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Learning 
Objectives
• Identify the key elements of customer 

service in an ASC setting

• Manage patient expectations and 
satisfaction

• Improve service recovery and prevent 
escalation



Customer Service
in the ASC



Pre-Webinar Survey | ASC Customer Service
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ASC Locations

Endoscopy, 1

ENT, 9

General, 6

GI, 9

GYN, 4

Ophthalmology, 29

Pain, 5

Plastic, 8

Podiatry, 4

Spine, 3

Urology, 5

51 total respondents

# of ORs Specialty



1

23

27

Extremely Dissatisfied

Dissatisfied

Neutral

Satisfied

Extremely Satisfied

In general, how would you rate your customer 
satisfaction currently?

26

24

Not engaged or focused

Average engagement and focus

Very engaged and focused

How would you rate your staff engagement and focus on 
customer satisfaction?

Yes
51%

No
49%

Do you provide customer service training/ 
orientation for all your employees?

Pre-Webinar Survey | ASC Customer Service
51 total respondents



What’s the Big Deal?

Source: http://www.serviceroundtable.com/Freebies/freebiesdetails.asp?PCID=2910

1 UNHAPPY CLIENT who escalates 
their issue to management…

…represents
50 OTHER UNHAPPY CLIENTS 
who will either complain locally or 
don’t complain at all.

75% will complain to 8 OTHERS
face-to-face or via the phone

12% will complain to 8 OTHERS 
via email or chat

13% will complain to 60 OTHERS 
via blog, tweet, or social media

equals 1375 c ases  of  negat i ve
WORD OF MOUTH!



Why Patients Leave

Percentage of patients who 
decided to seek care elsewhere 
because of staff discourtesy.



5-Star ASC Online Reviews

Composite score for this ASC online was 3.8 Stars under Google Reviews



Negative ASC Online Reviews



The Elephant in the Room

To be 
successful, we 

must first 
master 

the basics.

Some of us fall 
short on 
customer 
service.



Customer Service Elements

Respect the 
patient

Listen to the 
patient’s 

concerns/
problems

Identify the 
patient’s need

Help design 
appropriate 

solutions to resolve 
the patient’s 

concerns

Customer service involves all members of the staff in all aspects of the ASC.



Customer Service Standards

Determine what is 
good customer 

service

Identify how you want 
patients to feel

Document service 
standards for your 

team

Continue searching 
for ways to improve



Getting Timely Care, Appointments & Information (core).

How Well Providers Communicate (core).

Courteous and Helpful Office Staff (core).

Patient’s Rating of Provider (core).

Access to Specialists.

Health Promotion and Education.

Shared Decision Making.

Health Status/Functional Status.

Between Visit Communication.

Helping You to Take Medication as Directed.

Care Coordination (core). Stewardship of Patient Resources.

CAHPS Patient Experience Requirements



Focus on the Patient Journey

01 02 03

Preparation 
for surgery or 

procedure

Check-in 
processes

Cleanliness of 
the facility

04

Communication 
with facility staff

05

Discharge 
process 

06

Billing, 
coding, and 

finance



Who are your internal 
customers?



Customer Service 
to Physicians
 Be bright. Be brief. Be gone.

 Ask for feedback and act on it.

 Customize communication.

 Avoid assumptions.

 Practice patience.

 Understand workplace priorities.



Customer Service 
for Colleagues
 Positive attitude

 Reliable 

 Efficient

 Quality work

 Patience

 Reinforce standards



Do you stand out 
as a Good Citizen?



Managing 
Patient Expectations



People Don’t Buy What You Do,
They Buy Why You Do It. 



LAER 
Listen, Acknowledge, Explore, Respond

You will get to the heart of a problem or 
situation, build positive relationships, and 
become more productive and trustworthy!



Focus on the Person

Don’t Get Distracted

Demonstrate You Are Listening

• Look directly at them.
• Observe their body language (does it back up what they 

are saying?).
• Don’t interrupt.

• Don’t let other people or events happening around you 
stop from listening.

• Don’t try to predict what they are going to say.
• Don’t let your mind wander.
• Don’t start to plan how you will respond.

• Nod your head.
• Smile or frown occasionally.
• Avoid fiddling with pens, phones, etc.
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Once you have listened to the person, take time to acknowledge

what they have said. Acknowledging what someone has said 

demonstrates that you have listened to them and are interested in them.

Acknowledging can take several forms, depending on the situation: 

• “Thank you for raising the issue with me.”

• “I didn’t realize you felt like that.”

• “I can understand that this is a problem for you.”

• “What I am hearing is that you are frustrated with the current situation.”

