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COURSE INTRODUCTION / OVERVIEW:

In today's patient-centered healthcare landscape, the ability to effectively manage complaints and execute flawless
service recovery is no longer a soft skill but a critical component of quality care, patient safety, and organizational
reputation. This comprehensive training course is meticulously designed to equip healthcare professionals with the
advanced skills needed to transform patient dissatisfaction into opportunities for building loyalty and driving systemic
improvement. Drawing upon principles of healthcare quality management, such as those pioneered by the renowned
academic Avedis Donabedian, this program moves beyond simple scripts and procedures. It delves into the psychology of
patient grievances, communication strategies for de-escalation, and structured frameworks for effective resolution.
Participants will explore concepts discussed in influential texts like "Managing the Unexpected" by Karl E. Weick and
Kathleen M. Sutcliffe, learning to build high-reliability organizations. BIG BEN Training Center has developed this course to
provide a practical, hands-on learning experience, ensuring that every participant leaves with the confidence and
competence to handle the most challenging patient interactions with empathy, professionalism, and strategic insight,

ultimately contributing to a culture of service excellence and enhanced patient satisfaction.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Patient Relations Managers and Officers.

e Patient Advocates and Ombudsmen.

e Nurses, Physicians, and Allied Health Professionals.

e Hospital Administrators and Department Heads.

e Clinical Supervisors and Team Leaders.

e Frontline Staff including Receptionists and Patient Service Representatives.
e Quality Improvement and Risk Management Professionals.

e Customer Service Teams in Healthcare Settings.

e Long-Term Care Facility Managers.

e Clinic and Private Practice Managers.
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TARGET SECTORS AND INDUSTRIES:

e Hospitals and Medical Centers.

Private and Public Clinics.

e Dental and Specialty Practices.

e Long-Term Care and Assisted Living Facilities.

e Home Healthcare Agencies.

e Rehabilitation Centers.

e Pharmaceutical and Medical Device Companies.

e Health Insurance Providers.

e Governmental Health Ministries and Regulatory Bodies.

e Emergency Medical Services.

TARGET ORGANIZATIONS DEPARTMENTS:

e Patient Experience and Relations Department.

Quality Assurance and Improvement Department.

Nursing and Clinical Services Departments.

Risk Management and Compliance Department.

Administration and Operations Department.

Front Office and Patient Registration Department.

e Human Resources and Staff Training Department.

Inpatient and Outpatient Services.

Surgical and Emergency Departments.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Understand the critical impact of patient complaints on clinical outcomes and organizational reputation.
e Apply advanced communication and de-escalation techniques in emotionally charged situations.

e Implement structured service recovery models to effectively resolve patient grievances.

e Master the art of delivering a sincere and effective apology.

e Conduct a thorough root cause analysis of patient complaints to identify systemic issues.

e Improve documentation practices for complaints and resolutions for legal and quality purposes.

o Develop proactive strategies to prevent common service failures.

e Foster a culture of patient-centered care and service excellence within their teams.

e Manage patient expectations and build trust even after a negative event.

o Utilize patient feedback as a valuable tool for continuous quality improvement.

COURSE METHODOLOGY:

The training methodology for this course at BIG BEN Training Center is designed to be highly interactive, experiential, and
directly applicable to the healthcare work environment. We believe that mastering complaint handling and service
recovery requires more than theoretical knowledge; it demands practice and feedback in a supportive setting. The
program is built around a core of professionally facilitated discussions, real-world case study analysis, and dynamic group
activities that encourage collaborative problem-solving. A significant portion of the training is dedicated to high-impact
role-playing scenarios, where participants can practice de-escalation techniques, empathy-driven communication, and
service recovery frameworks in simulated patient encounters. These sessions are followed by constructive peer and
instructor feedback to refine skills and build confidence. The course also incorporates interactive workshops on root cause
analysis and developing proactive patient experience strategies. Our approach ensures that participants not only learn the
'what' and 'why' but also master the 'how', leaving them fully prepared to implement these critical skills immediately
upon their return to their professional roles, thereby driving tangible improvements in patient satisfaction and care

quality.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: THE FOUNDATION OF PATIENT-CENTERED COMPLAINT MANAGEMENT

e The Psychology of Patient Complaints and Expectations.

