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Presenter
Presentation Notes
Introduce today’s course content regarding the need to provide 5 Star Service and maintaining quality in difficult situations.

To open the course, the following ICE BREAKER maybe be fun:

Ask participants to STAND UP if they have ever had a bad experience with a patient:
	* today
	* in the past week
	* within the month
OK…evaluate number of people standing

Now I would like you to SIT DOWN if you have ever had a patient:
	* say “thank you”
	* give you positive feedback, e.g. a note via a survey, departing comment from an appointment….

This exercise shows the participants that they are not alone.


Learning Objectives

By the end of the session, the participant will be
able to:
e Define the five elements of C.L.E.A.R.

e Demonstrate the five fundamentals of C.L.E.A.R.
communication

 Incorporate C.L.E.A.R. communication into daily
practice
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Presenter
Presentation Notes
Give a brief overview of the objectives listed on the slide and how today’s presentation will address them.


= |
Customer Service

 Why Is customer service so important?

— Meeting patients’ service expectations is part of
everyone’s job.

 How do patients judge a medical practice?

— When patients talk about us, we want them to use
words like “courteous,” “friendly,” “caring,”
“concerned” and helpful!

That’s where you come In.
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Presenter
Presentation Notes
Patient satisfaction is more than numbers on a survey report. It’s how we measure our success as professionals. 

Why is Customer Service so important?
     >> Meeting patient’s service expectations is part of everyone’s job

Satisfied patients are more likely to follow the treatment plan, and their compliance leads to better medical outcomes. 


2) How do patients judge a medical practice?  
     >> We know that patients select a medical practice based on their health needs, on referrals, and word of mouth discussions with friends and family.
     >> When patients talk about us, we want them to use words like courtesy, friendliness, caring concern, and helpfulness

When patients are happy, our workdays go better. 

That’s why we got into the healthcare field – we care about people. 

And that’s where you come in.




Video:
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Presenter
Presentation Notes
We are going to present a video demonstrating techniques to help us make sure that every patient has a world-class experience, and how to make patients feel valued WITHOUT adding to your workload. 

The presenter is Barbara Khozam (Ko-zahm) – an experienced “mystery patient” who spends lots of time in medical practices, watching how people like us relate to their patients. 

Barbara has identified some simple techniques that will raise our patient survey scores. 

You’ll see that the techniques are grouped under five headings: Connect…Listen…Explain…Ask…Re-Connect. That’s why the video is called “Five Star Service is C.L.E.A.R.” 

And by the way, watch closely and you’ll see that none of the recommended techniques makes our work harder – they’re designed to make our jobs easier! 

You have a copy of the C.L.E.A.R. Model in front of you. As you watch the video, you can look for the C.L.E.A.R. elements.  


C.L.E.A.R. Model for Staff Members — What to DO or SAY

Re-connect

Connect

* Acknowledge patients
immediately; introduce yourself

b “Good morning, Mrs. White,
I'm Marie, I'm a registered
phlebotomist. I'll be drawing
your blood this afternoon.”

« Establish eye contact; smile

» No words here - you know how
to smile!

» Wear your name
badge correctly

» No words here

* Use the patient’s name

» “Hi Mrs. White, how's my
favorite patient today?”
“Mrs. Saldana, please wait one
second while | locate
your record...”

» Use a friendly, helpful voice/tone;
say “please” and “thank you”

» “Could you sit on the exam
table, please?” “I'm glad |
could help.” “Mrs. Smith,
thank you for holding, how
may | help you?”
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Listen

* Maintain eye contact

» No words here...just a pleasant
expression!

» Use active listening
techniques

» “Uh-huh.” “| see...”

» Use active listening body

language (smiling, head nodding)

» No words here

» Repeat information for accuracy

» “Let’s see if I've got that
right...” “So you've been
having symptoms for two
weeks, is that right?”

» Respond with empathy
statements

» “Oh, I'm sorry to hear that.”
“That must be uncomfortable
for you.”

5: Patient Satisfaction

Explain

» Describe what's going to happen;
explain as you go

» “Thank you for your patience,
Mrs. Saldana. The Radiology
tech will be here in a few
minutes.” “I'll be attaching
these leads to your chest and
legs...they may feel a little cold
for a second.”

