
(And How to Fix Them)





What if your team could handle every
patient interaction with confidence and
consistency, no matter the situation?



Identify and fix the top communication errors
that lead to inefficiencies and lost revenue

Foster a culture of clear, consistent
communication among staff and providers

Use simple yet effective tools to improve
patient interactions and office workflows



Not Training Staff with a
Consistent Communication Model 



When staff communicate
differently, patients receive
inconsistent information, leading
to frustration and mistrust. 



Confused patients, 
who may leave
bad reviews.



Staff feeling
unprepared or
overwhelmed.



Decreased
patient
retention.



Imagine if everyone on your
team could follow a specific
formula to communicate with
your patients?



Train staff using a consistent framework. 

Use role-playing and active listening exercises
to reinforce training.
Provide standardized scripts for common patient
interactions.



Decide on specific phrases and language
you will use as a team. 

“My
Pleasure”

“Absolutely, I’ll be
happy to...”

“May I place you
on a brief hold?”

“It looks like...”



Use clear, kind words and stay calm.  

Listen carefully and repeat back what the
patient says.  
Document conversations in the patient
chart.



Don’t talk about patients where
others can hear.
Don’t use slang or joking language with
patients.  
Don’t ignore patient complaints - always
follow up.





Lack of a Knowledge Base



Without a centralized resource
guide for staff, practices struggle
to provide accurate and timely
responses to patients.



Misinformation leads to patient frustration.

Staff spend unnecessary time looking for
answers.
Increased errors in patient communication.



How does your team know how
to answer patient questions?
What if something changes?





A place where everyone can look up answers
about the practice.

Helps staff give the same information to
patients. 

Saves time and reduces mistakes. 



Managers and Admins make real-time
updates/changes.

Use Google Sheets or other collaborative 
tool like Trello.

Add images/examples of insurance cards, etc.





Practice Demographics

Provider Roster

Staff Roster

Scheduling Protocols

Insurance Roster

Fee Schedules

Over-the-counter items

Telephone Scripts





Shared Portal Logins

Appointment Types

CPT/Modifiers/ICD10

Medical Abbreviations

Medical Terminology

Birthdays + Starbucks
Order

Insurance Verification
Rules Anything Helpful!



No Standard Operating
Procedures (SOPs)



Without SOPs, staff guess how to
handle situations, leading to
inconsistency and inefficiency.



Confusion during critical patient interactions.

Slower response times.

Higher risk of missed steps and
miscommunication.





Develop clear SOPs for routine tasks, such as
scheduling, billing, and handling complaints.

Use tools like Loom or ScribeHow to create
simple video tutorials.

Store SOPs in an easily accessible location 
for all staff.



Not Using Technology Effectively



How many patients can
you talk to on the phone
the same time?



How many patients can you
chat with through text or
web chat at the same time?



Save time for staff and help patients get
quick answers. 

Web Chat and SMS Text Messaging. 



Meet patients where they are, especially
younger generations. 

Schedule more appointments. 

Use pre-written responses helps give
clear and consistent answers every time. 

Another way to serve patients. 





Staff Shortage 

Missing 41% of Calls

Frustrated Patients



Major Revenue Drop. 

Decrease in New Patients. 

Stressed out Staff. 















6.9% Missed Call Rate - Down from 41%. 

Patient Satisfaction Increased.

Increased revenue. 

101 MORE New Patients Scheduled 
Per Month.



"Web Chat transformed how we
engage with patients. It’s like having
an extra front desk team member,
without the extra cost!"



What Could This Mean for Your
Practice?













Ignoring Patient Feedback



When feedback is ignored,
patients feel undervalued, leading
to poor reviews and lost trust.



Negative online reviews harm your reputation.

Missed opportunities to improve the patient
experience.
Decreased patient loyalty.





Create a system for collecting and responding 
to feedback.

Use feedback as a learning tool during staff
meetings.

Respond to feedback as quickly as possible to
(compliantly) recognize the patient’s
perspective.



As a team, learn
and practice
specific techniques
to handle difficult
conversations. 



Stay Calm and be polite, even if the
patient is upset. 

Empathize with the patient and validate
their perspective. 

Listen and repeat back to show you
understand their concern. 



Notice when someone on your team
communicates well.
Praise team members who handle tough
conversations with care. 

Share positive feedback from patients. 



Inconsistent Documentation of
Patient Interactions



Team members often waste valuable
time piecing together information or
repeating work, leaving patients
feeling neglected and dissatisfied.



Staff waste time piecing together information.

Inaccurate or missed follow-ups.

Legal and Compliance Risks.





Write notes in the patient chart after every
call, chat, or verbal conversation.

This helps other team members know what
was discussed. 

Everyone stays on the same page. 



The Power of Your Response: 

E + R = O



In every interaction, the Event (E)
is what happens.

E + R = O



The Response (R) is how you or
your team reacts...

E + R = O



and together they determine the
Outcome (O)

E + R = O



Event: A patient is frustrated
because they’ve been on hold for

10 minutes.

E + R = O



Response: Staff actively listens,
apologizes, and solves the issue.

E + R = O



Outcome: The patient feels valued
and leaves a positive review.

E + R = O



Key Takeaway: You can’t control
every event, but you can always
control your responses. That’s

where transformation happens.



Not Actively Listening to Patients



When staff fail to listen, patients
feel ignored and misunderstood.



Patients may switch (quietly) to a competitor.

Increased complaints and escalations.

Lower patient satisfaction scores.



Listening carefully to what the patient says.

Repeating back what you heard to make 
sure you got it right. 

Asking follow-up questions if needed. 



Practice using simple words and explaining 
things clearly.

Role-play different situations to be ready 
for anything. 

Master active listening. 



Why do you think
their service
stands out?



Chick-fil-A uses the LAST model
to communicate with customers



L isten to what the patient is saying.

A pologize if something goes wrong.

S olve the problem quickly.

T hank the patient for bringing it up.



If every patient left your office feeling
valued and understood, do you think they
would be more likely to recommend your
practice and return for future visits?



Patients feel understood and trust your team.

Staff works better together and shares
information easily.

The whole practice runs more smoothly.



Train Staff with a Consistent Communication Model

Build a Centralized Knowledge Base

Establish Standard Operating Procedures (SOPs)



Leverage Technology for Streamlined Communication

Address Patient Feedback Proactively

Document Every Patient Interaction

Train Staff in Active Listening Skills





The difference between practices that
thrive and those that struggle often
comes down to how they respond to
challenges.



Imagine if your entire team had the
tools, training, and confidence to
handle every patient interaction
consistently and effectively.



But how do you ensure that every staff
member—front and back office—feels
equipped to handle these interactions?



The answer is a proven communication
framework that transforms chaos into
clarity and builds trust with every
patient conversation.



Everyone’s a VIP:
Mastering Patient Communications for Excellence



Take the Next Step Toward Patient
Communication Excellence.



Empower your team to create
consistent, VIP-worthy patient
experiences every time.



Give your staff the confidence to 
communicate clearly.



Be part of a community of practices
committed to excellence in 
patient care.



Learn More
 

www.turnkeymd.com/vip



Great Communication Leads
to Happy Patients and a
Successful Practice. Let’s
Make Every Interaction Count.






