
xiii

Contents

  1	 Introduction..............................................................................................	 1

  2	 The World Today: Understanding How the Client  
Arrived to the Current Profile................................................................	 3
Historical Retrospective............................................................................. 	 3
Understanding History............................................................................... 	 9
References.................................................................................................. 	 11

  3	 The Doctor’s Office Clients.....................................................................	 13
Patient or Client?........................................................................................ 	 14
The Client Today........................................................................................ 	 17
Who Is the Client?..................................................................................... 	 18
The Client Market...................................................................................... 	 20
The Client of the Information Age............................................................. 	 24
Client Expectations.................................................................................... 	 25
The Unsatisfied Client................................................................................ 	 27
Suggestion Box/Computerized Totem/Feedback Poll............................... 	 28
Conflict Management................................................................................. 	 29
References.................................................................................................. 	 32

  4	 Ensuring Customer Loyalty: The Challenge  
of a Long-Lasting and Stable Relationship...........................................	 35
Understanding the Creation of Loyalty...................................................... 	 35
Relationship Programs with Clients of Medical Practices......................... 	 37
References.................................................................................................. 	 40

  5	 Selecting New Members for the Clinic’s Staff:  
The Search for New Talents....................................................................	 41
The Selective Process................................................................................. 	 41
Recruiting................................................................................................... 	 43

Internal Recruitment.........................................................................	 43



xiv

Employee Referral............................................................................	 44
Curriculum Database........................................................................	 44
Job Announcements..........................................................................	 44
Recruitment Agencies.......................................................................	 44
Technical Course Schools.................................................................	 45
Class Association..............................................................................	 45
Websites of Professional Placement.................................................	 45
Professional Relationship Websites..................................................	 45

Screening: Initial Assessment.................................................................... 	 46
Candidate Selection................................................................................... 	 47

Before the Interview..........................................................................	 49
Precautions To Have During an Interview........................................	 50
Taking Notes During an Interview....................................................	 51
Place of the Interview.......................................................................	 51
Active Listening................................................................................	 51
What to Observe During an Interview..............................................	 52
Ethical Aspects of the Interview.......................................................	 53
Steps of the Interview.......................................................................	 53
Warm-Up...........................................................................................	 53
Investigation......................................................................................	 54
Closing..............................................................................................	 56

Is Previous Experience Important?............................................................ 	 57
The Time to Fire an Employee.................................................................. 	 58
References.................................................................................................. 	 59

  6	 The Preparation of the Clinic’s Staff.....................................................	 61
Client’s Perspective.................................................................................... 	 61
Teamwork.................................................................................................. 	 63
Developing of Competences and  
Continued Education.................................................................................. 	 65

Customer Service..............................................................................	 69
Tools for the Work in the Staff’s  
Continued Education.................................................................................. 	 70

Presenting the New Employee..........................................................	 70
External Events.................................................................................	 71
Benchmarking...................................................................................	 72
Scholarships......................................................................................	 73
Multifunctionality.............................................................................	 74
Courses/Internal Lectures.................................................................	 74
Constructive Feedback......................................................................	 74
The Mistake as a Source of Learning...............................................	 74
Individual Interviews........................................................................	 75
Conditions for the Utilization of the New  
Knowledge and Skills Developed.....................................................	 75
Meetings............................................................................................	 76

Contents



xv

Acquiring of Knowledge...................................................................	 77
Evaluating the Work in the Clinic.....................................................	 77
Sharing and Applying Knowledge....................................................	 77
Dantotsu............................................................................................	 78

Motivation for Work.................................................................................. 	 78
Green Behavior: The Socioresponsibility in Focus................................... 	 81
References.................................................................................................. 	 84

  7	 Basic Areas of Customer Service in Medical Clinics............................	 85
The Tripod of Customer Service................................................................ 	 85
Telephone: The Magic of the Words.......................................................... 	 86
Scheduling Techniques.............................................................................. 	 96

Vocabulary........................................................................................	 97
Time Options.....................................................................................	 98
Interest for the Client........................................................................	 99
Confirmation of Appointments.........................................................	 99
Urgency and Emergencies................................................................	 100
Tips....................................................................................................	 100

Front Desk.................................................................................................. 	 101
References.................................................................................................. 	 103

  8	 The Process of Communicating with the Client....................................	 105
Communication Channels.......................................................................... 	 106

Verbal................................................................................................	 106
Nonverbal................................................................................................... 	 108

Symbolic...........................................................................................	 110
Unraveling Communication....................................................................... 	 110
The Impact of Words in the Relationship with the Client......................... 	 115

Positive Language.............................................................................	 118
Feedback.................................................................................................... 	 119
Listening to Others..................................................................................... 	 120
References.................................................................................................. 	 121

  9	 Managing the Client’s Time Perception.................................................	 123
Waiting Time.............................................................................................. 	 123
Waiting Room: Maintenance and Organization......................................... 	 125
Contamination............................................................................................ 	 125
Ambience................................................................................................... 	 126
Amenities................................................................................................... 	 127
Magazines.................................................................................................. 	 129

Ambient Sound.................................................................................	 132
Television..........................................................................................	 133
Other Amenities Offered to Clients..................................................	 134

References.................................................................................................. 	 135

Contents



xvi

10	 Professional Image and Client Perception.............................................	 137
Building a Professional Image................................................................... 	 137
Appearance Care........................................................................................ 	 139

Makeup.............................................................................................	 141
Fingernails.........................................................................................	 141
Hair...................................................................................................	 141
Accessories.......................................................................................	 142
Dress Code........................................................................................	 142
General Care.....................................................................................	 142

Professional Ethics in Teamwork............................................................... 	 143
References.................................................................................................. 	 145

11	 Pearls of Wisdom in Customer Service:  
Real-Life Stories.......................................................................................	 147
The Clients Are Always Surprising........................................................... 	 147
Embarrassing Reception............................................................................ 	 149
Impulsive Answer...................................................................................... 	 149
Pleasing Within Possible............................................................................ 	 150

Professional Blindness......................................................................	 150
A Matter of Name.............................................................................	 150

Doctor-Client Communication................................................................... 	 150
Personality That Astounds......................................................................... 	 151
Professionalism?........................................................................................ 	 152
Professional Ethics?................................................................................... 	 152
Teamwork.................................................................................................. 	 152
Misunderstood Words................................................................................ 	 153
Anxiety....................................................................................................... 	 153
Special Request.......................................................................................... 	 153
Professional Secrecy.................................................................................. 	 154
Politically Incorrect.................................................................................... 	 154
Privacy in the Reception............................................................................ 	 155
Robotization in Service.............................................................................. 	 155
Image.......................................................................................................... 	 156
Multiple Inadequation................................................................................ 	 156
Exemplary Posture..................................................................................... 	 157
Inappropriate Smile.................................................................................... 	 157
References.................................................................................................. 	 157

Index..................................................................................................................	 159

Contents



http://www.springer.com/978-3-319-13886-2


		2016-03-02T11:35:23+0530
	Preflight Ticket Signature




