
		
			Advance Praise for Reimagining Customer Service in Healthcare

			“As a family caregiver of my mom who had Alzheimer’s disease, navigating the healthcare system was stressful. This book is a must-read for healthcare professionals who want to make seeking healthcare services easier for patients and their caregivers.”

			—Lauren Miller Rogen, Filmmaker and Co-Founder, HFC (formerly Hilarity for Charity)

			 

			“In Reimagining Customer Service in Healthcare, Jennifer puts her talents on display. Through the poignant anecdotes she shares about the past experiences that people bring with them to the healthcare encounter, particularly after damaging COVID-19 restrictions, it’s easy to tell that she is both extremely discerning and laudably non-judgmental. She has a gift for empathizing with the diverse perspectives of others, and she uses that gift to effectively communicate how healthcare leaders can definitively improve the patient experience.”

			—Dr. Joseph Ladapo, Author of Transcend Fear: A Blueprint for Mindful Leadership in Public Health, Professor, University of Florida College of Medicine, and Surgeon General of Florida

			 

			“Reimagining Customer Service in Healthcare engages in a timely conversation on the need for healthcare professionals and health systems to improve their customer service and begin to monitor the customer experience. This book provides easy to implement concepts and ideas that can make an immediate impact.”

			—Michelle D. Zinnert, CAE, Chief Executive Officer, American Urogynecologic Society

			 

			“Reimagining Customer Service in Healthcare is replete with personal stories which made it an easy read and easy to relate to. Jennifer FitzPatrick provides many practical examples, some of which are quite simple, to enhance customer satisfaction. If everyone read and applied the book’s recommendations, the world of senior living Residents, their families, and Associates would be brighter.”

			—Don Feltman, President and CEO, Artis Senior Living

			 

			“Jennifer understands the workforce crisis that is affecting residents and caregivers. The emphasis on ‘Creating a Contagious Camaraderie Culture’ supports the importance of treating employees with kindness, compassion, and empathy. This culture for any business will revitalize the team so they can embrace the demands of each day and make the resident/family experience better.”

			—Margie Zelenak, Executive Director, Pennsylvania Assisted Living Association (PALA)

			 

			“Jennifer FitzPatrick’s second book is not so much an owner’s manual for customer service as much as a thoughtfully structured narrative on how healthcare leaders can ‘do it better.’ The book is an engaging read due to the illustrative examples and pop culture references to drive home the key concepts and includes timely content on the impact of the COVID-19 pandemic on everything from provider and patient experiences to Zoom fatigue. The inclusion of interviews of key leaders in the field and their best practices are valuable mirrors to our own mindsets and operating principles. This, and the inclusion of useful tools (e.g., the professional boundaries scale) make this a valuable resource for any healthcare leader—novices and experts alike.”

			—Miguel Paniagua, MD, Adjunct Professor of Medicine, Perelman School of Medicine at the University of Pennsylvania, and Vice President of Medical Education, American College of Physicians

			 

			“FitzPatrick illustrates the decline of the doctor-patient relationship since 2020 with moving personal narratives—patients and family members treated callously by those who promised to place beneficence, the well-being of the patient, first. Instead, medical professionals chose to follow unscientific government mandates and act from their own fear-driven biases, violating the very foundations of ethical medical practice. These wounds will not heal quickly. Acknowledging the damage done, however, must be the first step in repairing it. Are physicians and their staff up to the task?”

			—Mark McDonald, MD, Author of United States of Fear: How America Fell Victim to a Mass Delusional Psychosis and Freedom From Fear: A 12 Step Guide to Personal and National Recovery

			 

			“Ms. FitzPatrick’s book provides sound practical advice for improving the healthcare experience for both providers and patients. Her book is especially relevant during this time of unprecedented stress for professionals and consumers. Through anecdotes and thoughtful insights, her advice is achievable and will result in a better health care experience for all.”

			—Maribeth Bersani, Gerontologist and former Chief Operating Officer, Argentum

			 

			“I am enjoying the read, disappointed every time I have to set it down, and can’t wait to return to it each day! I really want everyone on our staff to read your book!”