e The Impact of Unresolved Grievances on Patient Safety and Trust.
¢ Understanding the Patient Experience Journey Map.

o Key Principles of Empathy and Active Listening in Healthcare.

e Legal and Ethical Considerations in Complaint Handling.

e Establishing a Positive First Impression in Difficult Conversations.

e Cultural Sensitivity in Communicating with Diverse Patient Populations.

UNIT TWO: ADVANCED DE-ESCALATION AND COMMUNICATION STRATEGIES

Managing High-Emotion Encounters with Agitated Patients and Families.

Verbal and Non-Verbal Techniques for Calming Tense Situations.

The L.E.A.R.N. (Listen, Empathize, Apologize, React, Notify) Model in Practice.

Phrases to Use and Phrases to Avoid.

Setting Boundaries with Respect and Professionalism.

Role-Playing Scenarios for Handling Aggressive or Upset Individuals.

Techniques for Communicating with Distressed Family Members.

UNIT THREE: MASTERING THE ART OF SERVICE RECOVERY

e The Five Steps of Effective Service Recovery.

e The Power of a Sincere Apology without Admitting Liability.

e Empowering Frontline Staff for On-the-Spot Resolution.

e Developing a Service Recovery Toolkit for Your Department.
e Case Studies of Successful Service Recovery in Top Hospitals.
e Moving from Resolution to Rebuilding Patient Loyalty.

e Negotiating Solutions and Managing Follow-up Actions.
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UNIT FOUR: INVESTIGATION, DOCUMENTATION, AND SYSTEMIC ANALYSIS

e Best Practices for Documenting Patient Feedback and Complaints.

Conducting a Fair and Thorough Complaint Investigation.

Introduction to Root Cause Analysis (RCA) for Service Failures.

Using the '5 Whys' Technique to Uncover Systemic Issues.

Analyzing Complaint Data to Identify Trends and Patterns.

Presenting Findings and Recommendations to Leadership.

Closing the Loop with the Patient After Investigation.

UNIT FIVE: BUILDING A PROACTIVE CULTURE OF SERVICE EXCELLENCE

e Transforming Patient Feedback into a Catalyst for Improvement.

Training and Coaching Teams in Service Recovery Principles.

Developing Proactive Strategies to Prevent Common Complaints.

Celebrating Service Excellence and Recognizing Staff Contributions.

Leading a Culture Shift Towards Patient-Centeredness.

e Measuring the Impact of Improved Complaint Handling on Key Metrics.

Creating a Personal Action Plan for Implementation.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

Reflection Question: Beyond resolving individual complaints, how can an organization systemically transform patient

feedback into a catalyst for genuine quality improvement and cultural change?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This course distinguishes itself by moving beyond procedural, script-based training to cultivate a deep, psychological
understanding of the patient experience. While other programs may focus solely on the steps of complaint resolution, we
dedicate significant time to the cognitive and emotional drivers of patient dissatisfaction and the nuanced art of
empathetic communication and de-escalation. Our methodology is heavily rooted in high-fidelity simulations and role-
playing, providing a safe yet challenging environment to practice and internalize skills, rather than just passively receiving
information. Furthermore, the curriculum uniquely bridges the gap between reactive problem-solving and proactive
system improvement. We integrate modules on Root Cause Analysis (RCA) and trend analysis, empowering participants
not just to fix a single problem, but to become agents of change who can identify and help remedy the systemic
weaknesses that lead to service failures in the first place. The course emphasizes a leadership mindset, equipping
attendees to champion a culture of service excellence and patient-centered care within their teams and organizations,

ensuring the learning translates into sustainable, long-term improvements in both patient satisfaction and clinical quality.
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