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1.

Welcome and Review of Workshop 1

Welcome to the second of two half-day workshops designed to improve patient and
customer experience.
These workshops support Sheffield Teaching Hospitals NHS Foundation Trust’s 20122017 Corporate Strategy “Making a Difference”.

Workshop Aims
There are 3 specific aims:


To share examples of existing best practice in providing patient-centred
services.



To ensure that the people we serve are at the heart of all that we do
(Patient First Trust Value)



To improve patient perception and patient feedback about the care they
receive.

The content of workshop 1 included:







Introducing Customer Experience
How Standards Can Help
Your role in influencing Patient Experience
The Customer Journey
Internal Customer Experience
Personally Making a Difference

Have you’ve noticed any changes in patient experience following Workshop 1?
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2.

Communicating a Positive Patient Experience

2.1

The importance of establishing rapport

Definition of Rapport:
“A close and harmonious relationship in which the people or groups concerned
understand each other’s feelings or ideas and communicate well”
Source: www.oxforddictionaries.com/definition/english/rapport
Benefits of Establishing Rapport


Creates trust



Reassures and comforts anxious and stressed people



Reduces the risk of conflict and aggression

I had my Portacath inserted this week. I had
worked myself up into a nervous frenzy about
the procedure, as I commonly do when anything
invasive happens to me. I arrived at the theatre
reception at the specified time with my Mum.
We were greeted by the theatre clerk. A friendly:
“Oh yes you must be Kate! My name is Karen.
Please take a seat and I’ll fetch Jay the nurse to
do your pre-op assessment.”

Kate Granger

All said with a smile and welcoming body posture.
Immediately, despite my anxious state I was put at ease. I literally sighed in relief
and took a seat.
Introductions might not seem like the most important aspect of care we deliver, but
they can really have a huge impact on the psychological state of our patients as
demonstrated by this episode. We’ve all sat there and stared at a computer screen
or set of notes, refusing to look up to acknowledge the presence of someone who
needs our help. But just remembering that patients are in an alien environment and
being welcoming can have such a big impact.
Source:

www.england.nhs.uk/2013/11/kate-granger/
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2.2. How we communicate
We use four methods to communicate

Body
Language &
Facial
Expressions

Tone

Words

Listening

Patients and Customers will believe your communications if your:
Facial Expressions + Body Language + Tone match your Words
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2.3

Words - Negative and Positive

Negative language – Can lead to people having a negative experience because it:




Emphasises what cannot be done.
Can have a subtle tone of blame.
Reminds or tells people that you’re right so they feel bad

Positive Language - Can help people have a positive experience because it:





Emphasises what can be done
Shows you’re accepting and taking responsibility for helping the other person
Suggests alternatives and choices available
Sounds helpful and encouraging not bureaucratic

What are the words and phrases that are used within the Trust that could be
perceived by patients and visitors as being negative and may not give patients and
visitors a positive experience?

Words or Phrases to Avoid
1.
2.
3.
4.
5.

Not
Not
Not
Not
Not

Words or Phrases to Use

welcoming
respectful
helpful
informative
understanding

“I don’t know, I’ve just been on annual
leave/ I’ve just started my shift
“I’m busy at the moment, I’ll come back
later”
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2.4

Tone

We sometimes aim to communicate one message through the words we use but we
communicate an unintended message through our body language and tone of voice.
•
•

Performed Ideal – The image you want to portray
Leakage Signals – How you really feel or think

What does your patient or colleague hear?
This exercise can help you hear the difference between welcoming and
unwelcoming.
1.

Find some space in the room where three of you can work together.

2.

Arrange your chairs as shown and make sure they are all facing the
same way:

3.

Take it in turns to sit on your own facing your 2 colleagues.

4.

Say, 3 times, what you would normally say when answering your phone or
greeting face to face a patient, relative, or colleague.

5.

On two of the times SMILE and on one of the times keep a very stern
face. See if your colleagues can guess which is the time you were stern
faced.
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2.5 Customer Care Self-Assessment




How do other people perceive you?
The way people perceive you is an important part of their patient experience.
You can influence other people’s perceptions by the behaviours you choose,
particularly when faced with challenging circumstances.

Please be as objective as possible.
1=Never
2=Rarely
3=Sometimes
4=Often
Question
1. People who I deal with face to face would think I had a
smiling, welcoming face
2. People who I deal with on the phone would think I had a
welcoming and interested tone of voice
3. If I feel negative (e.g. tired, fed-up, angry, under pressure,
stressed or ill) I try to mask this so that people would not
be able to tell how I was feeling.
4. People who are feeling negative about a situation would
say that the way I communicated with them helped them
to feel better about the situation, regardless of whether I
could solve the problem.
5. People wanting attention from me receive prompt eye
contact and an acknowledgement (for example a smile or
greeting) even if I can’t deal with them immediately.
6. I have successfully calmed angry people down by the way I
communicate with them
7. People who I am dealing with face to face or on the phone
would believe that I was paying attention to what they say
by the way I demonstrate I listen to them
8. People who received a written communication from me
would say that the tone was professional, welcoming and
helpful.
9. If an internal customer care survey was carried out I
believe my colleagues at the Trust would report that I was
helpful when working with them.
10. If an internal customer care survey was carried out I
believe my colleagues at the Trust would report that I was
consistently good with patients and visitors.