• “I hadn’t thought about it like that before.”

L

A

E

R

isten

cknowledge

xplore

espond



Once you have acknowledged what the other person has said, take a 

couple of minutes to explore the issue. This will ensure that you fully 

understand the situation. It also demonstrates that you care about the problem 

they are experiencing. 

Who?

What?

Why?

Where?

When?
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isten

cknowledge

xplore

espond

Once you have enough information, you will be able to 

respond to the situation by: 

 Solving the problem

 Being honest and direct

 Putting forward your opinion on the situation



Words
7%

Tone
38%

Body 
Language

55%

Communication

Lower Your Tone1

Slow Your Pace2

The Power of 
Vocal Tone



Don’t Take It Personally

“

~ Don Miguel Ruiz, 
The Four Agreements

Nothing others do is because of you.  

What others say and do is a projection 

of their own reality, their own dream.  

When you are immune to the opinions 

and actions of others, you won’t be the 

victim of needless suffering.”



The Yelling or Cursing 
Patient 

• Distance yourself emotionally

• Move the customer from public to private space

• Let the patient vent without interruption

• Avoid generic statements like “I understand”

• Use reflective empathy statements: “So you…”



Do’s and Don’ts 
do use…don't use…
Let's see what we can do for you.No, I can't, I won't

Thank you for bringing this to my attention. I am so sorry 
that you had a bad experience. I understand and that 
would upset me as well.

I'm sorry you feel that way.

Please tell me more. It would be my pleasure to help make 
this right for you.

Unfortunately, I can't help you with that.

Thank you for sharing this with me. I can certainly help 
make this right.

You'll have to speak to the manager.

Sir, I know you are upset and I want to help you. Using that 
language however, is preventing me from focusing on 
resolving this issue. So I’m going to ask you to stop using 
that language so we can focus on fixing the problem.

Please calm down. 

Thank you for letting me know. I sincerely apologize for the 
long wait and for disrespecting your time. Let me check 
with someone about the wait time.

I’m sorry. It shouldn’t be too much longer.



If you’d like a few minutes to calm down 
before we continue, that would be fine. 
I would be happy to call you back in 15 
minutes so we can discuss a solution.

I’m sorry,  It is 
very difficult to 
help you while 
listening to that 

kind of language.  
If it stops, I can 
certainly help. 

I can solve this problem for 
you, but we need to 

discuss it calmly together.I would sincerely like to 
help you.  However, if 

you continue to yell and 
swear, I am going to ask 
you to call back another 

time.

Helpful Phrases



Rational Detachment

The ability to 
manage your own 

behavior and 
attitude and not 

take the behavior 
of others 
personally.

Use positive self talk

Have a plan

Release negative energy



The Art of 
Service Recovery 



Improve Service Recovery

To err is 
human…

…to recover is 
DIVINE



What do customers really want? 

When things don’t go well…



Source: https://www.slideshare.net/RobSchade/5-steps-to-service-recovery

The Anatomy of Great Recovery

45% 42% 30% 23% 19% 10%

_______
_______
_______

Assumes 
Responsibility

Quickly 
Resolved

Few 
Interactions

Follow-up Customer Tells 
Their Story

Flexible 
Response

WHAT DOES A FAIR RECOVERY PROCESS LOOK LIKE?
WHAT CUSTOMERS SAY WHEN ASKED



Taking Ownership

“

~ Jeffery Gitomer, 
Speaker & Author on Customer Loyalty 

If you own the problem, you 

own the customer.

If you lose the problem, you 

lose the customer.

It’s that simple.



Experience-Based Recovery

RECONCILING THE RELATIONSHIP 
not resolving the issue

The heart of 
service recovery is …



Service Recovery Script #1
UPSET PATIENT ASC STAFF

“I have been waiting for over an hour for my 
surgery.  How much longer is it going to take?” 

“Well, that person just went in ahead of me and I 
was here first. What kind of system are you 

running here?”

“It’s totally disrespectful of my time.  I was 
supposed to be in and out of this place! My 
daughter needs to pick up her kids from school 
at 3:30 and now she’s not going to make it. She 
will have to pay extra fees for afterschool care.”

“Fine!”  [Sigh of frustration]

“I’m sorry. It shouldn’t be too much longer.”

“I understand. We’re very busy today. But, 
that patient’s case is different and they are 

seeing a different surgeon today.”

“Oh, I’m so sorry.  Let me check to see how 
much longer it will be?”

“It should only be a few minutes longer. There is 
only 1 other patient ahead of you. Would you like 

to listen to some music while you wait?”



