Handling An Angry Doctor

………….special consideration for customer service to healthcare professionals


Doctors are looking for ways to make their lives and work easier!  They are and should be no different then any other customer.
A customer is a client or consumer who is looking for:

Communications
Understanding

Sympathy

Trust
Open to what they are saying
Meet their needs

Encourage feedback

Reliability
Service is being able to assist or help by:

Seeing there is a problem
Encouraging the customer to report problems
Reacting with empathy

Voice an apology

Indicate what you will do (and DO IT!!)

Check back to assure it is fixed

Examine the cause to prevent it from happening again 
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 Dos:
Answer your phone – if possible provide a dedicated number for reporting problems.
Don’t make promises unless you can keep them – let customer know what you can do.
Listen to your customers – helps define the actual problem and prevent future problems.
Deal with complaints promptly – shows you care and are willing to correct the problem.
Train your staff – people want to do a good job. We are in this together!
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Don’t say:
“No” – projects inflexibility and an “I don’t care attitude”.


Use – “Yes, we will try…”
“The policy is….” – projects your needs take precedence over their needs.

Use – “What can we help you do?”
“I Can’t” – projects an unwillingness to help.


Use – “This is what we can do…”
“They….” – projects a blaming attitude.


Use – “I” or “We” 
Types of Doctors:


The “Bulldog” – quick to show authority and demands action!
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Reaction – be assertive with what you can do! 

Do not get upset

Listen 




Be friendly but specific with what you say




Manage the conversation by using “closed” questions


The “Steamroll” – very upset, angry and appears hostile!  
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Reaction – offer understanding and sympathy!

Remain courteous
Let the doctor vent




Sympathize and offer understanding




Agree if they are right




Promise to take corrective action and DO IT!



Advise of your actions
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