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Let’s GO! 
Get up and find someone you do not know. 

Introduce yourself, name and what service unit and department you work for. 

Take turns answering the following 2 questions: 

1. You get to meet your favorite musician. Who is it? 

2. What is your favorite quote and what does it mean to you? 

You’ve got 5 minutes…GO! 
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Improve Teamwork, Leadership & Transparency 
✔Daily Huddles 

✔Once a week staff training. 

✔Twice a month staff meetings. 

✔WWYD 

✔In-services, reminders, policies, skits and scripts. 

✔Microsoft Teams, record trainings/meetings and important updates from daily huddles, so those 
who missed may review. 
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WINDOWS AND 
MICROSOFT TIPS 
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Scheduling Meetings 
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Employer/Group Listing 
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Employer PGEN Report 
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RPMS Recording and Material Library 
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Point-of-Sale 
Trainings 
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Pharmacy Point-of-Sale SUMI Report 

^SUMI 
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RUNNING THE UNINSURED RX REPORT 
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UNINSURED RX REPORT 
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ELIG/PRIV Keys 
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Cheat 
Sheets 
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Saving Important Emails for Reference 
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WWYD? 
Include in your huddles, 
trainings, meetings these 
WWYD questions. 

Cut up into squares, have 
staff choose one. During 
meeting, have someone 
share what they have, give 
their answer and open the 
question for all to answer. 

You might come to one 
solution or multiple 
solutions we haven’t 
thought of. 
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VGEN 
REPORTS 
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Overall Third Party Coverage 
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Veterans 
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Age Category 
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Personal Health Record 
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Daily Activity Report 
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CUSTOMER SERVICE 
Customer service is often seen as an activity, performance measurement and a philosophy. 

That is why, generally speaking, one single customer service definition does not exist.. 

"Customer service is the ability to provide a service or product in the way that it has been promised" 

"Customer service is about treating others as you would like to be treated yourself" 

"Customer Service is a phrase that is used to describe the process of taking care of our customers in a positive 
manner" 

"Customer service is a process for providing competitive advantage and adding benefits in order to maximize 
the total value to the customer" 

"Customer Service is the commitment to providing value added services to external and internal customers, 
including attitude knowledge, technical support and quality of service in a timely manner" 

"Customer service is a proactive attitude that can be summed up as: I care and I can do.“ 
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PERFORMANCE EVALUATION 
We are expected to deliver “exceptional customer service”. 

We are evaluated via patients, peers, surveys, competencies, and our annual performance 
evaluation (PMAP). 

Supervisor’s are expected to improve customer service within their departments. This includes 
holding those providing poor customer service accountable. Poor customer service is misconduct. 
Supervisor’s are also encouraged to reward exceptional customer service. Rewards can include 
recognition, time off, and monetary awards. 
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External: 
▪ Contractors – Maintain equipment 

& supplies. 
▪ Insurance Payers – Medicaid, 

Medicare, Workers Comp, Health 
Insurers, etc. 

▪ State - ISD 
▪ Tribes- CHR 
▪ CMS 
▪ Joint Commission 

Internal: 
▪ Patients 
▪ Visitors 
▪ Family 
▪ Friends 
▪ GSU Employees 
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How We Are Judged 

In Person: 

• 55% - Body Language 
• 35% - Tone of Voice 
• 7% - Words 

On the Phone:   

• 80% - Tone of Voice 
• 20% - Words 

People can hear your smile 

on the phone. 

FIRST IMPRESSIONS 

Only takes 30 seconds for the patient to form an opinion. 

Huge Challenge for health care workers. 

Patient will decide whether your facility will give what 
he/she needs. 

What does our appearance say about us? 

What does your appearance say about you? 

Take pride in your appearance and the appearance of 
our facility. 
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Poor Customer Service 
Is deliberate. You have a choice to provide the 
kind of customer service you want. 
Poor customer service taints our overall image. 
From your section to the overall hospital and even 
extends IHS wide. 
Can you recall a time you received poor customer 
service? 

Q&A – Examples of the WORST customer service. 
What went wrong? 
Will you go back? 
What would you have done differently? 

Great Customer Service 
Is intentional. You determine the type of service you 
want to deliver. Decide to deliver EXCEPTIONAL 
CUSTOMER SERVICE. 

Exceptional customer service paints our overall image as 
a GREAT organization that people want to be a part of! 

What are examples of exceptional customer service? 

Q&A – Examples of the BEST customer service. 
What was great about it? 
Will you go back? 
What can we learn & practice from this? 
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AIDET 
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WELCOME CUES PEOPLE LOOK FOR: 

ACKNOWLEDGEMENT 

• SMILE!!!!! 

• Have an open, friendly face. 

• Look the patient in the eye. 

• Address the patient by their name. 

• Be the expert. Learn about our organization & services. 

• Communicate – Be nice. Listen without interruption. Respond in a caring and informative 
manner. It’s best to keep the patient informed. 
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Benefits of Smiling! 
• It only takes 17 muscles to smile, but 43 to frown. 

• It makes you appear and feel more confident, it gives others confidence and puts 
them at ease because they feel approved of and accepted. 

• If you wear a smile you will have friends, if you wear a frown all you will have is 
wrinkles. 

