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Customer Service in 
the ASC: Enhancing 
the Patient Experience
Presented by: Laurie Brown, MBA, COMT, COE,  CPC,  CPMA
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Objectives

Review the importance of 
customer service
List opportunities to enhance 
the patient experience
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The Why?

Patients refer other patients
Because it makes a difference!
Surgeons have choices
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#10 Professional, friendly staff
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#9 
Setting Proper 
Expectations
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#8 Practicing Transparency
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#7 Creating a 
Welcoming Environment 
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#6 Embracing Standardization 
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#5
Staying 

Organized
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#4
Going the 
Extra Mile 
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#3 
Covering 

Post Op Care
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#2 Welcoming & Sharing 
Feedback 

The OAS CAHPs survey question areas:
Before your procedure 
About the facility and staff 
Communications about your procedure 
Your recovery
Your overall experience
About you 
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#1 Prioritizing 
Staff Happiness
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ASC Customer Service is The 
Great Opportunity

Set Your ASC Apart!
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Thank you.
Laurie Brown, Principal and Senior Consultant
lbrown@bsmconsulting.com
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Request your free web demo today! 
www.progressivesurgicalsolutions.com/esupport

The leading online membership to help 
ASC nurses and administrators remain 

current, efficient, and compliant. 
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Join our Private 
Facebook Group

A place to connect, support, 
and network with other ASC 

managers all over the country
www.facebook.com/groups/ascmanagers
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WWW.ASCNURSELEADERSHIP.COM

R E G I S T E R  N O W
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http://www.facebook.com/groups/ascmanagers/
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Upcoming Webinars

DATE 🕒 CE WEBINAR TOPIC SPEAKER
October 29 60 min RN, 

CASC Active Shooter Tonya Wagner

November 29 20 min Annual Survey Watch Report Vanessa Sindell

December 17 60 min RN, 
CASC Credentialing Review Crissy Benze

www.ProgressiveSurgicalSolutions.com/webinars

21

http://www.progressivesurgicalsolutions.com/webinars

