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Patient Engagement Success

Creating Connections

Front Office Professionals

Greet patients with 

a purpose
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Is Healthcare a Business?

• Is Healthcare a business?

• Is there an economic cost 
to providing healthcare?

• Is there a difference 
between a customer and 
a patient?

YES or NO?

“In-Service”  VS “Providing a Service”

Patients Customers
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ABC HEALTH 

CLINIC
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The Golden Circle

7

8



Prevent Front Office Patient Service Disasters – Fast

www.healthcare.trainingleader.com 5

ROI Facts

For every patient who complains, 

there are 20 who don’t

ROI Facts

Of those who are dissatisfied,

10% will return, but 90% will not
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ROI Facts

Changing a poor customer

Service image takes 10 years on average

ROI Facts

It costs 10x more to attract new patients 

than to keep the ones you have
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ROI Facts

10% of revenue is lost to poor

Customer service

Transparency

• In 2020 – 71% of patients use online reviews as a 
way to evaluate and select a doctor.

• In 2020 - 91% of 18–35-year-olds trust online 
reviews as much as a personal recommendation

• 74% of internet users are engaging on social 
media

• 80% of internet users specifically are looking for 
health related information

Transparency starts internally with all staff- key to good patient engagement
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Is Communication an Art or a Science?

YES

Communication Facts
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Health Literacy

43% of people aged between 16 and 65 years are 

unable to “effectively understand and use everyday 

health information”

London South University

Medical Jargon

• Terms commonly used in your organization

• Abbreviations

• Sentences with 15 or more words

• Words with three or more syllables

• Paragraphs with more than 25 words
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Barriers to Communication
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Posture

• Good posture makes a positive impression

• How others perceive you

• Standing straight with head high shows 
confidence, assurance

• Slouching shows uncertainty, indifference, or 
weakness

• Crossed arms – demonstrates boredom or 
hostility

• To express friendliness and positivity –
maintain an open posture

• Legs hip distance apart

• Torso exposed (no crossed arms)

• Head raised 

• Relaxed facial expressions
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Body Language
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Mood Altering Language
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Processes, Policies, and Procedures
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Intuitive Skills

• We all have the inherent skill of intuition

• Level of alertness for everything around you

• Integrate intuition into your tasks – tap into the 
patient as an individual and seek to understand 
their needs

• Intuition invites you to consider actions, changes 
in attitude, and is a matter of paying attention 
more closely
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The Intimidator
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The Ambiguous Patient

Dealing with the Ambiguous Patient
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The Rambler

Dealing with the Rambler Patient
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The Complaining Patient

Dealing with the Complaining Patient
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The Impatient Patient

Dealing with an Impatient Patient
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