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Improvement Initiatives

1. Peak call time analysis: The Information 
Technology Department developed a report 
with number of calls/hour and number of 
abandoned calls/hour so we could analyze 
peak calling times.

2. A team was formed consisting of IT, Room 
Service Operators, Patient Services 
Manager, CNM, and Nurse Manager.

3. Analyzed data to determine when the room 
service operators needed to be in the office 
answering calls.

4. Schedules were changed to have all three 
room service operators start at 6:30 a.m. 
when the phones opened.  Breaks were 
scheduled after 9:00 a.m. when call volume 
decreased.

5. Job flows of room service operators were 
changed.  Clerical duties reassigned to off-
peak calling hours. Room service operators 
are not assigned to tray line to cover call 
outs.

6. Baseline data collection added: We added 
number of calls received/day. We wanted to 
see if increased calls (increased census) 
added to abandoned call rate.

Outcomes

Abandoned call rate decreased from 15% to 8% 
in 6 months.  No staff was added. We have 

maintained this 8% rate.

Daily complaints from patients to hospital 
leaders were reduced.  We did not collect data 
on number of daily complaints, however, it was 
noted that during daily CEO rounds, we were 
not getting these complaints anymore.  Top 
box Press Ganey scores went up 10 points.

Our Team

Challenge

At the George Washington University Hospital, 
Administration, Department Managers, and 
Nursing leaders round daily on all patients. 

Patient comments are discussed during daily 
CEO rounds. Patients were complaining that it 

took too long to order their meals and were 
frustrated by being placed on hold for a long 
time. An Internet search indicated that a 5-8% 

abandoned call rate is the industry standard for 
a call center.  A rate higher than this leads to 

customer dissatisfaction. There were no 
available metrics for a hospital foodservice call 

center. An analysis of our call data suggests 
that patients calling to place a meal order will 
hang up after being on hold for more than 90 

seconds. This translates into an a 15% 
abandoned call rate. Our goal was to reduce 

this rate 
to 5-8%, the industry standard.