			—Holly Ricci, DC, Co-Founder, Annapolis Family Chiropractic

			 

			“Healthcare professionals have received substantial training to develop their medical skills, but most of the training is for specific tasks, procedures, and policies. Having empathy and communicating with patients experiencing various mental, physical, and even social feelings, emotions, and emergencies is not normally studied in depth, nor practiced in trainings. Thank you, Jennifer FitzPatrick for bringing attention to this shortcoming in healthcare and for providing practical examples and strategies for improving those experiences. The examples provided were very relatable and presented in a manner to make me think of my own experiences and interactions. The presentation style of the information provided insight into potentially traumatic experiences while inserting enough humor to keep it from being overwhelming. If you are interested in learning insights on how you may be able to improve your healthcare services in getting to know your clients better leading to better care and compliance by clients, then I recommend you read Reimagining Customer Service in Healthcare.”

			—Judy Hackler, Executive Director, Virginia Assisted Living Association

			 

			“Patients and clients in healthcare are not just comparing you to other hospitals or doctors’ offices. They are comparing you to every other service experience they’ve had, and this is a tough expectation for healthcare leaders to meet. Reimagining Customer Service in Healthcare is your guide to exceeding those expectations while creating Moments of Magic for stressed out healthcare patients and clients.”

			—Shep Hyken, CSP, CPAE, New York Times Bestselling Author of I’ll Be Back, Chief Amazement Officer, Shepard Presentations

			 

			“This book is full of practical advice for engaging patients where they are in their healthcare journey. Mental health is such an important issue but not often provided the attention that it requires for high quality care. The book presents mental health management in an easy to understand format for all provider types.”

			—Jennifer Kennedy, EdD, Vice President, Quality and Standards, Community Health Accreditation Partner (CHAP), and Adjunct Faculty, Health Care Management, Interprofessional Health and Aging Studies, University of Indianapolis

			 

			“This book is a worthy and relaxing read. At a time in the world when kindness and customer service matter, this read offers a variety of concepts capable of replication and implementation!”

			—MaryEllen Hope Kosturko, DNP, MAHSM, RN, CENP, Senior Vice President and Chief Nursing Officer, Yale New Haven Health/Bridgeport Hospital, CT

			 

			“Jennifer’s book for healthcare leaders is a great reminder for how we as healthcare professionals need to respond to our clients. As a pharmacist, it’s easy to get caught up in trying to multi-task and get the job done in an efficient manner. But her book reminded me that whatever healthcare situation the client or patient is in, they are probably not there by choice, so I need to slow down and communicate to them like I would want to be communicated with.”

			—Lee Allison Boris, RPh, Licensed Consultant Pharmacist, Express Care Pharmacy

			 

			“Jennifer uses real-life scenarios to relay her message in a way that is easy to understand, whether readers are seasoned healthcare professionals or laypeople. This book does not have to be read from cover to cover, but is a valuable guide that can be opened to any chapter in order to glean valuable information and strategies on best practices necessary to become true leaders in customer service.”

			—Jenni Williams, Director of Professional Development and Communications, National Association of Social Workers–MD Chapter

			“Reimagining Customer Service in Healthcare is a rare glimpse into the feelings of those seeking our support: family caregivers—people who are tired, stressed, frustrated, desperate for help. To be able to put ourselves in their shoes, and to keep this perspective as we provide care and services, allows us to be mindful of how kind, patient, and professional we must be to help meet their needs as we meet the needs of their loved ones. This is the greatest gift we could provide.”

			—Cole Smith, MA, Corporate Director of Dementia Services, Brightview Senior Living

			 

			“What matters as much as great care? Great service does and Jennnifer FitzPatrick has put together an arsenal of good material in an easy-to-read format. Successful healthcare leaders understand the need to focus on superior patient experience.”

			—Laurie Guest, CSP, CPAE, Guest Enterprises, Inc.

			 

			“Jennifer FitzPatrick presents simple marketing concepts for today practitioners; a ‘must-read’ for healthcare professionals seeking professional insights for messaging their services now and into the future.”

