BAIRD €5
GROUP

Transforming culture. Shaping patient experience.

7 customer service habits that
boost patient satisfaction
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What we’ll cover

e Recognize the speed of a first impression and
techniques for early engagement

e Review both verbal and non-verbal means of
demonstrating empathy

e |dentify the one, most common barrier to
feeling and showing empathy

e Examine the importance of the last impression
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Patient Experience

The sum of all interactions, shaped by an
organization’s culture, that influences patient
perceptions across the continuum of care.
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Presenter
Presentation Notes
Think about the patient experience defintion. Where are the interactions? What is the culture? What are the perceptions and where do they occur along the entire experience pathway or continuum? 


PATIENT EXPERIENCE
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Presentation Notes
It only takes 7 seconds to make a first impressionThe patient experience comes down to people, process and Place. 


Why does it matter?

e Cost of losing a patient

e Lifetime value is estimated at $316,000 for
females and $268,000 for males

* CAHPS
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Presentation Notes
We know that its 6-10 times more costly to attract a new patient than to keep an existing one. When a health system looks at the lifetime value of  a customer it is mind boggling. 
With CAHPS surveys, patient satisfaction is online and visible for all to see. Hospitals started the path but now ambulatory settings including physician practices will be included. 
And finally, social media. Trust me when I say that chances are very good that someone is posting to facebook, Instagram or twitter from you rwaiting room. So make their experience a good one. 


7 Customer Service Habits

Engage Early

Assume a neutral position
Show empathy
Communicate like a pro
Show respect at all times
Do at least one little thing

N o kA wh e

Make a lasting last impression
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Presenter
Presentation Notes
I have found that there are 7 habits of the most effective customer service champions. They include: (list)
I will be going through each of these with a few pointers and will follow up with the tip sheet for anyone in attendance. 


Engage Early

 Make eye contact

e Smile

* Give a verbal greeting
e Relate in conversation
e Be observant
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Presenter
Presentation Notes
No one wants to feel invisible especially when they’re reaching out for care. Everyone in the organization must show up engaged, friendly and welcoming. Eye contact, smile and verbal greeting are things you can directly observe and coach. Make sure these behaviors are consistent. 
Relating means saying something that shows you are observing and interested or can even be simple chit chat. “I love your pink sweater.” Is it still snowing outside? Did you have to come far for the appointment? 

For everyone in hallways and public areas Be observant to identify opportunities to assist. Do they look lost? Are they walking with a cane or walker and approaching a closed door? Jump in and offer to assist.



Assume a neutral position

 Suspend judgement in
order to be fully present
and ready to listen,
learn and serve.
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Presenter
Presentation Notes
Suspend judgement. If you can remain neutral in your thinking, you can listen better and engage more. Remember - You can’t judge a book by its cover. 
Staying neutral is the first step in developing and showing empathy.
We do a front line customer service training session called Power of One. And in it we teach this with a pretty interesting method. We show the attendees a series of 4 photos and ask them to write down the first word that comes to mind.   (click)



Show empathy

e \erbal
— That must be difficult

— I’'m sorry you’re going
through this

e Non-verbal

— Eye contact & active
listening

— Facial expression
. — Touch
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Presenter
Presentation Notes
We are emotional creatures. We have a strong need to feel understood and supported. We can achieve this in both words and actions (verbal and non-verbal). 
Body language is key. Be aware of your body language at all times including your facial expression. How do you show up? Keep body language open. Use eye contact, listen and nod appropriately. 
Have a few key empathy statements and use them. Even simple statements like: “I see.” “I understand.” “That must be difficult.” Are all powerful tools in demonstrating empathy. 



Communicate like a pro

* G.R.EA.T.

— Greet & introduce
— Relate/recap
— Explain
— Tell & thank
e Active listening

 Keep informed of wait
times
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Show respect at all times

 Please & thank you for
starters

 Using proper names

e Give undivided
attention

 Take ownership for
respecting time and
privacy
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Presenter
Presentation Notes
This sounds amazingly simplistic but you would not believe how often this comes up. There are things that each of us considers disrespectful and chances are, if you’re like me, they push your buttons. A few weeks ago the airline lost my luggage. You can imagine that I was irritated. I stepped up to the one open station at the counter only to wait while the attendant looked through her text messages, smiling at the photos she was receiving. Needles to say, I felt it was disrespectful. Then she opened her mouth and asked, “what can I do for you hon?” Using terms like hon, sweetie etc. are far too familiar and in many areas disrespectful. 

When we talk about respect it’s generally in the interactive behaviors like eye contact, listening without interruption, giving full attention.  But it also surfaces as respect for the patient’s time, respect for privacy as well. 


Do at least 1 thing

e What’s your power
move?
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Presentation Notes
Each person, during each encounter has the opportunity to make the patient and family member feel valued and important. In our Power of One class we talk about finding opportunity to add something special to your encounters. It could be as simple as sitting down beside the patient while you are talking. 
It could be asking what you can do to make them more comfortable.
There’s always the opportunity to improve your approach. We encourage each employee to map out their typical customer encoutners and identify their power moves. 


Make a lasting last impression

\ e Summarize what was

7 done
* Discuss next steps
* Answer questions

e Thank
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Presenter
Presentation Notes
The first and last impressions are like book ends that frame the patient experience. That crucial first impression takes just seconds. But the last impression can really stick. Last impressions are often left to chance which is a missed opportunity. For instance, you finish an x-ray and the patient is free to go. Do you just say, “Okay, that’s it. You can go?” Many do. And don’t even get me started on the number of phone calls that end without a goodbye or anything. Just hang up. 
An ideal closure is to summarize what has been done, review next steps, clarify any lingering questions then close with a thank you. “Thank you for choosing Washington Orthopedics. It’s an honor to serve you.”
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Contact

Kris@baird-group.com

Baird Group
(920) 563-4684
baird-group.com

Scan to sign up for our newsletter
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Presenter
Presentation Notes
Thank you for attending. Please feel free to contact us. I’ve also included a scan code to subscribe to our newsletter. 

mailto:kris@baird-group.com
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