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• What do I include?
• Tips/Tricks
• Cheat sheets
• Testing
• Culture of Service

• Why do we need it?



• Create a checklist
• Review

• Job Description
• Policies

• Cell phone
• Attendance
• Dress Code
• Eligibility

• Create a organization chart



• Review all forms
• Chart packet
• Patient Update form
• Service Agreement
• HIPPA Agreement
• Patient Confidential

Communications
• Caregiver Affidavit
• Affidavits
• Audit Sheets



• Create a map highlighting PRCDA
• Create flow charts
• Step Actions

• RPMS
• EHR
• Insurance Portals
• Workload Reports
• Notes
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• Create a test
• Eligibility

• How do you determine eligibility?
• What qualifies as proof of residence?
• Create frequent scenarios, how do

you remedy situations?
• Manual

• How often do you need to update
forms?

• Why do we verify insurances?



• Audits
• Workload

• Daily
• Employee

• Weekly
• Referral

• Daily
• EOM

• Aging
• Monthly



Culture of Service



Learning Objectives
• What excellent customer service looks like

• Dealing with difficult patients

• Our patients are our customers

• Use guiding principles in everyday work

• Key concepts



Key concepts
• 3 Steps to Service
• Eyes and Ears Open
• Ladies and Gentlemen serving Ladies and Gentlemen
• Lateral Service
• Anticipatory Service



CIHA’s Guiding Principles
• One who helps from the heart…

• A state of peace and balance…

• It belongs to you…

• Like family to me…





Eyes and Ears Open Situational Awareness 

“Keep your eyes and ears open” :This not only ensures safety for 
everyone, it allows you to look for ways that you can go above and 
beyond for someone. Learning to anticipate the needs of a patient or 
coworker so that you can deliver and delight is GOLDEN. 



Ladies and Gentlemen Serving Ladies and 
Gentlemen
• We are “Ladies and Gentlemen serving Ladies and Gentlemen”: If we,

CIHA staff, ever hope to deliver good customer service, we must first treat
each other and our patients with the upmost respect. Always greet your
coworkers and patients with a friendly “Good Morning” or “Good
Afternoon”. Our internal customer service is as important as our external
customer service.

• When a patient is approaching your desk, please greet them with “Good
Morning, how can I help”. Always think about how you would feel in the
patient's shoes and treat them as you would want to be treated.



Lateral Service 

• Lateral Service: Lateral service means that we view everyone as a
member of our team, we anticipate what patients and other
departments need from us. If we anticipate a need, we deliver
without being asked. This means we go above and beyond for our
patients as well as employees from different departments.



Warm Greeting

• Use the patient’s name “Good Morning Gwynne, How can I help you
today.”

• Be pleasant
• Friendly tone
• Smile
• Eye contact
• Be aware of body language



Fulfill Patient Needs

• Remember we are ladies and gentlemen serving ladies and gentlemen.
• When possible don’t “send” patients, take them
• Lateral Service
• Manage Up
• Think “Guiding Principles”



Fond Farewell 

• Ask if there is anything else you can help them with today, continue to
assist until all needs are met.

• Use the patient’s name “Thank you Gwynne, it was a pleasure helping
you today”

• Be aware of tone, body language and word choice



Difficult Situations

• Soda Effect
• How to move on and shake off difficult situations to provide excellent

service in the next encounter.



Contact Information

• Gwynneth Wildcatt, Director of Accessibility, Resources and
Member Services

Gwynneth.Wildcatt@cherokeehospital.org

• Taylor Benally, Patient Access Manager
Taylor.Benally@cherokeehospital.org

mailto:Gwynneth.Wildcatt@cherokeehospital.org
mailto:Taylor.Benally@cherokeehospital.org
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