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I+ is giving the
patient a mewmorable
experience and one they
will share with others.
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EXPERIENCE

“Whatever you do, do i+ well. Do it
so well That when people see you
do i+, they will want +o come back
and see qou do i+ again, and they
will want to bring others and
show them how well you do what
you do.”

- @acr '@‘fsroep




REMEMBER THE 7 P'S ANYTIME
YOU ENGAGE WITH A PATIENT:

v Be PRESENT What this means is when talking to a patient be truly present, you need to disengage from all other activities and focus on
[~ your patient. Make eye contact and smile this shows the patient you are focused on them.

v Be Pocfre Being polite isn't just about saying “please, excuse me, and thank you.” It is about giving your patient the same respect and
consideration that you would expect someone to give you when you are in a medical clinic.

v Be @Ari’e»r Patience requires you to be steady, even-tempered, and avoid provocation. Take time to listen to the patient and wait
for them to finish talking.

v Be Personasie Personal service is about making the customer feel like they're doing business with a human, not a company. It is building a

connection with the patient by using their name, remembering something about them, and talking to them like you would a friend but in a
professional manner.

v Be %@ACT?VE Proactive customer support is about identifying and resolving customer issues before they become problems. It is also noticing a
trend or pattern and correcting the issue so it does not continue with other patients.
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wr v Be Proressfonar Personal service is about making the customer feel like they're doing business with a human, not a company. It is building

a connection with the patient by using their name, remembering something about them, and talking to them like you would a friend but in
a professional manner.
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Moo to wanowe parfent fosues ruar ARTsE:

¥ Always make sure when addressivg ¥ Past due balance on a fee sheet

the patient +o: -
¥ Ask the patient if they were aware, they had a

past due balance.
¥ Presentivg it as a question instead of a demand or
statement is better becanse the patient will
answer the duestion verses demanding they pay.
¥ Read the pop ups or note ov fee sheet or in acconnt
for the reason of the past due balance.

¥ Smile
W ¥ Hove a positive tone.
A ¥ Give all your attention,
"W W Check your body lananage and
facial expressions.

If there is av issue with the patient acconnt or something you are not sure of and need +o ask the
FOC or veed to look further into something it is ok.

Ask the patiewt calmly if they can have a seat while you look at their account

Tell the patient have a seat T am just goivg +o look at this to make sure what T am seeing is
correct.

If the patient is asking a question and vou are not sure of the answer, ask them +o have a seat
while you aet the information.




@uar %= (eepuone Exlauerre?

Telephone etiquette is the way we conduct ourselves to
represent yourself and our clivic o customers when on a call.
Proper telephove etiquette has a major impact on your business
as it shows professionalisim, creates a good first impressiow, and

¥ Swile, before vou pick up the phone. P creates customer satisfaction,
¥  Say “This is <NAME> from Anthony WMedical is <PATIENT NAME> cle)

available?” ﬂ

¥ Whew leaving a voicemail DO NOT leave any persoval information for )
the patient. F@@ %@N T

¥  Say “This is <NAMES from Authony WMedical calling for <PATIENT
NAMES, please give us a call back at vour convenience. The phove
number is <PHONE #s. Thavk you.

Puone tiquerre

HNoo Yo cau a parfent:

¥ Smile when you talk to patients. ¥  Pe distracted while on the phone with a
patient.

¥ Have a warm and caliming tone to your ¥  Tuterrupt the patiewt while they are

voice when speaking. talking.
¥ Speak clearly and at a medium speed. ¥ Scream or whisper whew talking to a
patient.
¥ WMake the patient feel welcome and the ¥ Leave the patient on hold for too lona,.
maiv focus.
- ‘
H@ © YO ANSQER THE pHO NE: B ¥ Maivtain q courteous, apologetic, & v Argmc with the patient or provoke the
‘ ‘ empathetic whew problems occur. patient.
¥ Answer by the 219 ring whew possible. — » N
" . c - sk the patient if you can put them on a Eat, dri cth wm ov the phone.
¥ Say “Authony Wedical this is <NAMES, how may T assist ’Sricfholj ot IRR - UAGRGS e T

you?”
Y Auswer with a swile, Yes, a swile. Patients can hear a
simile over the phove.




