WCCHC-GCP, spg 2008

PRECEPTOR PRE-ASSESSMENT CHECKLIST
Customer Service
Preceptee: _____________________________________
Clinic: ______________________________
Date: ________________
Preceptor—I:
_________________________________________
Preceptor—II: ______________________________________
Insert code next to corresponding letter for #3 to #8 .  
Codes:

	1
	Trainee needs additional support in the area
	Does not pass the skill level prescribed and needs further training. (grd—D/F)

	2
	Trainee demonstrates some ability in the area
	Does not fully demonstrate all the necessary skills and needs just a little more training. (grd—C)

	3
	Trainee demonstrates full knowledge in the area
	Passes with complete proficiency in all necessary skills (grd—A/B)


	Student Learning Outcomes
	Competencies/Planned Experiences 

(Didactic and Practice)
	Code

	1. Explain the importance of customer service.


	a. Define customer service.

b. List and explain the six major components of a customer-focused environment.


	a. (Didactic)
b. (Didactic)
Total____________

	2. Explain the importance of service culture including its elements.


	a. Explain the elements of a service culture.

b. Describe the job responsibilities of a typical service provider.

c. Implement strategies for promoting a positive service culture.


	a. (Didactic)
b. (Didactic)
c. (Didactic)
Total___________



	3. Develop strategies for effective communications.


	a. Pleasantly greet each customer as soon as they walk in.

b. Introduce yourself by first name to new patients/visitors.
  c. Always smile, do not frown & establish eye contact when speaking to patients/visitors.
d. If you are on the phone or need to answer the phone, acknowledge the patient with a polite gesture and then excuse yourself to finish phone call, and return immediately to service the patient. 
e. Pay close attention to the verbal message and respond in a positive manner.

f. Use the name of the patient/visitor at least once in the conversation.

g. Clarify any questions, making sure the customer understood and is satisfied, by asking patient to repeat the information.

h. Refrain from a combative, aggressive, or argumentative stance or tone.

i. Always smile, do not frown, establish eye contact.

j. Compliment your customer and set up a friendly relationship.

k. Paraphrase what the customer said and ask for affirmation.

l.Rephrase the "why" to "what” during registration or pt contact.
m. Always let patients know when delays are   expected—walk-ins, squeeze ins, and running behind schedule, etc.( Direct them where to go for snacks, food, and cold drinks while waiting.)
n. Assist patients with minor age children when necessary.
o. Inform patients in exam rooms of their status in 10-15 min. intervals.

p. When giving directions, escort patients and visitors partway to their destination as necessary.
q. End every encounter with a smile and positive comment.

r. When in the presence of patients and visitors, address physicians and leadership staff formally.
  s. Treat everyone with courtesy and respect.
	a.
b.

c.

d.

e.

f.

g.

h.

i.

j.

k.

l.

m.

n.

o.

p.

q.

r.

s.

Total__________

	4. Develop strategies involving telephone transactions.


	a. Answer the telephone by the second ring, for sure by the third ring.

b. Smile before and while  answering the phone.
c. If the phone rings when you are helping a customer, ask the customer to excuse you, answer the phone, ask the telephone customer to stand by while you quickly finish with the customer in front of you.  Do not put anyone on “hold” for more than 30 secs.
d. Use proper body posture.  Slouching affects sound and quality.
e. Use standard greeting. Give your name, name of dept. and company.  Offer to assist the customer.

f. Speak naturally, do not stumble through introduction.
  g. Be time conscious, prompt and court
eous.
  h. Be upbeat, using caller's name and  summarizing actions.
  i. Try to assist callers without having to transfer them to others.

j. Transfer calls properly and always request permission from the caller to do it.

k. If you put a caller on hold, must go back in 20 to 30 seconds.  Thank the caller for waiting.

l. Take messages correctly: name, company, phone number brief message, when call to be returned, and time and date of call and your name.
m. Limit personal telephone calls and personal visits by family and friends to a couple of minutes.

	a.
b.

c.

d.

e.

f.

g.

h.

i.

j.

k.

l.

m.

Total_________

	5. Develop strategies for dealing with different types of customers.


	a. Treat each person as an individual.

b. Do not demonstrate negative stereotypical behavior.

c. Demonstrate positive attitude, patience, and willingness to help.

d. Make the interaction with patient a positive experience.

e. Recognize a variety of difficult personality types and how to work with.
f. When handling a complaint, stay calm, and try not  to take the complaint personally, Speak in a caring tone of voice.  Do not make excuses or blame anyone. Tell the patient that the complaint will be investigated and to expect a call within 3 work days.  Give the complaint form to Health Services Director.

g. Call Security immediately when dealing with abusive people.

	a.
b.

c.

d.

e.

f.

g.

Total___________

	6. Develop techniques for reducing stress.


	a. Identify  three leading causes of stress in the customer service environment.

b. Recognize potentially stressful situations and symptoms.

c. Demonstrate techniques to reduce stressful situations and symptoms, ie. taking slow and deep breaths.

d. Demonstrate effective communication techniques to avoid stress, ie. always be upbeat.
e. Reassure patients who appear anxious or upset, if not able, refer them to a supervisor.


	a.
b.

c.

d.

e.

Total__________

	7. Demonstrate ways in which one can encourage customer loyalty.


	a. Develop the characteristics that will enhance customer loyalty, such as empathy and concern for patients always.
b. Demonstrate techniques that help customers feel important, call patient by name always.

c. Demonstrate strategies to enhance customer satisfaction and build loyalty, such as display of concern for patient.
d. Use discretion and follow policy when discussing confidential information.

e. Whenever representing the Health Center, the community, or yourself, do so in a caring and professional manner.

f. Don’t complain to or within earshot of patients or visitors.

g. Address providers and co-workers courteously and professionally.

	a.
b.

c.

d.

e.

f.

g.

Total_________

	8. Show the causes of service breakdowns and the importance of recovery.


	a. Define what a service breakdown is.

b. Identify and recognize the different types of service breakdowns.
c. Identify strategies for preventing customer dissatisfaction.
d.Demonstrate a frontline service recovery strategy.
e. Give accurate information or find out the information if not known.

f. Always ask if there are more questions before ending a conversation.

g. Recognize that everyone’s job is important.

h. Assist team members in overload situations without being asked.

i. Respond to requests from other departments positively and quickly.

j.Follow through on all commitments to team members and others.
k. Resolve disagreements in a positive way.
l. Whenever a procedure or practice changes, notify the appropriate people of the change.
	a. (didactic)
b. (didactic)
c. (didactic)
d.

e.

f.

g.

h.

i.

j.

k.

l.

Total_____________


TOTALS
	STUDENT LEARNING OUTCOMES
	COMPETENCIES
	CODES  TOTALS

	1. Explain the importance of customer service.
	a. to b.=2
	

	2. Explain the importance of service culture including its elements.
	a. to c.=3
	

	3. Develop strategies for effective communications.
	a. to s.=19
	

	4. Develop strategies involving telephone transactions.
	a. to m.=13
	

	5. Develop strategies for dealing with different types of customers.
	a. to g.=7
	

	6. Develop techniques for reducing stress.
	a. to e.=5
	

	7. Demonstrate ways in which one can encourage customer loyalty.
	a. to g.=7
	

	8. Show the causes of service breakdowns and the importance of recovery.
	a. to l.=12
	

	
	68 X 3 = 202 possible                                 TOTAL
	


	1
	Trainee needs additional support in the area
	141 – 160 pts.

	2
	Trainee demonstrates some ability in the area
	161 – 180 pts.

	3
	Trainee demonstrates full knowledge in the area
	181 – 202 pts.
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