Service Recovery Script #2

“I have been waiting for over an hour for my 
surgery.  How much longer is it going to 

take?” 

“Well, that person just went in ahead of me 
and I was here first. What kind of system are 

you running here?”

“It’s totally disrespectful of my time. I was 
supposed to be in and out of this place! My 
daughter needs to pick up her kids from 
school at 3:30 and now she’s not going to 
make it. She will have to pay extra fees for 
afterschool care.”

“Thank you for letting me know. I sincerely 
apologize for the long wait and for disrespecting 

your time. Dr. Jones has had some cases this 
afternoon that required some extra medical 

attention. As a result, he is running a bit behind 
with his schedule today.  

Yes, I can understand why it would be 
frustrating to see another patient go in ahead 

of you. I would feel the same way. 

UPSET PATIENT ASC STAFF



Service Recovery Script #2 (cont.)

“Wow, thank you. That won’t be necessary 
but I appreciate it.”

“I am really sorry that we have disrespected 
your schedule. Let me go check with the team 
immediately about Dr. Jones updated surgical 

schedule. In the meantime, perhaps I could 
arrange for a private car service to pick your 

daughter’s children up and bring them here to 
our waiting room?” 

“I just spoke with the OR nurse about Dr. 
Jones’ schedule.  You are the next patient 
and will be taken back shortly. To say thank 

you for your patience, I thought your daughter 
might want to have dinner delivered tonight 
since this has been a long afternoon. I have 
sent a gift certificate for Uber Eats to your 

email address. I hope you all enjoy!” “Wow, that’s great service!”

UPSET PATIENT ASC STAFF



YOU ARE 
FULLY 

EMPOWERED
Take 

ownership 
& act fast

1 Complaint 
=

1375 
Negative 

WOM

Errors are 
inevitable.  

Dissatisfied 
customers are 

NOT

Exercise 
rational 

detachment.

Complaints 
are a gift

Remember…

Service failure 
is a unique 

opportunity to 
strengthen 

loyalty



• Define the “Why” for your ASC 

• Set core standards for customer service

• Set expectations for internal service

• Teach and practice Service Recovery

• Empower staff to manage difficult patients

Key Takeaways



Elizabeth Monroe
emonroe@bsmconsulting.com

Thank you!



Available to 
Members on 

eSupport

Compliance & Operations > Quality Reporting > 
OAS CAHPS



Available to 
Members on 

eSupport

Education > My CE Courses > 
Customer Service



We are the leading
online membership for 
ASC nurse leaders who want 
to run a compliant, efficient, 
and profitable ASC with confidence.

R U NNING A N A S C  C A N B E  O V E R W HE LM ING



Education Credit
L i c e n s e d  n u r s e s  a n d  C A S C  c r e d e n t i a l e d  p a r t i c i p a n t s  a r e  
e l i g i b l e  f o r  1 . 0  C E  C o n t a c t  H o u r  a n d / o r  1 . 0  A E U  C r e d i t .  
P r o g r e s s i v e  S u r g i c a l  S o l u t i o n s ,  d i v i s i o n  o f  B S M  C o n s u l t i n g  
i s  a p p r o v e d  b y  t h e  C a l i f o r n i a  B o a r d  o f  R e g i s t e r e d  N u r s e s ,  
P r o v i d e r  # 1 7 8 4 1  a n d  B A S C ,  P r o v i d e r  # 1 0 1 6 .

1 CE Contact Hour 
per RN attendee

1 AEU per CASC
attendee

Complete Course 
Evaluation sent 
via email by 
Friday, 7/26

Certificates will be 
processed and 
delivered by 
Friday 8/9

Any questions 
regarding CE Credit, 
contact 
Jenna@pss4asc.com



A place to connect, support, 
and network with other ASC 
managers all over the country.

Join our 
Facebook Group



Upcoming Webinars

www.ProgressiveSurgicalSolutions.com/webinars

SPEAKERWEBINAR TOPICCEDATE

Nancy Stephens 
Vanessa SindellHarmonizing Success: Unlocking RCM Fundamentals for ASC Excellence20JUL 29

Gregory TertesA Culture of Security: Preventing DEA Scheduled Medication Diversion in the ASCRN, 
CASC60AUG 26

Vanessa SindellBefore It’s Mandatory: Understanding OAS CAHPS20SEP 30

Debra StinchcombA Comprehensive Review of the ASC QAPI Program
RN, 

CASC
CAIP

60OCT 25

Vanessa SindellAnnual Survey Watch Report 202420NOV 25

Crissy BenzeInfection Control Risk Assessment: A Guided Review
RN, 

CASC
CAIP

60DEC 13


