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Presents

Petra Marquart

See ME
The Power of Service in Compassionate Care

I came downstairs this 
morning, and Vinh was at the 
table writing something in his 
notebook. 

I asked him what                    
he was doing and                 
he said "just writing          
some notes to myself,  

Mommy."
He left the table, and I got a 
glimpse of it....

Nothing will restore faith and 
trust in long-term                                       
care more                      
profoundly                             
than                                     
extraordinary service. 

Without service, all you have to offer is a building with beds.

Service is any word, act or deed that  
makes working with you easy, 

pleasurable, effective and efficient.

Why Service Matters

• 1. Service is your basic _________

1 2

3 4

5 6



8/30/2022

2

Why Service Matters
• 2. Service enhances ________

in your work.
3. No matter how old, sick or 
different a customer/resident may 
be, s/he wants to be _____________
for who s/he is. 

Why Service Matters

• 4. A ________ of success is 
no guarantee of future 
success!

The past doesn’t = the future.

Why Service Matters Why Service Matters
• 5. Service gives ___________

to your ____________.

Reputation is earned and durable. Image is manufactured and fragile. 

Reputation comes from your 

‘Moments of Truth’
A Moment of Truth is anytime a customer or 
resident comes in contact with any aspect of your 
community – any sound, sight, smell or behavior 
– from which they draw a conclusion about the 
quality of your work –whether true or not.

The most powerful Moment of 
Truth is your _______________
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First Impressions Matter
• a. It takes  ______ seconds to make your 

first impression 

• b. People make _____ judgments about 
you in the first 4 minutes of your 
conversation.

c. Your residents/families unconsciously 
ask these questions:
• Are you ___________________ competent?
• How much ____________ me are you?
• Do you really want to _______________ me?

d. These questions are answered if you are 
• _________________
• _________
• ____________

Must know Moments of Truth - list and evaluate.

• ________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________

• When done, rate:
_________________________________________________________

Ow!                       Invisible                 Wow!  

Why Service Matters

• 6. Medical technical skills 
and knowledge are to 
______ as                                      
service is                                
to ______.

Why Service Matters

• 7. Service provides a 
foundation for assurance 
and ________.

Why Service Matters

8. Residents/families ________ service.

“You see what you expect to see, Severus.” 
J.K. Rowling, Harry Potter and the Deathly Hallows
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What do your customers expect?
• ________________________________

________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________

What Customers Expect

• Service

• Quality 

• Price 

• Time

• Service (Interpersonal)

How you treat ___________

• Quality
P__________

O__________

• Price = ___________

Time

Did you do what you said you would do within    
the timeframe you said you would do it? 

• Of these 4 standards of judgment, 
the one by which your customers 
judge you most critically is _______

• Why? Because it’s the one they will 
take __________

Exceeding Expectations

• If you give residents what they expect, they 
may be satisfied. If you give residents far 
more than they expect, they – or their 
family - will become your _____________________
department. 

19 20

21 22

23 24



8/30/2022

5

Exceeding Expectations

• If I expect you to arrive soon – arrive sooner
• If I expect you to show kindness – be kinder
• If I expect you to help me – help with more
• If I expect you to talk with me – talk with me 

more deeply
• If I expect you to comfort me – comfort me 

from your heart

Genuineness

Genuineness

1. Service will be judged by                                                    
the way it __________.

2. Service will be judged
by the way _________.

3. Service will be judged by the 
way it _____________.

4. Service will be judged by the 
way it_________
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The key to providing 
extraordinary service ––

depends, in part, on how well 
you _______________. 

A. Communication is …
an exchange of meaning that 

leads to _____________

B. To achieve understanding, your 
messages must be communicated 

with _________________________.

Congruence: ______________
or ________________ in your… 

words, 
tone and 

body language.
They all need to say 

the same thing. 

