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Customer Service

Adding Value to the Patient Experience

Opening Questions
• What is a patient/customer experience
challenge we are currently facing?

CHALLENGES
• Time Constraints
• Misalignment/ Miscommunication
• Lack of Teamwork

• On a scale of 1-5, with 5 high, how would you
rate our consistency in providing an
exceptional patient experience?

• Lack of Accountability

• When it comes to providing an exceptional
patient experience, where are your gaps?

• Staffing Issues (finding/retaining good people)

• Ineffective Service Recovery
• Inconsistency in Service
• Mixed Messages from Leaders
• Competing Priorities
• Complacency/Inertia

Opening Quote
The customer is the most important visitor on our premises.
He is not dependent on us. We are dependent on him.
He is not an interruption of our work. He is the purpose of it.
He is not an outsider of our business. He is part of it.
We are not doing him a favor by serving him.
He is doing us a favor by giving us the opportunity to do so.
-- Mahatma Gandhi

Interesting Facts
Interesting data that validates why a focus on the total customer experience is
crucial:
• 70% of buying experiences are based on how the customer feels they are being treated.
• It is 6-7 times more costly to attract a new customer than it is to retain an existing customer.
• Consumers are 2 times more likely to share a bad customer experience than they are to talk about
positive experiences.
• Consumers are 11 times more likely to share an exceptionally “memorable” experience, return to
repurchase, and to pay more with your organization.
• As little as a 10% increase in customer loyalty can result in a 30% increase in sales .

• 80% of companies believe that they offer a “great” customer experience; only 8% of customers concur.

Defining Excellence
Average
• Knowledgeable
• Timely
• Accurate
• Friendly
• Courteous
• Responsive
• Respectful
• Safe

Exceptional
• Personalized
• Anticipatory
• Proactive
• Compassionate
• Genuine
• Empowered
• Passionate
• CONSISTENT

“Customer relations
are an integral part
of our job, not an
extension of it.”

What an Exceptional Customer Experience should
Look, Sound, and Feel like…
LOOK
WORK ENVIRONMENT
• Public Areas are clean and organized, no
visible debris
• Workstations are neat and organized
EMPLOYEE DEMEANOR
• Employee attire is professional, wearing
proper name tag
• Employee greets everyone with a warm
and friendly smile
• Employee uses positive, direct eye contact
when interacting with others
• Employee displays a sincere desire to meet
customer requests

SOUND

FEEL

INITIAL GREETING
• Customer receives friendly, enthusiastic greeting
of “Welcome” or “Good morning/afternoon/
evening”

VALUE/RESPECT
• Employee is efficient, yet unhurried and
sensitive to the customer’s needs

• Employee provides their name and offers
assistance. “My name is ___, how may I assist
you?

WELL SERVED
• Employee provides prompt recognition;
customer doesn’t feel like an interruption to
their work – they leave feeling well served

• If the customer has to wait, employee politely
advises that they will be taken care of shortly
• Employee’s speech is clear and professional,
avoiding slang or industry jargon that may
confuse others
• 4-Part Greeting is used when answering incoming
calls (Good morning/afternoon/ evening; dept.;
name; how may I assist you?)

CLOSING
• Employee thanks the customer for their business
“Mr./Mrs. ___, it’s been a pleasure seeing you
today” or “Have a wonderful day.”

COMPETENT STAFF
• Employee is knowledgeable and confident in
their work; able to multi-task with ease
SENSE OF URGENCY
• If a customer expresses a problem or concern,
we communicate with HEART (Hear,
Empathize, Ask, Respond, and Thank) to quickly
resolve it
TEAMWORK
• Employees enjoy working together, and jump
in to assist one another (especially during peak
periods)

11 Simple Ways to Create Loyalty & Delight
1.

We greet everyone with a warm & friendly smile.

2.

We anticipate and comply with Customer needs.

3.

We learn something unique about each Customer
to personalize the experience and to create
loyalty and delight!

4.

We use the Customer’s name, if and when
possible.

5.

We use positive eye contact to indicate that we
are interested and attentive.

6.

We listen carefully and empathically with our
ears, eyes and heart.

7.

We are polite in our speech, using words like “Good
morning/afternoon/ evening,” “I’ll be happy to,”
“Please,” and “Thank You.”

8.

We use proper telephone etiquette by answering with
smile, thanking the caller, giving them our name, using
hold carefully, and keeping them updated if they are on
hold. 

9.

If a Customer has experienced a problem, we apologize
and work to quickly resolve it. Then we follow-up to
ensure satisfaction. Communicate with HEART! 

10. We maintain a professional appearance and a clean,

organized work area.

11. We escort instead of pointing out directions when

possible.

Balancing Function with Purpose


Position: TRAINER
Function

(job description/daily tasks)
• Create the PowerPoint Presentation
• Create the Participant Handouts
• Ensure room set-up is adequate
• Ensure A/V equipment works properly
• Teach the class
• Take attendance
• Test for retention
• Compile Evaluation Feedback

Purpose

(value & meaning)
To create an engaging,
memorable learning
experience that builds selfaccountability and fosters
sustainable change

• How does it feel when you
work for a leader who is
solely focused on
function?
• What percentage of your
time do you spend
focusing on purpose?
• What happens when you
spend too much time
focusing on functional
tasks?
• What happens to your
spirit when you spend to
much time on the
functional aspects of your
job?

The Language of Service Excellence
GREETINGS

REQUEST FOR INFORMATION

Instead of “Hi” or “Hey”
• Good Morning
• Good Afternoon
• Good Evening
• How are you today?
• Welcome

Instead of “Name” or “Address”
• May I have your Name, please?
• Address please? Thank you!

