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Crouse Hospital Job Description

TITLE:  Director, Guest Services
REPORTS TO:  Chief Quality Officer
UPD/REVIEWED: 

UNION / GROUP:   FORMDROPDOWN 

SALARY GRADE:

DEPT #: 

DEPT NAME:  Guest Services


Job Summary: 
 The Director of Guest Services has oversight for the department and ensures its consistency with Crouse Hospital's mission, vision and values.  The Director, in collaboration with other divisions and departments will provide leadership in the implementation and coordination of customer service initiatives throughout the hospital.

The Director is responsible for the facilitation of the Hospital's guest services strategies and will work closely with the Quality Services Division to integrate cultural, education and service plans.  Although Guest Services will go on in a variety of independent settings, and circumstances, this position is seen as the focus for all guest service activities.  The director will have oversight for the patient complaint and recognition process, which includes direct responsibility for the activities of the Patient/Guest Relations Representative.   The director will also work closely with the Director of Quality Improvement regarding customer satisfaction analysis and reporting.  Additionally, will collaborate with other department heads to develop and implement performance improvement plans that address customer satisfaction opportunities.  Likewise, will partner with key departments to ensure that the necessary education and support is given to the medical and hospital staffs to ensure an effective guest services program.  Requires ability to assume Administrator on Call (AOC) responsbilities on a rotated/as needed basis.  

Typical Working Conditions:  
May be exposed to communicabel diseases or toxic substances, ionizing radiation, therapeutic preparations and other conditions common to a health care environment.
Typical Physical Demands: 
 Requires the use of standard office equipment like a computer, telephones and copiers.
Mission/Vision/Values:  An employee of Crouse Hospital is part of a team that supports our mission, To Provide the best in patient care and to promote community health.    We provide this care through our vision which includes: commitment to excellence, building a dynamic work environment, developing a center of excellence, strengthening our relationships with other providers and operating in fiscally responsible manner.  All employees are expected to live the Hospital values of Community, Respect, Open and honest communication, Undivided commitment to quality, Service to our customers and Excellence though innovation and creativity. 
Duties and Responsibilities:  

1. Ensures that they cultivate a work climate supportive of the Hospital’s mission, vision and values as noted above.
2. Commits to a customer service oriented culture within his/her area which includes service orientation to work processes, staff customer service and actively participates and supports development of key customer service outcomes.
3. Establishes goals and monitors progress for the Guest Services department
4. Facilitates efficient work processses by creating an effective, efficient staff strudture and coaching guest services staff members in making process improvements.
5. Facilitates the guest service philosophy throughtout the hospital.
6. Continously improves guest satisfaction.
7. Oversees Crouse Health Foundation's 'Friends' donor relations program.
8. Assists the hospitla in ensuring compliance with DOH, JCAHO and reimburser standards.
9. Recruits staff who demonstrate the ability to fulfill the mission, vision and values of the organization; orents and continually develps staff to maximiz their success; evaluates the performance of staff to ensure quality work and continous improvement.
10. Participates in the education development of the guest services staff; establishes performance programs which include educational and developmental opportunities for the guest services staff.
11. Reflects positively on the organization in active participation in community organizations; builds and maintains an effective interpersonal and organizational network that enables communication of operational initiatives to management, staff and self.
12. Performs other duties as assigned by administration and dictated by organizational needs. 

Job Requirements: 
The ideal candidate would have a bachelor's degree in management, the hospitality industry or healthcare administration and three years of related experience.  He or she will als have a strong customer service orientation, outstanding oral and written communication and presentation skills and a dedication to our mission, vision and values.  Additionally, a strong, collaborative team approach to program development is essential.
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