
Learning Points 
1. Identify opportunities for 

enhancements to the onboarding and 
training process offered to staff 
involved with the initial patient 
contact. 

2. Explore the correlation between 
promotion of customer service 
excellence during the registration 
process and alignment with ancillary 
department PRC Key Drivers®. 

3. Employ effective, consistent 
communication to targeted staff that 
messages the expectation for a 
patient’s first point of contact 
experience. 
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“We’ve been expecting you!” 

Moving the patient’s first point of contact from an 

impersonal, cold and fact-collecting interaction to a 

WARM welcome.   

Patient Access Services Toolkit 

New Hire 
Training 

Continuing 
Education 

Communication 

Staff 
Engagement 

Recognition & 
Rewards 



Onboarding and Training 

Process  

Support Information 

Training – Focus on Customer 

Service  Aspects of the Registration 

Process  

Patient Access Services New Hire Orientation  

• Customer service expectations communicated by the 

assigned department Trainer: 

 

1. PRC goals for the organization 

2. Customer Service Excellence Training  

3. Script -  “How Do I Respond When?” 

4. A.I.D.E.T. – “Key Words at Key Times” 

  



Excellence in Customer Service 

Our goal is to provide excellent 

customer service to every 

patient every day.    

**************************** 

‘YOU NEVER HAVE A SECOND 

CHANCE TO MAKE A FIRST 

IMPRESSION!” 

 

Our hospitals contract with 
Professional Research Consultants, 
Inc. (PRC) to measure patient 
satisfaction. PRC contacts, by 
telephone, a percentage of inpatients, 
outpatients and ED patients and asks 
them to rate aspects of their care as 
excellent, very good, good, fair or 
poor. PRC surveys hundreds of 
hospitals and this allows us to 
benchmark FMC and VVMC against 
hospitals across the country. 

 

Continuing Education  

Maintaining Focus on Customer 
Service Expectations 

1. Department Staff Meetings 

 Customer service is a 
permanent agenda topic for  

  staff meetings 

2. Cross Training/Observation in 
all Registration Areas 

3. Required Annual Review 
 Customer Service Excellence 

Training Slides 

 Script - “How Do I Respond 
When?”  

 A.I.D.E.T. Training – Employee 
Portal  

 

Effective and Consistent 

Communication 

 

 
“The single biggest problem in 

communication is the illusion that it has 

taken place.” 

George Bernard Shaw 



Patient Communication 
Establishing effective methods of 

communication with the patient through: 

 

1. Staff Observations – Identification of key “pain 

points” occurring during registration process 

• Missing Orders 

• Duration & Explanations 

• Facility Navigation and “Way Finding” 

 

 

Patient Communication  
 

2. Action Plan - Initiation of action items to 

address identified issues  

• Missing Order Location - 3-step process 

developed 

• Duration & Explanations – “BACK to 

BASICS”   

• A.I.D.E.T. guidelines 

• Facility Navigation and “Way Finding” 

 

 

Patient Communication 

 

3. Mechanism for Patient 

Feedback 

• Passport to Excellence 

 



Staff Communication 
PRC goals, current survey results, customer 

service recognitions, and department updates 

are communicated to targeted staff by: 

1. Department Standards Board 

2. Northern Arizona Healthcare Portal  

• Patient Access Services Site 

• Direct Links to Patient Satisfaction tools featuring 

articles and PRC Cyber Seminars 

3. “NewsFlash” - Monthly E-mail Communication 

 

Our Patients Say: 



Alignment with Ancillary 

Department PRC Key Drivers 

Correlation between customer service excellence during 

the registration process and alignment with ancillary 

department PRC Key Drivers 

 

9 - How would you rate the registration process '+temp9+'?  Would you say: 

9 - How would you rate the registration process '+temp9+'?  Would you say: 



Engagement of Support  Services 

Volunteer Services are an integral part of providing 

excellent customer service during the registration 

process 

1. Valet Parking 

2. Initial Greeting  

3. Monitor Waiting Area 

4. Transportation Assistance  

      and Facility Navigation 

 

 

 

 

Engagement of Provider Office Staff 

Verde Valley Medical Clinic – an integrated, multi-

specialty  physician practice that is a service of 

Verde Valley Medical Center. 
 

Integration of services and shared patient 
population promotes the patient centered care 
concept by: 

1. Electronic Medical Record (EMR) Integration 

2. Facility Sponsored Provider Office Meetings  

3. Shared Phone Directory  

4. E-mail Contact Groups for Provider Offices 
 

 

CLOSING REMARKS 

Patients Are Our Purpose at 



Questions & Answers 

Sharon J. Healy, CRCR; CHAM 
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(928) 639-6430 

sharon.healy@nahealth.com 