» Use layperson’s language (not
abbreviations or acronyms)

» “Do you have your Explanation
of Benefits?” (Don't say EOB.)
“Here's some information on
how we respect your privacy...”

« Let patients know when delays
are expected

» “Dr. Jones has one other patient
ahead of you. She'll be in
as soon as she can. Is there
anything | can do for you while
you wait?”

* If there are tests or
questionnaires involved before
the patient sees the PCP explain
what they are, how long they will
take and what is needed from
the patient.

For more information, email pr

» Check for understanding
» “Did you get all your
questions answered?”

» Be sure the patient’s needs have
been met

» “...is there anything else |
can help you with?" “Is there
something | can do to make
you more comfortable?”

= Offer options, where appropriate

» “If this is not convenient
would you like to change your
appointment or see the Nurse
Practitioner?”

«» Check for understanding by using
teach-back method

» “Can you please explain that
back to me, just to be sure | gave
you the correct information?”

» Check back frequently with
waiting patients

» “Dr. Smith asked me to let you
know we haven't forgotten you.
He'll be in as soon as he can.”

» Help patients find the next
location

» “Mr. Johnson, let me walk you to
the pharmacy.”

= End with a friendly parting
comment

» “Take care.” “Thank you for
understanding. We appreciate
your...(fill in the blank).”
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C.L.E.A.R. Model for Staff Members — What to DO or SAY

» Acknowledge patients
immediately; introduce yourself

» “Good morning, Mrs. White,
I'm Marie, I'm a registered
phlebotomist. I'll be drawing
your blood this afternoon.”

* Establish eye contact; smile

» No words here — you know how
to smile!

» Wear your name
badge correctly

» No words here

* Use the patient’s name

» “Hi Mrs. White, how's my
favorite patient today?”
“Mrs. Saldana, please wait one
second while | locate
your record...”

» Use a friendly, helpful voice/tone;
say “please” and “thank you”

» “Could you sit on the exam
table, please?” “I'm glad |
could help.” “Mrs. Smith,
thank you for holding, how
may | help you?"

» Maintain eye contact

» No words here...just a pleasant
expression!

* Use active listening
techniques

» “Uh-huh.” “| see...”

* Use active listening body
language (smiling, head nodding)

» No words here

» Repeat information for accuracy

» “Let’s see if I've got that
right..." “So you've been
having symptoms for two
weeks, is that right?”

» Respond with empathy
statements

» “Oh, I'm sorry to hear that.”
“That must be uncomfortable
for you."

Explain

» Describe what's going to happen;
explain as you go

» “Thank you for your patience,
Mrs. Saldana. The Radiology
tech will be here in a few
minutes.” “I'll be attaching
these leads to your chest and
legs...they may feel a little cold
for a second.”

Use layperson’s language (not
abbreviations or acronyms)

» “Do you have your Explanation
of Benefits?” (Don't say EOB.)
“Here's some information on
how we respect your privacy...”

Let patients know when delays
are expected

“Dr. Jones has one other patient
ahead of you. She'll be in

as soon as she can. Is there
anything | can do for you while
you wait?”
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If there are tests or
questionnaires involved before
the patient sees the PCP explain
what they are, how long they will
take and what is needed from
the patient.



» Check for understanding
» “Did you get all your
questions answered?”

«» Be sure the patient’s needs have
been met

p “...is there anything else |
can help you with?” “Is there
something | can do to make
you more comfortable?”

« Offer options, where appropriate

p “If this is not convenient
would you like to change your
appointment or see the Nurse
Practitioner?”

» Check for understanding by using
teach-back method

» “Can you please explain that
back to me, just to be sure | gave
you the correct information?”

R

Re-connect

» Check back frequently with
waiting patients

» “Dr. Smith asked me to let you
know we haven’t forgotten you.
He'll be in as soon as he can.”

« Help patients find the next
location

» “Mr. Johnson, let me walk you to
the pharmacy.”

» End with a friendly parting
comment

p “Take care.” “Thank you for
understanding. We appreciate
your...(fill in the blank).”
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