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Unsatisfied Patients and Negative Reviews
[bookmark: _GoBack]	An example of a situation in healthcare warranting service recovery is turning around unsatisfied patients and avoiding negative reviews. Since in healthcare the hospital employees are dealing with people already in trouble, simple mistakes can not only be financially detrimental but also damage their reputation. In the past several healthcare institutions have suffered financially due to bad reviews as Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS) ratings affect the reimbursements directly. Everyone in healthcare is responsible for correcting mistakes done taking in mind that this is a critical sector that involves loss of compassion and emotions on both the healthcare staff and the patients. For that reason, the following response should be in handy. First, the healthcare institution should identify the problem as soon as it arises and acknowledge that the problem has occurred (Howard, 2019). It is not advisable to interrupt patients with questions but tries to understand the problem from their point of view. Secondly, one should apologize to the patients and take responsibility which makes the patient feel supported for their cause. After taking the responsibility it should be accompanied by fixing the problem which should be done in the patients' way and making up a follow up that everything is okay (Lantzy & Anderson, 2019). Last but not least is providing assurance that the mistake will not happen again and sometimes provide compensation if the problem was serious. This helps to retain and gain the patient’s trust and let them know that the healthcare institution is true to the organizational promises.
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