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HOW-TO

ST. AGNES MED. CTR.’s ‘DESTINATION 10:

GEARING UP TO SUPERIOR
CUSTOMER SERVICE

il Jumi, the nutrtsn degeart-
L ment at St Agrnias Madical
Caerdor in Freano, CA launched a
challenging naw PrEgEam eallad
Diatinabion 10, [ts goal: “To b the
bl in the business in patsent and
EliEamer serveee. ™
B, Agres i@ 220.bad Holy Cros:
Hismlth Care [acilivy. The If's depart.
munt (85 full-time empleyees) oper:
#lRg A priwdate -|:I'|I'!15'¥\'-.-:|| for phys
nn aff-zite delicseszen and an
of-pramise calering business on top
ol hil detive

puliisbial Urins-

Laal wear, il prepared 721,058
migales i Lhe middle of &8 major
rersdaling arsl sxpansion program

M look f dsadirvice “ The changes
im Fenlth oare in the 1.5 in the e
L0 years have lorosd Bealthesne Tels-
g Lo compete [or every Lvpe af
ragnurce, esEpemally patianie,” [wHnLs
il fad Boe Walker, HD. "Pabsnls, 6
cuslamers, expect more from their
kalihizrs providers today. ™

Bt fygnes slrendy enjoyed o high
Imnge In Lhi community for its food
operatbons, Bul Walker felt i was
Bt ks raleas & Feaww modches That™s
when sha Beought in Chel Don
Pellil By, tlirougly hig Bent-&-Chel con-

sulting program—ind the fdes of |

Destinniion 10 was born, she AR VA,
Exiw yowrselh “Ove of W Arst things
wa il was b0 ssk Soo anid har alalfl Lo
rale themeslves—on a scals ol 1 o L0,
with 11} baing best in the basinioss,”
Miller recalls. The St. Agnes staff

| geva iewll & grode of *T." with “rooen

fur Improvement.” Miller says he
g wikls the nasm eyt

Walker and har benm decided their
poal was 0o be 4 “ L0 in customer ser
vici=—anil 2kl they wanded g0 kit the
HT=|.|I'I|‘| Pl

"TEls piact will actually take 2
bo ¥ years o complede,” Miller says
“The mist = partant first sbep is to

get the entire stalT involved and |

exciled —and L3 take cwnership of
the project. AN [ do i provids soame
kind af rll-l'|--l'.jll|'l.lllll andl stir-up
rulinary idksia and aervice sidiludes
while I'm iewvalved,”

"The PEaET wilvés thinking-
II'.|'-:-ugIe. whnl we do ingd how we
sceomplish varicus Laske—how we

3 NEW-LOOK PLATES AT ST. AGNES

might eomsolidate afMorte—ami gl
grester focus nn the peblent serviess
we currently offer, sverything from
how our plates look to how the
servers on the line are dresged. "
Cwstomer-facused Meas: Over the
pasi § months, the safeterin has
imtroduced o series of customer-
fomased food lines and tems & part
ol 1is push toward Destination 10.
w Mew breakfast specials, muwiTin
snd cookie hare festure Fresh-hoked
procluctie that are prepared on
site. .. plus a stepped.-up line of
moncteny-breakers ond weskly
theme-days that feature [talian,
Mexivan ansd Armenion foods
w Walker is alsa exploring the potes-
sl [or a meini-market amd take-out
as “pla” cusbomor servioes
® “Patient Fesleervice, chel Don's

| B LFa-LoH arrabfemenis

| albusn' of idaes the stafl ean e Lo

Focism dsring his wesk with us, bone- |
Fitel in a onvher of areas. We pat in
Ty
Emala and ensrdinaled naphkingl to
disa-ai [ Ll el of Ll masal.”
@ “hal Do &lag |||1l|'|HI1'-|-|| i ‘phola
praopace dilferent platsi—Lo agsure |
canaislsncy of Lhe Nniahed prodyct
[phutoe abaonl,”
And Walkar inlroduced & new

Ensti-Lizsl eirviad mada up ol ene
from all wraas of the keoapital
peovan b ba b brie |earning experi-
arce lar slalle Mram gther aress
whaa Lhaey fimil sl Lhat samathing
they renlly dislie recoives poitive |
witess fromn othar mevlawers.”
Uitk changes' couml: (lthar cnpes

o bl enliiaia e el

L] EI‘.“'LIlIH' oypecnl Bal-sarvice fbeens, I

| ® Mnrketing tha
| ies-right-from.the-oven and the ass-

like chicken, vapeiables and rlos, o |
sell-servioe.

# Adding several rotating salf-ser-
vice bars for popular tems like pas-
ta mnd fruit

[EEEITE * of enok-

ma of “bome-mede mualfies."
“They're oot all major ehanges
Bt it's really interesting e soe how
Hitle changes an setually make & hig
difference,” Waolker points owt
“Litthe things Hke mot forgetting to
add mali b0 the water whan woa sock
pasta..or else you have Mand pasta.

| For more information about
| RENT-A-CHEF, contact chef Don
| Millgr nt: GIS-691-F02T. 136
 Ranier O, Chak Wiste, €A 51811
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