			—Jamey Boudreaux, MSW, MDiv, Executive Director, Louisiana-Mississippi Hospice and Palliative Care Organization (LMHPCO)

			 

			“A thriving healthcare organization aligns its leaders’ mindset with its organization’s culture and values. Jennifer provides practical steps to maximize the patient experience and applies them to multiple healthcare sectors. Her insight is spot on and packaged for success. This book is a must-read for healthcare leaders committed to driving care excellence, employee engagement, and customer satisfaction.”

			—Jerald Cosey, Operational Leadership Development Director, American Senior Communities

			 

			“‘How does one make everyone happy?’ That’s what went through my mind when I first began a management role that required thoughtful leadership. I quickly learned, while I cannot satisfy everyone, I can, very artfully, make sure that everyone feels valued and heard. The approach to customer service within the healthcare realm is multifaceted because your audience is vast and includes team members, patients/residents, families, state surveyors, vendors, etc. Jennifer’s book does an exemplary job of explaining how one can level up their customer service skills. It’s an easy and engaging read for all.”

			—Shilpa Patel, Regional Director of Operations, Merrill Gardens

			 

			“Reimagining Customer Service in Healthcare is a love letter to the ideals and actions that truly deliver outstanding patient care experiences. Add this book to your shelf. It dives into the compassion and attention to detail it takes to achieve service excellence in all care environments.”

			—Joe Mull, MEd, CSP, Author of Cure for the Common Leader: What Physicians & Managers Must Do to Engage & Inspire Healthcare Teams

			 

			“Clients enter the healthcare system with a variety of presenting issues and diverse personal backgrounds, further complicated by a global pandemic. Using engaging vignettes and real life examples while capitalizing on her background in psychotherapy, FitzPatrick clearly illustrates best practices for customer service across healthcare industries as well as places where organizations and individuals may fall short. With her approachable writing style, she lays out a roadmap to guide healthcare leaders as they create a positive environment where employees feel valued and clients leave their interactions feeling grateful, not hateful. I highly recommend that anyone in a leadership position or with aspirations of leadership in healthcare read this book. It quickly reminds us why we pursue careers in health, and the difference we can make with both small gestures and larger systemic changes.”

			—Kelly Fiala, PhD, Dean, College of Health and Human Services at Salisbury University

			 

			“This is the best healthcare related book I’ve ever read. Filled with practical and proven strategies, this book is a must-read for healthcare providers seeking a competitive edge. Reimagining Customer Service in Healthcare is a thoroughly engaging and compelling read, filled with relatable real-life examples that hit home on both a professional and personal level. FitzPatrick expertly illustrates how understanding and applying the customers’ point of view is a win-win, resulting in optimal outcomes for all stakeholders.”

			—Rebekah Goetz, MSM, Vice President, Montcordia

			 

			“Reimagining Customer Service in Healthcare is a how-to book on providing great customer service. Through real life examples, Jennifer illustrates simple tips that can change a customer from ‘hateful’ to ‘grateful.’ Her focus on building and living a strong culture, the importance of hiring and maintaining a workforce that believes in the culture, and understanding who and where your customers are in their unique journey, provides a roadmap to improved customer service. This is an easy read that will leave you eager to develop a ‘Contagious Camaraderie Culture.’”

			—Nicole Bartecki, Vice President of Sales and Marketing, Anthem Memory Care





[image: ]

			




 

			 

			A POST HILL PRESS BOOK

			ISBN: 978-1-63758-682-2

			ISBN (eBook): 978-1-63758-683-9

			 

			Reimagining Customer Service in Healthcare:

			Boost Loyalty, Profits, and Outcomes

			© 2023 by Jennifer L. FitzPatrick, MSW, CSP

			All Rights Reserved

			 

			Cover design by Tiffani Shea

			Interior Design by Yoni Limor, www.yonilimor.com

			 

			Although every effort has been made to ensure that the personal and professional advice present within this book is useful and appropriate, the author and publisher do not assume and hereby disclaim any liability to any person, business, or organization choosing to employ the guidance offered in this book.

			 

			No part of this book may be reproduced, stored in a retrieval system, or transmitted by any means without the written permission of the author and publisher.