AFFIRMATIVE

CLOSING

• Is there anything else I
can help you with?
• Have a great day!
• Have a nice day!
• It’s been a pleasure
serving you today!

•
•
•
•

Instead of “Yeah”
“Yup” or “OK”
Yes
Certainly
My Pleasure
I’d be happy to!

•
•
•
•
•

SERVICE RECOVERY

I apologize
I’m sorry to hear that
Let me find someone who can assist you
Let me see what I can do
Here’s what I can do

Proper Telephone Etiquette
YOUR Team Assessment

Always

Sometimes

We answer incoming telephone calls PROMPTLY and with a SMILE.
We speak clearly, in a cheerful voice tone and at a moderate pace.
We use a 4-PART GREETING when answering incoming calls. (Example: Good morning,
Reception Desk, this is Sheila, how may I help you?)

We ASK for permission before placing callers on hold. (Example: May I place you on a brief

hold?)

We send BLIND TRANSFERS (calls that are transferred to another person or department
unannounced).

We ASK the caller “Is there anything else that I can do to assist you?” before ending
calls.
We have established TELEPHONE ETIQUETTE Standards for our department.
We incorporate TELEPHONE ETIQUETTE as part of our New Team Member Training.

YES

NO

YES

NO

Never

The Art of Listening & Effective Service Recovery
Listening Self-Assessment

Always

Usually

Seldom

Never

Outstanding
Listener

Good Listener

Need Work

Need a lot
of Work

Do you refrain from interrupting others when they are speaking?
If someone is having trouble expressing themselves, do you demonstrate patience by
allowing them to finish their thoughts before jumping in with your own?
Do you listen carefully and without judgment when someone is speaking?
Do you refrain from filling in the blanks when others are speaking?
If you don’t like the person who is talking, are you able to set aside your feelings and
hear them?
Are you able to fully give your attention to someone when they need to talk to you?
Do you ask lots of questions to make sure you understand the person’s perspective?
Are you able to listen without giving advice, or thinking about how to solve the
problem?
Are you able to accurately paraphrase what the person has said?
Are you able to listen without being distracted by what’s going on around you?

SCORE

Key Phrases

Diffusing Problematic Situations
DON’T SAY

DO SAY

• I can’t

• Here’s what I can do

• I don’t know

• I don’t know, but let me find out

• That’s not my job

• Let me find someone to help you

• We’re short staffed

• I’ll be with you in just a moment

• Calm down

• I understand your concern/frustration

• That’s not my fault

• Let’s see what I can do

• Our policy doesn’t allow that

• Well, what I can do is...

• I’m new

• Let me find someone to help you

L
E

LISTEN to the customer to genuinely understand the problem from their

perspective.
• Allow them to express or vent the issue. Don’t interrupt.
• Maintain eye contact. Say “I understand” occasionally and nod your head to show
attentiveness.

EMPATHIZE with the customer and apologize.
•

•

A
P

Saying you’re “sorry” does not mean you are admitting wrongdoing. It is simply
identifying that you are listening and understand what they are saying. This is known
as empathy.
Use “I” instead of “we” and “us.” If possible, use their name, saying, “Please forgive
me, Mr. Smith,” or “I apologize” to signify ownership.

ASK how we can resolve the problem. Always offer them reasonable alternatives.
•
•

This may require you do some research or get someone else involved.
Take notes, if needed, to get all of the details.

PRODUCE a solution to solve or correct the problem right away, getting your

manager or supervisor involved if necessary.
• If you can resolve the issue – then do it!
• If it is something that needs time, give the customer a time frame of when you will
get back to them.
• Maintain a high level of energy and respond quickly to the customer’s needs.
• Follow-up to ensure the issue is resolved to the customer’s satisfaction.

What are instances
when LEAP might be
appropriate in your
department?
• Rude Staff
• Misinformation
• Lack of Information
• Lack of Coordination
• Long Wait Time
• Cleanliness
• Incorrect Order or
Expectation
• Billing Error
• Price Discrepancy

Responding with Empathy…
Heart-Head-Heart (Key Words & Phrases)
HEART – use your heart for
demonstrating empathy.

HEAD – use your head for

providing information, solving
problems, etc.

HEART – use your heart for
reinforcing that you care.

KEY PHRASES
I apologize for the inconvenience
I’m sorry to hear that
Thank you for bringing that to my
attention
Let me see what I can do
I appreciate your patience
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Applying What You Have Learned
My Personal Commitment to Excellence

START

STOP

• Focusing on my PURPOSE

• Putting too much emphasis on FUNCTION

• Greeting EVERYONE with a warm and
friendly smile

• Only focusing on my department, and not
thinking about how my work and actions
might AFFECTS others

• ANTICIPATING customer needs before
they have to ask
• Consistently using LEAP (the 4-Step
Service Recovery Process) when resolving
problems, issues, or complaints
• Using proper TELEPHONE ETIQUETTE
when answering calls

• INTERRUPTING when others are speaking
• Taking RUDE comments from upset
customers personally
• MULTI-TASKING while someone is
speaking, instead of giving them my full
attention

CONTINUE
• Showing GENUINE concern for my
internal and external customers
• Being more SOLUTION-FOCUSED, not
problem-focused
• Proactively anticipating PROBLEMATIC
ISSUES before they occur or escalate
• Practicing the “Golden Rule”, treating
others with the highest level of DIGNITY
and RESPECT
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