Mehrabian’s Theory
Face to face…

 _% of our meaning 
is communicated
through words

Mehrabian’s Theory

 7% of our meaning is 
communicated through words,

__% through tone of voice

Face to face…
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Mehrabian’s Theory

 7% of our meaning is 
communicated through words

 38% through tone of voice,

 ___% through body language 
or physiology.

Face to face…

Mehrabian’s Theory suggests that:

On the phone…
words = ___%
tone = ___%
Body language = __%

Social Media

____% of our meaning                   
is communicated through 
words

__% through tone of voice,

__% through body language 
or physiology.

• What are key issues that need to be 
communicated to 
residents/families/coworkers and 
what is the best way to do it?

F2F – PH – EM – T
____________________________________  ________
____________________________________  ________
____________________________________  ________
____________________________________  ________
____________________________________  ________
____________________________________  ________
____________________________________  ________

• Often elderly or people with physical or mental 
challenges dread the thought of moving into a long-
term care community and reject the idea.

• WHY?
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________

7 Principles of Compassionate Service

• See ME
• Hear ME
• Talk with ME
• Respect ME
• Tell ME
• Calm ME
• Protect ME
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Principle #1 - See ME:
• Most people don’t want to be invisible.

The __________ __person is there with you – their fears, 
anxieties, memories and all of the other emotions 
that comprise their humanity.

Ask about their story
Take interest in their interests
Never refer to them by their room 
number
Find something to enjoy about them
Look at them 
Acknowledge them outside of your tasks
Compliment them.

Principle #2 - Hear ME
‘Listening to someone is a gift.’

 Assume nothing/be open
 Don’t jump in and finish sentences
 Support people when expressing themselves is hard
 Create a safe and calm environment
 Ask questions
 Give them time to finish their thought
 Accept their response as the truth

Don’t ____________ you know what people are thinking, 
what they want or what they need before they tell you.

Learn to be ___________ around people who have difficulty 
expressing themselves.

Principle #3 - Talk with ME
“Don’t talk above me, below me or at me.                

Talk with me.”

 Don’t ever talk down to them
 Pay attention to their surroundings
 Match their communication style
 Get on their physical level
 Pace the speed of you delivery to their challenges
 Use words to encourage them
 Don’t add negativity to the conversation

Good communication is _______________.

People talk down to their residents through their
tone of ____________ and ______________ of words.

Principle #4 - Respect ME
When you treat others with dignity, you, 

yourself, are dignified.

 Use their name when you engage
 Before you touch them, ask for permission
 Be aware of cultural differences
 Be fluent in the language of work
 Refrain from discussions in your native language in the 

presence of customers
 Never diminish their voice

Treat my space like you would my ______________.
“We work where they live, not the other way around.”

Brett K. Anderson, MSN, RN, NE-BC, Vice President of Nursing | Operations/Ecumen 

Treat my _______________ like an _______________ of me.

Principle #5 - Tell ME 
If it’s about me, it’s my right to know.

 Follow good communication guidelines
 Prepare them for what they will hear
 Check for comprehension (Be careful)
 Prepare to repeat yourself
 Prepare for the consequences of their response
 Meet them at eye level
 Ask open and closed-ended questions

Explain things _______________and check for
_______________. (Never say: “Do you understand what I’m saying?”)

It’s the caregivers’ job to make certain the care receiver understands              
what’s being said. It’s not the job of the care receiver to work to                                                     

understand the message. 

Principle #6 - Calm ME

 Deal with concerns before they become problems
 View a concern as information
 Show remorse when mistakes are made
 Manage the process not the person
 Deal first with their feelings
 Validate their emotion
 Offer options
 Go out of your way to comfort them

Deal with concerns ________________ they become
problems.

Deal with ________________before you solve problems.
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Principle #7 - Protect 
If residents aren’t __________ – both physically                     

and psychologically – none of the rest                                          
of this matters. 

 Know emergency protocols
 Words and tone of voice matter more in an emergency
 Use touch to calm
 Be perceptive – ‘read the room’
 Know where safety information and equipment are kept
 Be courageous/ask for help
 Know how to use equipment before an emergency 

There’s a difference                           
between ‘loving’                                   
someone and ‘being                                         
loving.’ 
Chances are there are residents for 
whom you have genuine affection 
and others you can hardly stand. 
However, a casual observer should 
never know which is which.

www.seemetraining.com
(Check it out!)

“The best customer service training in long-term care!”
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