			 

			[image: ]

			Post Hill Press

			New York • Nashville

			posthillpress.com

			 

			Published in the United States of America





 

			 

			 

			 

			This book is dedicated to the memory of my Dad, Hank Lubaczewski. Hank was a one-of-a-kind character, and I’m sure he was regarded by some health and mental health providers as an “Always Difficult” Patient. He was also a lot of fun, and the most generous and least judgmental person I’ve ever known. He is missed, loved, and remembered daily by his kids, sisters, and family.
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Introduction

			Your patients and clients hate that they need you. There’s no way around that fact. They wish they didn’t have a problem that they need you to help them solve. This is universally true for all areas of healthcare, mental healthcare, senior living, and any ancillary medical or health-related service. No patient or client is excited to call your office, turn on their computer for a telehealth appointment, or walk through your doors.

			Even if your organization is at the top of its game, your patients, clients, and their family caregivers still wish they didn’t need you. Even if you have wait lists. Even if you are the “preferred provider” in your area. As Dr. Thomas Lee says in his book An Epidemic of Empathy in Healthcare: How to Deliver Compassionate, Connected Patient Care That Creates a Competitive Advantage,1 “No institution can rest on its laurels because it has a fabulous reputation.”

			If you work in any of the aforementioned practice settings, this book will help you transform reluctant customers—your clients, patients, and family caregivers—from feeling “hateful” to feeling “grateful.” How? This book is filled with ideas (some big, but most small; some expensive, but most economical or free) on how to improve the experience your clientele has when they interact with you.

			 

			Most people drawn to this book already embrace the link between engaging your patient or client and achieving better clinical outcomes. But there are still healthcare leaders and clinicians who believe that their focus should strictly be on clinical outcomes. As a healthcare speaker, I have encountered a lot of professionals who don’t believe there’s value in trying to improve customer service, bedside manner, patient engagement strategies, or whatever their organization is calling it. Let’s just focus on getting people better, they say.

			If you are one of the skeptics who feels this way, I get it! After all, you studied to become a licensed professional: a doctor, a psychologist, a physical therapist, a nurse. You went to medical school or nursing school, not charm school! You didn’t major in business, and you don’t care about online reviews or whether or not the patient likes you. You care about curing that child with osteosarcoma. Your goal is to get that patient with depression to feel incrementally better. You want that resident who has dementia to have better quality of life.

			I respect your point of view. But I am asking if you will consider reading this book with an open mind. Can you be open to the possibility that embracing strategies that transform patients and clients from hating that they need you to being glad they met you will make your job and the lives of those you serve easier? In addition to my own experiences and observations, I will share the literature along with specific patient-experience advice from my personal interviews with more than twenty healthcare leaders and executives including:

			 

			•Dr. Allan Anderson (Banner Health)

			•Daniel Blum (Sinai Hospital of Baltimore; LifeBridge Health)

			•Chad Brough (Home Instead Senior Care)

			•Terri Cunliffe (Covenant Living Communities and Services)

			•John Dumas (Service Coordination Inc.)

			•Dr. Naim El-Aswad (Vital Signs Vital Skills LLC; Warrior Recovery Center)

			•Rick Evans (NewYork-Presbyterian Hospital)

			•Dr. Kathryn Fiddler (TidalHealth)

			•Peggy Funk, (Hospice & Palliative Care Network of Maryland)

			•Heather Guerieri, (Compass)

			•Jeff Frum (Silverado)

			•Kevin Goedeke (Erickson Senior Living; NHA Stand-Up LLC)

			•Anton Gunn (formerly of Medical University of South Carolina)

			•Dr. Arif Kamal (American Cancer Society; Duke University)

			•George King (For All Seasons Inc.)

			•James Lee (Bella Groves)

			•Dr. Alan Levin (NewYork-Presbyterian Queens Hospital)

			•Denise Manifold (Brightview Senior Living)

			•Janice Martin (Senior Liaison of Central Florida Inc.)

