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Customer Service
From the video of the unsatisfied patient, it is clear that the receptionist needs lessons on customer service. Some of the things that were done wrongly involve the fact that when the patient who is like a customer in that line of work came in looking for the services of the doctor, the receptionist was not friendly in any way. Instead of saying hello or even welcome, the patient was directly asked if she had insurance which is rude and insensitive because this is a patient in need of a doctors services. Also, the receptionist did not even engage the patient in small talk just to let her feel comfortable before she waited for the doctor. This type of treatment is uncalled for and very bad for business, the patient has a choice and could choose to visit another doctor’s office simply due to the treatment and incompetence she received from the receptionist. The receptionist ended up delaying when informing the doctor about the waiting patient.
As a receptionist, I would find it proper to at least smile as I welcome the patient with a greeting after which it would be appropriate to ask the patient what she needed which was to see the doctor. After welcoming the patient and making them feel comfortable in their new environment I would ask them if they have insurance. Another vital thing to note is that once the receptionist was done with the patient’s insurance card, she should have thanked the patient for her cooperation because gratitude is memorable. Moreover the receptionist should have advised her to take a seat in a friendly way and that once the doctor was free she would let her in. These may seem like simple gestures with little impact, but they go a long way to ensure that the customer is delighted and hence become frequent customers as well as refer their friends. Customer service is all about being friendly and responsive since it is a face-to-face situation.



[bookmark: _GoBack]Reference
https://www.youtube.com/watch?v=8Rdjjmk1M90&feature=youtu.be
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