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How to Deal with Patient Billing
Upset Patients Success Tips
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* The information throughout is for
educational purposes only and is curvent at
the time of de\t/ne(opme;z\t. llt is{noazlt intended
to serve as professional or legal advice. It is

— based on tlf\lz education, expéqw'ence and
opinion of the speaker. Although the
research is curvent and the resources are

T available, the speaker does not accept any
liability for any errors, omissions or
misinterpretations. The handouts are meant

\ to be informational only and are not to be
used without independent research and due
diligence.

* No parts of this presentation or the
corresponding handouts my be reproduced or
shared without the consent of Medcycle
Solutions.
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Who Are Qur
“Customers’’?

« Co-workers
* Pharmaceutical Reps
* Specialists
* Hospitals

* Other Provider
Offices

* Insurance Companies

« Patients
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Top 10 Soft Skills for Customer Service Jobs
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Clear Listening Self-Control Positive Assertiveness
Communication Skills attitude
Conflict Empath Depersonalization Takin A sense
Resolution mPeY Responsi Eility of humor
kb the balance
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Excellent Customer
Service is where we
want to be!

Delighted
Wow
Excited
Mewmorable
Relationship Driven
Kind
Joyous
Loyal
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Good Customer
Service

Ovdinary
Okay
Basic

Decent
Satisfied
Not Memovrable
Task Driven
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Poor Customer
Service

Disappointed
Frustrated
Upset
Distrust
Feel Unheard
Memovrable
Dismissed
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Coming in
HOT!

HOW TODEAL WITH
ANGRY

PATIENTS
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5/20/2024



5/20/2024

Put out the
fire!

Defuse the
Situation.
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STAY CALM IN THE STORM

When little things add up and seem overwhelming, take some
deep breaths and step back to see the big picture.




Take just a
moment to
compose
yourself,
put on your
armor and
qut ready
or what s
coming
your way.
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Listening phrases

Let the patient know that you are focused on what they have to tell you.

Tell me movre.

[ understand.

Please continue.

I'm here to listen.

Would you say more about that?

I would like to understand more about what'’s happened.

I would really like to hear your thoughts.

Tell me why this is important to you.

Is there anything else you would like me to know?

Ask open —ended questloms
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These open -
ended
questions will
help
The patient
calm down and
think about
The reason
they are upset.
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Giving the
patient
time to
answer

these

questions
helps calm
the
situation.
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Patients will
remember how you
made them feel,
before they
remember what you
said or did.

"JESSEGREEN
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Things to avoid during conflict resolution.

23
What you say
Vs
What your patient hears
) ¢ |t implies that you are avoiding responsibility and possibly
It's not my fault ... blaming others.
For your information ... [REEICEVERIEEEEENS
e Patients don’t know that, and they don’t care — it sounds like you
It’s not my departmewl:. are trying to weasel out.
[ can’t ... ¢ Try to offer alternative solutions and focus on things you can do.
Actua(lg e |t is too smug and implies the patient is uneducated.
24
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* Be Kind.

* Use a soft voice.

« Watch your body language.

* Be friendly.

* Pay attention.

* Choose a neutral space to
have your conversation.

« Act quickly when a resolution
is agreed upon.

* Look at it from the patient's
point of view.
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Assertiveness Mediation Empathy

LeTS Conflict Resolution Skills

1dLK

Facilitation Interviewing &
active listening
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Help avoiding patient
conflicts.

Bad customer service is talked about
three times more than good service.

"These guys "The service
ROCK!" was AWFUL!!!"
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Excellent Customer Service

Do the leg work prior to the pt arviving
for services (pre-registration)

Kindness

Preparedness for situations that may
arise (NSA).
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This is all going to start with the patients first contact
with our office.

Focus on first impressions
with customer service at
your practice

30
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Pre-registration

Streamline appointment
scheduling, reminders, and
registrations

WHAT IS PATIENT
PRE-REGISTRATION?
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Benefits of pre-
registration

Saving time, improving patient flow, and more
accurate information are all potential benefits
of a patient pre-registration system. Overall,

the goal is to make a positive impression on the

patient experience and reduce your
administrative work.
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PREPARED
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Financial information is a delicate subject
for people. Therefore, we need to be
respectful and kind.
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NO

SURPRISES
ACT
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Revi
For a

fw internal processes on a reqular basis.
[ departments throughout your practice.
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Know your
practices financial
policies.

Self-Pay patients
Elective Procedures

Payment Plans
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Contact Us

MedCycle
SOLUTIONS

Amy Fajardo
Amy@MedCycleSolutions.com
480-678-9893

Randi Tapio
Randi@MedCycleSolutions.com
320-290-6448

Laureen Murphy
Laureen@MedCycleSolutions.com

320-844-8191
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