			•Leslie Ray (LCB Senior Living)

			•Cara Silletto (Magnet Culture)

			 

			While C-suite executives and leaders are quoted throughout Reimagining Customer Service in Healthcare, this book was written not just for leaders but for individuals serving in clinical or support staff roles as well. Although I’ve been CEO of Jenerations Health Education for well over a decade, I have a long history of trying to improve customer service in a variety of roles that some of you not yet in the C-suite might relate to. Early in my career, I answered phones and made copies as a receptionist in a nursing home. I wiped butts at an adult day care center. I have managed and marketed healthcare programs at for-profit and government organizations. I have counseled individuals, couples, and families as a psychotherapist. With that background as both a leader and a worker bee, and with the viewpoint of a former shrink, I am going to help you better understand the mindset of your patients and clients so you can help them get better while they feel better about working with you. Let’s begin!

			 

			Author’s Note: The vignettes and case examples used throughout the book are comprised of composite characters.





Part One

			Inside the Mindset of Your Clients, Patients, and Their Family Caregivers

			Part One explores the mindset and attitudes your patients, clients, and their family caregivers present when you begin to work with them. In this section, we are going to dive into how your customers think about you and why some of them can be particularly challenging to serve.





Chapter 1

			Are They All Really “Hateful”?

			Do you look forward to needing a healthcare service for yourself or a loved one? Most people would say no. But you are not most people. You work in healthcare and are far more familiar with navigating “the system” than the vast majority. You have the distinct advantage of knowing what to expect when procuring healthcare services, what your options are, and whom to speak with when there’s a problem. But I bet your answer to the above question is still also a big fat “no.” Needing a doctor, hospital, or other healthcare service is never fun! It’s certainly not like buying a new pair of shoes or splurging on a nice vacation or dinner.

			Consider the last time you, a healthcare professional, needed some service on the healthcare continuum. Despite knowing what to expect and how to advocate, you probably weren’t excited about it. Even if the service you needed was routine and nonthreatening, like your annual physical, it’s still not something to look forward to. But what about when the stakes are higher—when you need a rehab center for your teenage son who overdosed? Or when your sister has been in a serious car accident? Clearly, most people aren’t in a happy, calm state of mind when they discover they need healthcare services. Simply put, your patients, clients, and their family members are SOA (stressed on arrival).

			I have been working in healthcare since I was sixteen. So even though I know how to advocate from within and navigate our complex system, I dread it just like you. Here are just a few of my unpleasant experiences:

			•feeling weight-shamed by my primary care physician when my weight climbed to an embarrassingly high number

			•navigating the mental health system for my very high-functioning, cognitively intact father when he was chronically and alternatively suicidal and homicidal for over twenty years

			•visiting senior living communities to determine the best fit for my grandmother, whom our family could no longer take care of at home

			I’m sure you have plenty of personal examples too!

			The feelings associated with accessing healthcare services are typically quite negative; patients generally don’t feel as though “it’s about them.” In fact, many of them enter your organization feeling downright “hateful.”

			While not every client or patient entering the healthcare system should be described as “hateful,” it’s safe to say they wish they didn’t need you. Patients dreading an annual routine physical are likely significantly less “hateful” than patients moving into a nursing home. But the typical patient coming in for the physical exam still does not enjoy making time in her busy schedule to drive to your office, answer personal or intrusive questions, and take off her clothes. Most people clearly dislike the idea of needing surgery, assisted living, home care, mental health counseling, physical therapy, or any other service on the healthcare spectrum for themselves or a loved one, even those services considered mundane.

			In fact, there are actually specific phobias associated with our industry that plague many of our patients and clients. Let’s look at a few:

			•Iatrophobia (fear of doctors, medical tests)

			•Tomophobia (excessive anxiety when thinking about upcoming surgeries or other healthcare procedures)

			•Nosocomephobia (an extreme fear of hospitals)

			•Hemophobia (fear of blood)

			•Trypanophobia (fear of needles)

			Many people who experience these phobias will describe panic symptoms and even panic attacks at simply the idea of engaging with you. For some people, driving by a hospital or the thought of getting blood drawn causes anxiety symptoms such as racing heart rate, breathlessness, stomach upset, light-headedness, trembling, chills, and sweating.

