Notes

	BUMEDINST 6300.10B p.2, para 5c
	Are all customer relations performance measures promulgated by the Deputy Chief, Bureau of Medicine and Surgery used to enhance internal and external customer satisfaction?
	
	
	X
	X
	X
	X
	

	BUMEDINST 6300.10B p.2, para 6
	Are local and/or enterprise level Target Performance Goals (TPG)  to include beneficiary and staff satisfaction, used to track progress?
	
	
	
	X
	X
	X
	

	BUMEDINST 6300.10B                     p.3 7b(1-2)
	Have Regional Commanders ensured Navy medical and dental facilities meet TPGs resulting from Strategic Planning and Patient Satisfaction Survey (PSS) reporting processes.
	
	
	
	X
	
	
	

	BUMEDINST 6300.10B p.3 7b(3)
	Have Regional Commanders reported performance that does not meet TPGs, and identified corrective actions and follow-up to the Deputy Chief, BUMED as required.
	
	
	
	X
	
	
	3rd Qtr 2012, DSG directed regions to mitigate need for appointment call backs to improve ease of scheduling.

	BUMEDINST 6300.10B                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                       p.4 7c(1)
	Does the Commanding Officer (CO) assess their command’s CRP and determine the training, positions, and processes needed to meet the minimum requirements?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 7c(2)
	Does the CO actively engage and promote participation of all levels of staff in initial and ongoing customer relations training?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 7c(3)
	Does the CO promote participation of all levels of staff in monitoring and utilizing survey data to improve and enhance health care processes to meet patients’ needs and expectations?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 7c(4)
	Has the CO developed market strategies directed at informing and educating customers about the CRP through various educational methods?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 7c(5)
	Has the CO developed command market strategies that address command specific issues, 
actively supporting enterprise-wide market strategies to maximize patient participation in surveys?
	
	
	
	
	X
	X
	PSS promotion DVD and Buttons will be mailed in next 3 weeks to all MTFs.  

	BUMEDINST 6300.10B
p.4 7c(6)
	Has the Command Customer Relations team customized the program to meet the needs of local customers?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 para 7c(7)
	Does the command utilize customer relations data during resource, personnel, and facility management decision making?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 para 7c(8)
	Does the command report TPG results and share successes with other commands during the Deputy Chief of BUMED’s annual review process?
	
	
	
	
	X
	X
	Deputy Chief of BUMED’s annual review process is pending.

	BUMEDINST 6300.10B
p.4 para 7c(8)
	Does the CO use TPGs to analyze the command’s health delivery system to identify areas in need of improvement.
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 para 7c(9); and Encl (3)
	Does the CRP team ensure customer relations reference cards are available to all beneficiaries, updated as needed to keep them current?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
p.4 para 7c(10)
	Does the command utilize the encounter based data reported by the Patient Satisfaction Survey (PSS) to focus recognition efforts on Navy health care personnel demonstrating a solid commitment to excellence in customer service?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
Encl (2)
	Does the Command Customer Relations Program team utilize the simplified resolution process?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
Encl(2)
	Do staff members advise customers of all avenues for submitting information to include oral, hand written and electronic?
	
	
	
	
	X   
	X
	

	BUMEDINST 6300.10B
Encl(2)
	Do staff members stay “in the loop” until the problem is resolved or referred to a Health Benefits Advisor or Tricare Service Center or Operational Forces Medical Liaison?
	
	
	
	
	X
	X
	

	BUMEDINST 6300.10B
Encl(4)para 2a
	Is the Customer Relations Officer (CRO) or his or her substitute available at all times during the facility’s hours of operation and has he or she completed all relevant Navy Medicine Customer Relations Training?
	
	
	
	
	X
	X
	Evidence of Training for CRO and alternate and appointment letters stating hours of availability.

	BUMEDINST 6300.10B
Encl(4) para 2a(3) 
	Have all individuals assigned designated MTF/DTF CRP received training in the Customer Problem Resolution System?
	
	
	
	
	X
	X
	Evidence of training in training records.

	BUMEDINST 6300.10B
Encl(4) para 2a(5)
	Does the CRO centrally track and review all legislative, executive, and beneficiary CRP
Correspondence, regardless of final disposition of response?
	
	
	
	
	X
	X
	Evidence of tracking system.

	BUMEDINST 6300.10B
Encl(4) para 2a(8)
	Does the CRO participate on the command Risk Management Committee?
	
	
	
	
	X
	X
	Evidence of meeting attendance.

	BUMEDINST 6300.10B
Encl(4) para 2b
	Has the Customer Relations Representative (CRR) and the CRR substitute received an appointment letter stating they will be available at all times during the unit’s hours of operation,
and have they completed all relevant Navy Medicine Customer Relations Training?
	
	
	
	
	X
	X
	Evidence of appointment letter and training completion.  (Development of Navy Medicine Customer Relations training is pending)                                                                                                                                                                                                                                                                                                                                                                                                                                                                                 

	BUMEDINST 6300.10B
Encl(4) para 2b(2)
	Has the CRR provided liaison with CRO regarding the unit’s customer relations program and forwarded to the CRO quarterly summary reports of the unit’s customer relations issues?
	
	
	
	
	X
	X
	Evidence of quarterly reports.

	BUMEDINST 6300.10B
Encl(4) para 2f(1-
	Has the Operational Forces Medical Liaison made regular visits to area operational Medical Department Representatives (MDRs) (unit level and above) to disseminate information regarding MTF support and medical care for operational staff?
	
	
	
	
	X
	X
	Evidence of a monthly visits or training provided to units.

	BUMEDINST 6300.10B
Encl(4) para 2f(1)(e)
	Has the Operational Forces Medical Liaison maintained periodic contact with medical holding companies?
	
	
	
	
	X
	X
	Evidence of status reports to Medical Department Representatives regarding members in the medical holding company.

	BUMEDINST 6300.10B
Encl(4) para 2f(1)(f)
	Has the Operational Forces Medical Liaison participated in process improvement activities to meet the unique needs of the operational forces?
	
	
	
	
	X
	X
	Evidence of Process Improvement activity.












Additional Comments:

	A Retired Activities Officer may establish a liaison program at major Navy MTFs/DTFs to serve the retiree community and their families at the invitation of the MTF/DTFs Commanding Officer.  BUMEDINST 6300.10B encl(4) para g and OPNAVINST 1720.3F of 20 Aug 08 provides further discussion of the Navy Retired Activities Program.

Special Interest Items:
How are facilities using Patient Satisfaction Surveys?  How are Patient Satisfaction Surveys associated with Interactive Customer Evaluations (ICE)?  Please note, these interest items are not standards and cannot be used to establish a finding, during inspection.
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