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SNHD EH

CUSTOMER
SATISFACTION 152015
SURVEY




BACKGROUND

m Directed by management to implement a customer
service survey

- Anonymous

— Develop a method to gather feedback from
industry

— Link to survey provided in email with inspection
report




Assess customer
service/

Determine areas
needing

mmunication :
&8 Sule=llD Improvement

skills of all EH staff

SURVEY
PURPOSE/
GOAL

Survey submission
Focus training for 10% of

based on inspections
responses (routine and re-
inspections)




1st [teration

1. Rate your agreement with the following statements based on vour most recent inspection

Diisagree Disagree Disagree Agree Strongly Agres Nia

m Implemented in Food Ops in November 2017
— Focus on assessing communication skills
- 6 matrix style questions
- Rate agreement with statement




Resu |tS Number of
st ITE RATI O N Numbe.r of Surveys Percent.Su.rvey
:I- Inspections Submitted Submission
2156 114 5.3%
Statement Average
Response

The inspector answered all of my questions in a way that | understood or offered to
contact me with an answer at a later time.

The inspection report was written clearly in a way that | understood. 4.51
Immediately after the inspection, the inspector verbally explained the report in detail
including violations, if applicable.

During the inspection, the inspector communicated with me respectfully and
professionally.

During the inspection, the inspector offered corrective actions for violations. 4.53
During the inspection, the inspector helped me to understand the requirements
based on the regulations.

4.62

4.55

4.52

4.52

1= Strongly disagree and 5=Strongly agree




Changed
format of
questions

Changed tone

of some
questions

Included
additional
questions

~\

* Matrix style to multiple choice (1 per page)

Y,
* Change some questions from positive to )
negative
* |[nspection report was written clearly in a way
that | understood -> Inspection report was
difficult to understand. y
\
e Where can the SNHD most Improve
e Utilization and usefulness of resources
J

INCREASE
CONFIDENCE
IN
RESPONSES-
Modify
questions



RESPONSES 2nd ITERATION-
Where Can the SNHD Most Improve

70.00%
60.00% 8.23%
50.00%
N
8 40.00%
C
o
o
S 30.00%
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c
O
©  20.00%
P 13.92%
10.13%
10.00% 7.59% -
Written Communication Verbal Communication Knowledge of Professionalism Providing more
Regulations nformation/Resource

N=79




RESPONSES 2"d ITERATION-
Did You Request Resources

70.00%

60.00% 57.72%

50.00%

40.00% 34.90%

30.00%

20.00%

10.00% e 6.04%

0.00% 1]
Yes and | received the  Yes but | did not No | did not know
requested resources. receive the requested resources were
resources. available.

N=149




RESPONSES
2nd
ITERATION-
Agreement
With
Statement

1= Strongly disagree and 5=Strongly agree

Statement

Average
Response

During the inspection, the inspector offered corrective actions for
violations.

4.5

During the inspection, the inspector helped me to understand the

requirements based on the regulations. 4.6
The inspector answered all of my questions in a way that |

understood or offered to contact me with an answer at a later 4.7
time.

Immediately after the inspection, the inspector verbally explained 4.7
the report in detail including violations, if applicable.

The inspector was knowledgeable about food safety regulations. 48
The handouts and other resources were useful and easy to

understand. 4.6
The inspection report was difficult to understand. 17

Language was a barrier in written/oral communication.

1.7




RESPONSES 2nd
ITERATION-
Surveys Submitted

[T ] S T A R 1
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Number of
Number of Percent Survey
Inspections Surveys Submission
Submitted
8091 193 2.4%

m Need to increase percent
submission

- Encourage Inspectors to discuss
during exit interview

- New question concerning number of
inspection




MODIFICATIONS-
3" Iteration of Survey

m Added demographic questions

- Languages spoken
m Bridge to question about language barrier

Continuous T\
Improvement « 7

|

- Type of facility
- Role in facility

m Included question about number of inspections
during visit

m Included question to rank topics where SNHD can
improve




THANK YOU!!

Received Positive results

RECLOERE Unclear results

Does not inform training needs

Need to Staff encouraged to discuss the survey during exit interviews

S U M MARY igg:(e:aeaﬁf New question to determine number of inspections

el Suggestions?

Modifications Demographic questions
made to Ranking question

SlHESOEE S gygpestions?







AIIergy Intervention
- Strategy




Number of
Information
Statements

dy Results

TOTAL OBSERVATIONS
(IN and OUT)

119A. The person in
|Icharge accurately
|describes foods
dentified as major
{food allergens and

68

66

mployees are
rained in food
llergy awareness

. |as it relates to their
lassigned duties.
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Fast Food

Full Service




j,ﬂifégUIati on Requi rements for PIC




. Intervention Strategy




e




Foodborne lliness Update &
Vomltlng Event Clean up




_ Investigations are up.




. Norovirus Outbreak -




contagious is norovirus?

* Norovirus

Just a very small amount - as few
as 18 viral particles - of norovirus
on your food or your hands can
make you sick.

In fact, the amount of virus particles
that fit on the head of a pin would
be enough to infect more than
1,000 people!

Source: Journal of Medical Virology, August, 2





https://www.youtube.com/watch?v=sLDSNvQjXe8

Vomiting = Biohazard Event o

Accommodation
Facilities
Regulations

Appendix I:

Biohazard Event Response Plan for Public Areas

Serving Boulder City, Clark County, Henderson,
Las Vegas, Mesquite and North Las Vegas
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glasses, dishes and utensils.

DIRECTIONS FOR USE:
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When used as directed at a 1:256 dilution
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12 02. per of water), this product contains 660 ppm
wgmmammamm

‘mkmmm.-hmmmw

3, *Respiratory syncytial vicus, *Rotavirus,
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simplex virus Type 1, *Herpes simplex virus Type 2, *Human Coronavirus, “influgnza vins
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Recommended Environmental Disinfection Solutions

Food contact surfaces, stamless steel, 200 ppm or 1 Thsp bleach/gallon water
food/mouth contact items NOT (1:250 dilution)

contamunated by vomut or diarrhea that have

been cleaned with hot water and detergent

Hard surfaces, non-porous surtaces, tile 1,000 ppm or 1/3 cup bleach/gallon water
tloor, counter-tops, sinks, toiets and other (1:30 dilution)

areas contaminated by vomit or diarrhea that

have been cleaned with hot water and

detergent

Porous surfaces, wooden floors, 5,000 ppm or 1 2/3 cups bleach/gallon
contammated by vomut or diarrhea that have | water

been cleaned with hot water and detergent (1:10 dilution)
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https://www.youtube.com/watch?v=yZTjXf5t3hQ
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| Then why would you go o work sick?







 Next meeting




