
Providing good care, 

plus respectful 

treatment, equals 

patient service.

Putting patients first 

pays huge 

dividends.

Committing to 

excellence every day 

and being the 

positive force that 

shapes a patient’s 

perception.

Building caring 

relationships means 

taking your patient’s 

feelings into account 

and adapting your 

care to reflect their 

needs and desires.

When empowered 

healthcare workers 

exceed patient 

expectations—every

one wins!



Healthcare with Feelings WILL HELP ALL EMPLOYEES, AND EVERYONE IN THE ORGANIZATION 

SHOULD PARTICIPATE—INCLUDING NEW AND EXPERIENCED PERSONNEL.  

THIS PROGRAM WILL HAVE A POWERFUL IMPACT ON EMPLOYEE PERFORMANCE AND THE 

QUALITY OF CARE YOUR ORGANIZATION PROVIDES.  

Service Quality Institute provides instructional design that 

helps ensure effective learning. Employing a unique and proven 

educational model, learning occurs through reading, observing 

and participating. Our process reinforces the message through 

several levels of instruction to help make sure that learning 

lasts:

•  A Participant Book provides background for use during 

the sessions and for reading afterward to further impact the 

skills being taught in non-work hours. This enduring guide then 

becomes a resource to refl ect back on learning and tips after 

you’ve completed the workshop, saving over 8 hours of classroom 

time.

•  Video Demonstration that shows how the learning concepts 

work in practice. Over 80% of instruction is built around 

experiential learning. The principle objectives are to change 

attitudes and behaviors, to teach leading-edge customer service 

skills, and to build morale and teamwork.

•  The Leader’s Guide supports the group facilitator with all 

of the tools needed to lead a live educational session, including 

interactive exercises and discussion questions. The leader’s guide 

makes the video vignettes and principles come alive. It is scripted 

so the learning time is kept on track and is both idiot and goof 

proof is designed so virtually anyone can confi dently facilitate the 

program.  

Our instructional design allows the facilitator to reinforce 

learning at several different points. And it allows the learner 

to process the concepts, see them in practice, and then apply 

them in role-plays and discussion.

1°  How to give best service 

to improve the healthcare 

consumer experience.

2°  What the modern healthcare 

client wants—and expects.

3°  How to cultivate a positive 

self-image while working with 

patients and co-workers.

4°  Valuing importance of fi rst 

impression, as well as feedback 

and online reviews.

5°  How to put patients fi rst.

6°  How to build caring 

relationships.

7°  How to learn and use positive 

communication techniques   

with patients and co-workers.

8°  How to provide the best 

customer service.

9°  How to exceed expectations  

and stay engaged.

10° How to provide quality care      

to your colleagues.

11° How to handle dissatisfi ed 

patients in healthcare settings.

During the 3-session 

workshop, healthcare 

workers will learn 

how to understand 

excellence, while 

covering these 11 areas:

Good
care + = CUSTOMER

Satisfaction

Simple Formula:  

respectful
treatment 



Important 
Questions 
About Today’s 
Healthcare 
Customer

Importance of Quick and Effi  cient 

Handling of Complaints

Commit to excellence every day. Be 

the positive force that shapes your 

patients’ perceptions, positive reviews 

and feedback. Make it a great fi rst 

impression. You usually won’t get a 

second chance.

• When patients feel special they usually 

walk away feeling good about their 

experience.

• Use the human touch each and every 

time.

• Patients are more likely to tolerate a wait 

if they know how long it is going to be.

• Smiling and communicating in a polite 

manner should become second nature 

for everyone in the healthcare industry.

• Your patients deserve courtesy, 

consistency, fair treatment, and prompt 

service.

HOW DOES YOUR ORGANIZATION CHANGE TO REMAIN 

COMPETITIVE AND TO BEST SUPPORT YOUR PATIENTS—

WHO ARE VERY DIFFERENT THAN TEN YEARS AGO? 

HOW DO YOU THINK MOST PEOPLE DECIDE OR 

CHOOSE ONE PRACTICE OR THE OTHER? WHAT 

COMPELS THEM TO RETURN AFTER ONE EXPERIENCE 

WITH YOUR PRACTICE?

Today’s healthcare consumers are shrewd, informed buyers—

and if or when they have a poor experience, they will not 

hesitate to spell out every painstaking detail in an online forum 

post, and publicly vent their frustration. The patient will decide 

if it is easy to do business with your practice, and they expect 

to be treated with respect, compassion and dignity.

Healthcare with Feelings is about adapting to change by 

providing the best patient care possible.

At the root of every complaint 
is an opportunity to make 
improvements



What does it mean to care: 

Building 
Caring 
Relationships
The essence of healthcare is caring, but caring is more than 

just a word. Caring is how we feel about our patients. It’s how 

we provide services, treatment and support. Caring means 

more than simply being physically present. It means taking 

you patients’ feelings into account and adapting your care to 

refl ect their needs as well as their desires. 

The crucial fi rst step in developing caring relationships is to 

consider others as special—and to treat them that way.  

Caring is reciprocal. Treat others as special, and in return you 

are more likely to be treated he same. Suddenly you are on 

the same side—you establish win/win relationships. Caring 

relationships, both at work and in your person life, can make 

everything easier.

There are three essential types of relationships:

With patients – this core relationship is 

central to everything that you do on a daily 

basis.

With colleagues – the team members you 

work with every day are like your family. 

A positive working relationship increases 

morale and improves the level of care that 

everyone provides.

With yourself – when you feel good 

about yourself, your profession, and your 

organization you are better prepared to 

deliver the compassionate, quality care 

that led you to the healthcare industry in 

the fi rst place.

Healthcare with Feelings is designed 

to highlight the importance of 

providing quality care and helping 

customers realize the ultimate 

patient experience.

• What happens if we fail to listen?

• What causes the performance breakdown 

between the healthcare professional and 

the patient?

• How involved are you with your patient, 

their family—and also your colleagues?

• Do you understand that your patients’ 

feelings are central to providing 

exceptional care?

• Patients are more likely to tolerate a wait 

if they know how long it is going to be.

• Smiling and communicating in a polite 

manner should become second nature 

for everyone in the healthcare industry.

• Your patients deserve courtesy, 

consistency, fair treatment, and prompt 

service.

1°

2°

3°
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