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edical providers often under-

estimate the importance of

patient satisfaction. Execu-
tives in corporate settings under-
stand the value and impact personal
recommendations can make in the
success or failure of a product. If one
extraverted person likes your product,
that could lead to significantly in-
creased sales for your business. With
the current trends in social media, as
well as increasing numbers of review
websites like Yelp, the importance of
patient satisfaction should no longer
be underestimated by the medical
community. An encounter that is
perceived by the patient in a positive
light can quickly lead to increased
patient volume for the practitioner.
An encounter that was perceived as
negative can rapidly ruin both your
personal and your practice’s reputa-
tion. It can take a long time, and a
lot of headaches, to repair just one
online negative review.

Here are some suggestions to ensure
that your patient encounters will be
perceived as positive:

Always smile when you greet

patients. It seems simple, but

in the middle of a busy and
stressful day, it is easy to forget these
basic social intimacies. You would
be surprised how this little act can
change a patient’s perception of the
encounter. A simple smile will help
set the tone and make your patient
feel at ease. Feeling comfortable will
open the lines of communication and
encourage a smooth exchange with
your patient.

Always leave the room slowly.

You can enter quickly and start

your exam or procedure, because
patients expect you to be busy when
entering the room. However, giving
them 1-2 minutes of undivided atten-
tion at the end of the encounter allows
them time to ask questions and allows
them to leave feeling more confident
about the visit. A great way for the
patient to perceive that you spent a
lot of time with them is to take a seat
during the patient encounter. This will
force you to focus on your patient,
and communicate more efficiently
with them. Always allow your patients
to ask questions openly and be sure to
take your time while educating them.
If the patient feels like their concerns
were heard, this may determine
whether they perceive the encounter
in a positive light or not. Patients will
often seck another provider if they feel
that you did not give them 100% of
your attention. The second provider
may not do anything different than
you in regard to the patient’s work-
up or treatment, but by listening and
providing a little extra attention, the
patient may leave feeling more satis-
fied from that encounter.

Make a brief note about the

patient’s personal life. You can

spend only 5 minutes with
someone, but if you ask them about
their vacation or their daughter’s wed-
ding, they will feel like you really care
about them as a person and they will
remember the encounter in a positive
way. Medical care and the patient/pro-
vider relationships are very personal.
As medical providers, we often have
to ask people for intimate personal
information, or to show areas of their
bodies that make them uncomfort-
able, and it can be easy to forget how
scary and intimidating it is to entrust
your health to someone else. A per-
sonal touch and taking a few extra

minutes to focus are just a few ways to
really evolve this trusting relationship.
Communicating on a personal level is
appreciated by patients and helps ease
anxiety during the visit.

Along similar lines, be sure to

allow patients the opportunity

to talk about themselves. Ask
your patients any question and let
them talk... “crazy weather we are
having don’t you think?”, “What are
you doing for the Super Bowl/Valen-
tine’s Day/4th of July”, “I just cant
get used to this daylight savings time,
how about you?” You can perform
your exam or procedure while they are
talking, they will feel less pain (aka:
“talkesthesia”) and they will remember
you in a more positive way. This “tal-
kesthesia” will often enable a level of
comfort that helps ensure the patient
will follow up as recommended. Pro-
cedures are part of our daily work as
providers, but we have to remember
that for most patients this is not a
daily or “normal” activity, and is of-
ten scary and anxiety provoking. For
many patients, the anxiety about a
procedure can be worse than the pro-
cedure itself. So, talking about oneself
can make a big difference on how they
perceive a procedure in the end.

Always compliment patients. It

doesn’t matter if it is their hair,

shoes, purse, work promotion,
etc. This works for both male and fe-
male patients. Simple courteous steps
like this will go a long way in life and
relationships; and certainly carries over
into our PA/patient relationships.

These 5 tips should not slow down
your clinical work, although they
may seem simple, and maybe even
silly, they will improve your patient’s
outcome and their perception of the
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Local Groups

1. Redding Area PA/NP Alliance
Summer Ross, PA-C; (530) 275-5747
summerross@hughes.net

2. Physician Assistant Society of Sacramento (PASS)

Carlos De Villa, PA-C, PASS President; (916) 973-6185,
pasocietyofsac@yahoo.com

Atul Sharma, PA-C, MMS, MPH, CHES; (916) 397-6035,

pasocietyofsac@yahoo.com

3. Contra Costa Clinicians Association
Brian Costello, PA-C; (707) 651-2705,
contracostapas.com

4. San Francisco Bay Area Physician Assistants (SFBAPA)
www.sfbapa.com, PO Box 14096, San Francisco, CA 94114-0096
Martin Kramer, PA-C; (415) 433-5359, Fax: (415) 397-6805,
mkramersf@hotmail.com

5. Bay Area Mid-Level Practitioners
Rose Abendroth, PA-C; (650) 697-3583, Fax: (650) 692-6251,
rosepard@aol.com

Matt Dillon, PA-C; (650) 591-6601, mattdillon42@hotmail.com

6. Bay Area Non-Docs
Linda O’Keeffe, PA-C; (650) 366-2050, lindapac@aol.com

7. Northcoast Association of Advanced Practice Clinicians
John Coleman, PA-C; (707) 845-6008, strectdrag49@sbcglobal.net

8. Stanislaus County NP/PA Network
Brian Cormier, PA-C; (209) 605-4966, briancor@verizon.net,

WWW. nppanetwork.org

9. Stockton Midlevels

Emma Calvert, PA-C; stocktonmidlevels@gmail.com

10. Journal Club for PAs and NPs (Fresno area)
Ciristina Lopez, PA-C; (559) 875-4060; Fax: (559) 875-3434,
clopez875@aol.com; 2134 10th St, Sanger, CA 93657

11. Central Coast Nurse Practitioners & Physician Assistants
Kiris Dillworth, NP; ccnppa@yahoo.com
Sharon Girard, PA-C; (305) 803-1560; ccnppa@yahoo.com

12. So Cal PAs
Linda Aghakhanian, PA-C; want2heal@hotmail.com

13. Orange County

Continued from page 23 Hung Nguyen, PA-C; (714) 846-8178; nhy52@yahoo.com

time you spend with them. A few extra minutes spent to make someone feel 14. San Gabriel Valley Local Group

comfortable might also lead to discussions about important information that M. Rachel DuBria, PA-C; (818) 744-6159, racheldca@aol.com

is relevant to their health. They might mention a symptom or a social behav-
15. San Fernando/Santa Clarita Valley Group

ior that would otherwise have not been mentioned during that encounter. Jonah Tan, MPT, PA-C; (818) 634.0007. jotptpa@yahoo.com

The more information that you gather, the more effective a clinician you will

be. The more comfortable your patient is during the encounter, the more 16. Coachella Valley Physician Assistant Group

they will be willing to disclose personal details about their health. Matthew Keane, MS, PA-C; mkeanepas@gmail.com

17. San Diego Area

The combination of your data gathering and your patients’ comfort level will Jeremy Adler, MS, PA-C; (619) 829-1430, jadler@simplyweb.net

lead to increased patient satisfaction. This will lead to successful relationships
between you, your patient, and your SP! Hopefully these tips will help increase
your effectiveness, your patient satisfaction and your overall practice goals! m
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