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Every Interaction Matters

Elevating patient care through courtesy, care coordination, and effective communication leads to
improved patient experiences and higher scores on the Consumer Assessment of Healthcare Providers
and Systems (CAHPS) survey. By prioritizing patient satisfaction and actively addressing needs,
healthcare providers can positively influence outcomes and perceptions of care quality, fostering trust
and loyalty.

What is Courtesy in Healthcare?

Courtesy in healthcare transcends politeness; it involves understanding the emotional and psychological
needs of patients. Treating every individual with dignity, respect, and empathy creates a sense of trust
and safety in their healthcare journey. Simple acts of courtesy, such as a warm smile or reassuring
words, can significantly enhance patient experiences.

The Impact of Courtesy on Patient Experience

Patients consistently rank courtesy and respect highly when evaluating their healthcare experiences. A
courteous demeanor from healthcare team members alleviates anxiety, enhances satisfaction, and
contributes to better treatment outcomes. Patients who feel respected are more likely to engage in
their care and maintain long-term relationships with providers.

Strategies to Cultivate Courtesy

Implement these practices to create a patient-centered environment:

e Warm Greetings: Use patients’ preferred names and greet them warmly.

e Eye Contact: Maintain eye contact and genuine smiles to convey empathy.

e Streamlined Paperwork: Minimize redundancies in forms and consider online registration
options.

e Preparation: Review patients’ charts before appointments to show preparedness.

e Active Listening: Listen without interrupting and show empathy for their concerns.

e Clear Communication: Use simple language to explain medical information.

e Respect Patients’ Time: Minimize wait times and communicate any delays promptly.

e Confidentiality: Ensure privacy during discussions and examinations.

¢ Open-Ended Questions: Encourage patients to share their thoughts and concerns.

¢ Acknowledge Emotions: Validate patients’ feelings and offer reassurance.

¢ Involve Patients: Respect autonomy by involving them in decision-making.

e Clear Next Steps: Provide guidance on next actions, such as tests or treatments.

e Follow-Up: Check in with patients after appointments to ensure continuity of care.

e Express Gratitude: Thank patients for their trust and cooperation.

e Inclusivity: Foster a culture that respects cultural beliefs and preferences.

e  Written Resources: Provide materials for patients to reference post-appointment.
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Active Listening: Key to Quality Patient Care
Good Listening Strategies

e Open-Ended Questions:
o “Can you tell me more about...?”
o “How does it feel when you...?”
e Reflective Responses:
o “It sounds like you're feeling...”
o “l'understand how that could be challenging.”
e Summarizing:
o “Let me make sure | understand. You're saying...”
o “Does that sound accurate to what you are experiencing?”

Poor Listening Practices

e Closed-Ended Questions:
o “Is thatall?”
o “Did that help?”
¢ Invalidating Responses:
o “That’s not a big deal.”
o “You shouldn’t feel that way.”
e Interrupting:
o “lalready know what you’re going to say.”
o “That’s not relevant to your condition.”

For any questions, please email ClinicalEngagementTeam@SuperiorHealthPlan.com.
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