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COURSE INTRODUCTION / OVERVIEW:

In today's patient-centered healthcare landscape, the ability to effectively manage patient 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 course provides a comprehensive framework for transforming patient dissatisfaction into opportunities
for building loyalty and driving systemic improvement. Moving beyond mere scripts, the curriculum delves into the
psychological drivers of patient complaints, equipping participants with advanced communication and de-escalation
techniques. As highlighted by healthcare leader Dr. James I. Merlino in his work, such as "Service Fanatics," creating a
superior patient experience is a deliberate and strategic process. This program, offered by BIG BEN Training Center,
operationalizes these concepts, teaching a structured approach to service recovery that ensures consistency, empathy,
and effective resolution. Participants will learn to not only solve immediate problems but also to conduct root cause
analysis, turning valuable feedback into actionable insights that enhance the overall quality of care and prevent future

issues, thereby fostering a culture of continuous improvement and patient trust.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Patient Relations and Advocacy Officers.

Hospital and Clinic Administrators.

Quality Assurance and Improvement Managers.

Head Nurses and Clinical Department Heads.

Physicians, Surgeons, and other Medical Practitioners.

Front Desk Staff and Patient Service Representatives.

Social Workers and Case Managers.

All patient-facing healthcare professionals.
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TARGET SECTORS AND INDUSTRIES:

Hospitals and Medical Centers.

Private and Public Clinics.

Dental Practices and Specialty Medical Groups.

Long-Term Care Facilities and Nursing Homes.

Rehabilitation Centers.

Home Healthcare Agencies.

Governmental Health Ministries and Regulatory Bodies.

Pharmaceutical and Medical Device Companies with patient support programs.

TARGET ORGANIZATIONS DEPARTMENTS:

Patient Experience and Guest Services.

Quality Management and Assurance.

Clinical Operations and Nursing Departments.

Medical Staff and Physician Groups.
Administration and Operations.

Risk Management and Compliance.
Patient Registration and Admitting.

Customer Service and Call Centers.
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COURSE OFFERINGS:

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

e |dentify the root causes of patient dissatisfaction and common complaint triggers.

Apply advanced active listening and empathy skills in high-stress situations.

Execute proven de-escalation techniques to manage angry or distressed patients and families.

Implement a structured service recovery framework for consistent and effective complaint resolution.

Document patient feedback accurately and objectively for legal and quality improvement purposes.

Analyze complaint data to identify trends and opportunities for systemic improvements.

e Communicate resolutions and apologies with sincerity and professionalism.

Contribute to building a proactive, patient-centric culture within their organization.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, experiential, and directly
applicable to the healthcare workplace. We believe that mastering complaint management and service recovery requires
practice, not just passive learning. The course heavily utilizes realistic role-playing scenarios where participants can
practice de-escalation and resolution techniques in a safe and supportive environment, receiving constructive feedback
from the instructor and peers. In-depth case study analyses of real-world healthcare service failures will be used to explore
complexities and identify best practices. Group discussions and brainstorming sessions will encourage the sharing of
experiences and collaborative problem-solving. The training incorporates video-based examples to illustrate effective and
ineffective communication styles. Participants will work on developing their own action plans to apply the learned
frameworks within their specific roles and departments, ensuring that the learning translates into tangible improvements

in patient experience and operational excellence.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF PATIENT COMPLAINT MANAGEMENT

The critical role of patient feedback in modern healthcare.

Understanding the patient's perspective and the psychology of dissatisfaction.

Legal, ethical, and regulatory frameworks governing patient rights.

The direct impact of complaint handling on patient safety and clinical outcomes.

Differentiating between complaints, feedback, and grievances.

Common barriers to effective complaint resolution in healthcare settings.

Establishing a positive mindset for viewing complaints as opportunities.

UNIT TWO: CORE COMMUNICATION AND DE-ESCALATION SKILLS

Mastering active listening to fully understand patient concerns.

The power of empathy and validation in building rapport.

Verbal and non-verbal communication techniques for calming distressed individuals.

Choosing appropriate language for apologies and explanations.

Proven de-escalation strategies for managing anger and hostility.

Maintaining professional composure and managing personal stress.

Techniques for communicating with family members and caregivers effectively.

UNIT THREE: A STRUCTURED FRAMEWORK FOR SERVICE RECOVERY

Introduction to the HEAT (Hear, Empathize, Apologize, Take Action) model.

Step-by-step guide to investigating a patient complaint thoroughly.

Developing and negotiating fair and realistic solutions.

The art of a sincere and effective apology.

Properly documenting interactions, actions, and resolutions.

Closing the loop with patients to ensure satisfaction with the outcome.

Empowering frontline staff to perform immediate service recovery.
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UNIT FOUR: ADVANCED RESOLUTION AND SYSTEMIC ANALYSIS

e Handling complex situations involving multiple departments or clinicians.
e Strategies for dealing with unreasonable or persistent complainants.

e Navigating cultural differences in communication and expectations.

e Conducting a root cause analysis to identify underlying system failures.

e Using tools like the "5 Whys" to move beyond surface-level issues.

e Transforming individual complaints into organization-wide learning.

e Presenting complaint data and findings to leadership for strategic action.

UNIT FIVE: CULTIVATING A PROACTIVE SERVICE EXCELLENCE CULTURE

e The role of leadership in championing a patient-centric environment.

e Training, coaching, and empowering teams in service recovery.

e Developing proactive strategies to anticipate and prevent common complaints.
e Implementing effective patient feedback systems and surveys.

e Celebrating service recovery successes to reinforce desired behaviors.

¢ Integrating patient feedback into quality improvement and strategic planning.

e Creating a personal action plan for implementing course learnings.

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.
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SOMETHING TO THINK ABOUT:

Beyond resolving individual issues, how can an organization systemically transform its culture to view patient complaints

not as failures, but as invaluable data for innovation and growth?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by moving beyond the superficial tactics of complaint handling to cultivate a deep,
systemic understanding of patient experience management. While many programs focus on providing scripts for difficult
conversations, our curriculum emphasizes the psychological and cultural underpinnings of patient dissatisfaction. We
prioritize teaching participants how to perform robust root cause analysis, transforming them from reactive problem-
solvers into proactive agents of quality improvement. The methodology is intensely practical, focusing on simulated real-
world scenarios that mirror the complexities and emotional pressures of a healthcare environment, rather than abstract
theory. Furthermore, the course dedicates a significant portion to leadership and culture change, empowering
participants not just to manage complaints individually but to champion and build a resilient, patient-centric culture
within their teams and organizations. It bridges the gap between individual communication skills and organizational

strategy, creating a holistic and sustainable approach to service excellence.
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