•Smiles are a language that even babies understand. Smiles are multi-lingual; they 
are understood in every language. 

•Smiling actually makes you feel better and lifted up. Studies show that when you 
smile, your heart rate lowers and breathing slows down. Particularly when you are 
stressed. 

•A smile costs nothing, but gives much. If you are not smiling, you are like a 
millionaire who has money in the bank, but no checks. 

•A smile is a facelift that’s in everyone’s price range. It’s an inexpensive way to 
improve your looks instantly. 
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POSITIVE MENTAL ATTITUDE 

✔Think of it as your mental posture. Resolve to be a reverse paranoid. 
✔Look at every situation as an opportunity to grow, improve, and excel. 
✔Practice makes permanent. 30 consecutive days to make or break a 

habit. 

BE PROACTIVE 
▪ CHOOSE to be happy! 

▪ AVOID toxic people. Choose to be with people who build you up. Surround 
yourself with winners. Be a victor, not a victim. Attitudes are contagious. 

▪ DELETE – Delete, erase, stop negativity. 
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Diné Bizaad 
Every day, learn 10 new words, write it 

down on a 3x5 card, practice throughout 
the day. The next day, add 10 more 

words and practice those words with the 
words you learned the previous day(s). 

Shiwi'ma 
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Draw a picture of a dog. You have two minutes. 
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Be clear. 

State exactly what you expect. 

Ask questions. 
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Active Listening 
Active listening is a specific way of hearing what a person says and feels, and reflecting 
that information back to the speaker. 

“If you want them to hear it, you talk. 

If you want them to learn it, they talk.” 

Keys to Active Listening 
• Limit distractions. 
• Body language. 
• Repeat what you understand. 
• Have the person tell you what they understand. 
• Ask questions. 
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Limit Distractions 

Our hospital can be noisy. Loud machines. Large patient care load. Some things we cannot control and 
some things we can. 

Do your best to eliminate any additional distractions so the person knows they have your full 
attention. 

Body Language 

Be approachable. Arms crossed with a frown is not approachable. 

Eye contact. No eye contact can sometimes be interpreted as not interested, distracted, not caring. 

Try to face the patient when speaking and listening to them. 
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Repeat What You Understand 

Repeat what the person has told you to show that you do understand. 

“Just to be sure I understand you Ms. Begay, this is what I heard you say…” 

This will ensure you understand the person’s concern and eliminate any misunderstandings. 

What Does the Person Understand 
Ask the person to repeat what you said. 

“Ms. Begay, will you explain to me the treatment plan I gave you…” 

The person will then give you a verbal explanation of what they understand you said. If there are any 
discrepancies, these can be addressed and clarified. 
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Ask Questions 

Ask questions for further clarification. People may say “yes” or nod their head when asked a question 
when they don’t really understand. 

“Do you understand?” vs. “How many times a day are you to take this medication? Do you take it with 
food?” 
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Difficult People 

It’s never okay to upset the patient. 

It’s nothing personal. 

� The person doesn’t even know you. These people are unhappy about a problem. 
They’re venting their anger at you, but it’s not personal. 

� Your job is to remain calm, objective, and take responsibility and the blame for 
something you probably didn’t do. Say to yourself “I’m responsible,” even if, at that 
moment, you are responsible only for controlling your responses. 

� Taking responsibility gives you the opportunity to resolve the problem and increases 
your self-control and personal confidence. 

The top people in every field are intensively solution-oriented. 
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Use the ASAP Technique (Apologize, Sympathize, Accept, Prepare) 

• Reduce the patient’s anger by apologizing and acknowledging their feelings. You’ll spend 
about 80% of your time massaging the person’s feelings and 20% actually working on the 
problem. Feelings are key. Apology should be sincere and immediate. Follow up with action. 

• Sympathize with the patient. 

• Accept the responsibility of the situation. Reintroduce yourself. 

• Prepare to help. Be very willing to help. Use the patient’s name. If the patient senses 
insincerity it will make the patient stay angry. Most patients want sympathy almost as much 
as they want the problem fixed. You accomplish this by listening. It’s disturbing and 
frustrating to share a complaint with someone who obviously doesn’t care. 

“Seek first to understand than to be understood.” 
– Stephen Covey 
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REACTING VS RESPONDING 

Always choose to respond than to react. When you react, you give away the control over the situation. 
Out of control emotions can make smart people look stupid. Remain calm, cool, and collected. 

Try the “GOAT HIDING” strategy’s: 

1.Breathe. 

2.Think of the names of the “seven dwarfs”. 

3.Do math in your head. (Not counting to ten.) 

4.Coping statements – Present tense & desired behavior. “I am insert desired behavior.” And repeat to 
yourself. Example: “I am patient. I am patient. I am patient.” 

“What people say and do means nothing. How you respond means everything.” 
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Which is better? To be effective or right? 

Sometimes we have to sacrifice. 

Do you want to be happy or right? 

Let’s arm wrestle! 

For every time you win, a charity of your 

choice get’s $10k. Ready? Get set. Wrestle! 



Contact Information 

Fawnia Franklin 
Tohatchi Health Center 

fawnia.franklin@ihs.gov 

(505)733-8212 Work
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