Emalt avo (exr Criquerre

Email and text etiquette is the use of appropriate language, conventions and formality in
an email or text. Using appropriate email & text etiduette shows the patient that vou care
about them and you are personable. As well as ou value your professionalisim and the patient is
not Just a number v our clinic.

¥ hoose your subject wisely.
B Write a clear, concise subject line that reflects the
body of the email,
W Avoid phrases like: “FIT”, “Hello”, & any slang terms.
¥ Use an introduction for the first few lines.
W Start with a Greeting and the patient’s name.
®  Twutroduce yourself & where vou are from.,
¥ Do vot use slang, emojis, or sarcasm in the email,
W Using these in av email give av uvprofessional feel +o
“'&"‘ the email.
®  Some patient’s may not appreciate the use of these
things.
¥ Do not for get to close the conversation.

Tips on orftfG A proFesstonaL emafl: Tips on sendine A vexy messace:

Keep the text short and to the point.

8 Do vot make the text long, patients will thivk they are
getting an antomotive robotic text from our clivic.,

®  Patients are more likely to respond to a quick text, w

TIntroduce yourself.

8 Start the text, “Hi Joe, this is Kai from Anthony

Medical... i
whew receiving a text respond promptly,

W Swiley faces sometimes have their place when sending a 2%
text, which is why this feature was added +o texting. a
However, you should be mivdful as +o when i+ is
APPropriate to use emojis

Do vot use sarcasm. Ovly use slang or emo)is if necessary.
B Using these in av email give an unprofessional feel +o the

A " : ewmail.
B If applicavle, use "If vou have any QAR w5YIS of % Some patient’s may viot appreciate the use of these
concerws, please feel free to contact onr clivic at hiugs.
<PHONE NUMBER>. ¥ Be clear on what informartion you need or providing +o the
®  Close your email with “Thavk you”, “Sincerely”, etc. patient.

¥ watch your grammar, spelling & punctuation. Proof read vour

. . N ¥ itk ur grammar, spelling & punctuation. Proof read your
email prior to sending i+ out. o 2 o e A o diteet 1

ﬁ text before you send it.
tais)

“You just have +o decide if you are a A"\ or an °Z

G
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Manners & kindness
) go a long way

A little consideration, a
little thought for others
makes all the difference.
~Eegore
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¥ Have a “Can-do” approach and attitude. 7

| ® View auy situation in a positive and
optimistic way.

B When difficult issues arise go nto it

¥ Be Coachable, teachable and approachable.

W To be coachable meavs to be opew to listening to feedback,
and +o take constructive criticisim,

W Able to take the feedvack and constructive criticism
without taking it personally and to grow from i+.

% To be teachable meaus being able and willing to learv vew
or different tasks.

B Utilizing the information or roll you are learved and eager © 5
to start to do on your oww. It <

Y Work as a TEAM MEMBER. B To be approachable means our presents makes coworkers
feel at ease and able to ask duestions or discuss an issue.

Ly

B We are all working for the same mission: To improve the
health and quality of life for our patients, by providivg a
professional, compassionate and caring atimosphere v onr
clinic.

B Show others that vou believe in the group, the process and
the goals. This sort of positivity can radically increase
morale and productivity.

W Ask your Lead if there is anythivg you can assist with or if
you are neediig assistance in a task vou are having trouble
completing. Help vour coworker out.




B Do not try to cover up a wmistake. Be honest and straight
forward.

W Pe accommtable for your actions and errors, These are
“teachable’ moments and you can learn how to fix the
Issues.

®  Tn your position be the best you can and take pride v the
position and job duties.

Y Treat our coworkers in a respectful and supportive

manwer.
M Actively listen to other’s ideas, suagestions, question or concerns.
% Pe aware of vour body lananage and facial expressions, they show
more than you think they do.
B Correct body languane shows your coworker you are engaged and
receptive to thewm. Face the person, make evye contact, and simile
are a few thiugs vou can do to show vou are actively listening.

B Congratulate others successes. Buconrage others when they are
disappointed.
B Talk to your coworkers in a respecttul vow-malicions wav.
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