			This can be really hard to imagine for those of you who aren’t mental health specialists. Let me explain it this way: Have you ever watched a really suspenseful movie? The 2012 movie Argo is one. The film is about how CIA agent Tony Mendez, played by Ben Affleck, gets American hostages out of Iran. A true story, everyone in the movie theater knew how it would end. Despite that, I found myself holding my breath and tensing up as the plane with the hostages lifted off Iranian soil. My husband, Sean, nudged me and jokingly whispered, “You know they get out, right?” It didn’t matter that I already knew they got out. I was so engrossed in the story that my body had a physical response.

			People with healthcare-specific phobias have bought into the story that something bad is going to happen to them when they engage with you and your organization. While iatrophobia, tomophobia, nosocomephobia, hemophobia, and trypanophobia are true anxiety disorders, patients are not wrong to have some reservations about interacting with the health and mental health system. Not only is there a chance that we will give patients bad news when they engage with us, we are also decidedly imperfect.

			It’s widely reported that at least 250,000 Americans die every year because of healthcare mistakes. In fact, some studies suggest that medical errors are the third leading cause of death in the United States.2 Bad news about healthcare is also widely reported by the media, which doesn’t endear us to the public. When a celebrity is involved, there’s even more press. Consider the case of actor Dennis Quaid’s newborn baby twins who nearly died from a major medication error. Comedienne Joan Rivers’s death was covered by the media as a routine procedure gone wrong. What about the death of pop star Michael Jackson, whose doctor was allegedly putting him to sleep with the anesthetic propofol?

			But even stories of “regular people” featured in the media stress out our patients and clients. Sorrel King’s inspiring book, Josie’s Story,3 details the unthinkable, accidental death of her eighteen-month-old daughter, Josie, at none other than Johns Hopkins Hospital. This child, who was on the mend from a second-degree burn, died of dehydration under the watch of healthcare providers at one of the most famous medical centers in the world. (More on Sorrel King’s incredible story later.) It’s no wonder that patients and clients hate the thought of walking through our doors after having heard these news stories. Never mind the rants about bad healthcare experiences they hear from friends, neighbors, and, maybe even more importantly, on social media.

			Let’s not forget the large number of clients and patients who have had bad experiences with the health and mental healthcare systems because of their minority status. It’s hard to overstate the hesitancy many Black individuals feel about the healthcare system because of the Tuskegee Study. What about LGBTQ+ persons who were told that they were mentally ill because of their sexual orientation? (It was only in 1973 that the American Psychological Association reversed its position that being gay was a mental health condition.) Still others have experienced discrimination because of their religious beliefs and socioeconomic statuses. Even if an individual did not directly experience discrimination, distrust and dislike of the health and mental health system, concerns are frequently passed down from generation to generation by those who have.

			Even if you wouldn’t describe all your patients or clients as “hateful,” you certainly have observed their negative feelings about needing you. That’s not to say that many patients don’t ultimately come to like and trust their providers. A woman struggling with infertility may think her reproductive endocrinologist does a wonderful job. Three daughters who were struggling caring for their mom and were reluctant to outsource her care may eventually appreciate their mother’s home care provider. But most people simply don’t start out eager to need or search for those services.

			In Service Fanatics,4 Dr. James Merlino, chief experience officer of the Cleveland Clinic, states, “Patients don’t just need our services. They come to us at their most vulnerable and often at the most frightening time of their lives, and they put those lives in our hands.” Let’s explore some of the feelings your patients experience when they surrender themselves to the healthcare system.

			•Self-blame. Why didn’t I take better care of myself? Sitting in the waiting room of an oncologist’s office, seventy-three-year-old Rose beats herself up. She thinks back to first time she took a drag of a cigarette sixty years prior with her eighth-grade boyfriend in the park behind their parochial school in Chicago. Worried about what the oncologist will say, she thinks, I can’t believe I’m here…. Why didn’t I listen to all the doctors…. I’m so stupid.

			•Nervousness. Fifty-year-old David is completing the pre-op paperwork for his kidney transplant surgery. While he knows the surgery is necessary, he thinks of his wife, Lucy, and their two young sons. His heart pounds, and his thoughts dart around like a pinball machine: What if I die during this procedure and leave my family behind? Could Lucy really handle the kids and the house on
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