7
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5=Always
2
3
4
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3

Parent Adult Child (Transactional Analysis)

Transactional Analysis was first developed by Canadian-born US Psychiatrist Eric
Berne in the 1950s, originally as a therapy tool.
The word ‘Transaction’ in this context refers to the interactions and communications
between two or more people. The ‘Analysis’ refers to understanding the transaction.
Transitional Analysis can be used to:
Help understand why we behave in certain ways, with certain people.
Help us to appreciate why we affect people in different ways, sometimes on
different day.
Help us behave more effectively.
Transactional Analysis suggests that people subconsciously adopt one of three ‘ego
states’ i.e. personality type and the way we transact with people reflects the ego
state we’re currently in.

The Three Ego States are:
Parent
C__________ Parent
N__________ Parent
Adult

Child
R___________ Child
C___________ Child
F___________ Child
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3

Parent Adult Child (Transactional Analysis)

Parent
Physical - angry or impatient body-language and expressions, finger-pointing,
patronising gestures,
Verbal - always, never, for once and for all, judgmental words, critical words,
patronising language, posturing language.
N.B. beware of cultural differences in body-language or emphases that appear
'Parental'.
Within the NHS – an angry relative; “I pay your wages” “You must do this for my
relative” “I shall be making a formal complaint”
Child
Physical - emotionally sad expressions, despair, temper tantrums, whining voice,
rolling eyes, shrugging shoulders, teasing, delight, laughter, speaking behind hand,
raising hand to speak, squirming and giggling.
Verbal - baby talk, I wish, I dunno, I want, I'm gonna, I don't care, oh no, not
again, things never go right for me, worst day of my life, bigger, biggest, best, many
superlatives, words to impress.
Within the NHS – some patients: “I’m the sickest patient” “You’re the expert”
“I don’t want to get out of bed”
Adult
Physical - attentive, interested, straight-forward, tilted head, non-threatening and
non-threatened.
Verbal - why, what, how, who, where and when, how much, in what way,
comparative expressions, reasoned statements, true, false, probably, possibly, I
think, I realise, I see, I believe, in my opinion.
Within the NHS – colleagues: “Can we find a bed for this patient; I know you’re
really busy?” “Is there anything I can do to help you with your patient?”
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3.1

Jeb’s Jobs

www.youtube.com/watch?v=tG7hYnMyxyY
YouTube search: Jeb’s Jobs

1

What’s Jeb’s state of mind when he first starts answering the phone?

2

What’s his state of mind when someone asks for Mr Strap and Mr
Octopus?

3

What’s his state of mind when he talks about the firewall?

4

What’s his state of mind when he asks someone to flush the power unit?

3.2

Parent Adult Child and the NHS

When dealing with a patient and with colleagues there are two transactions you
should use initially that are likely to get the best results
Adult - Adult

Problem Solving, recognising patient’s emotions

P

P

A

A

C

C

Nurturing Parent- Compliant Child

Helpful and Highly Empathetic

10

P

P

A

A

C

C

Improving Patient and Customer Experience – Workshop 2

3

Parent Adult Child (Transactional Analysis)
David Cameron, Nick Clegg and a camera crew were
told to leave a ward at Guy's hospital, London on the
14th June 2011 by an orthopaedic surgeon because
proper hospital procedures weren't being followed.
www.youtube.com/watch?v=WIQWaBbURlY

YouTube Search: Irate Surgeon/ David Nunn
How would you describe the Surgeon’s behaviour in terms of Parent, Adult, Child?
How would you describe David Cameron’s response in terms of Parent, Adult, Child?
Why might have the Surgeon behaved in this way?
Changing Behaviour Through the ‘Broken Record’ Approach
When faced with someone who is acting Rebellious Child or
Critical Parent towards you – talking to them adult to adult can
help move them towards adult behaviours – especially when
combined with the correct body language and tone of voice.
Keep repeating an adult to adult message, as if you’re a broken or stuck record.
Maintain an adult-to-adult approach – you should get an adult approach back.
YouTube Search: Lego Death Star
Canteen – The Remake

https://www.youtube.com/watch?v=r0n1iaHywMI

How could you use Parent Adult Child at work?
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4.

Emotional intelligence and its impact on
patient and customer experience
Emotional intelligence came to prominence after the publication of
Daniel Goleman’s 1995 book called: “Emotional Intelligence - Why
it can matter more than IQ”

Emotional Intelligence is:

“The skill or ability to identify, assess, and control your own and other people’s
emotions”
An Amygdala hijack is:
“An emotional response which is “immediate and overwhelming, and out of
proportion with the actual stimulus because it has triggered a much more significant
emotional threat”

Emotional
Intelligence

Controls
Emotional
Responses

Less Conflict
Better
Outcomes

Kirsten Johnson of www.richerexperiences.com explains the background to
Amygdala Hijacks at: www.youtube.com/watch?v=Lr-T6NAV5V4
1. When you sense something (sound, sight, touch etc) you experience the
response in the Amygdala which is located in the brain’s limbic system.
2. The amygdala may trigger the evolutionary flight or fight response.
3. Once the limbic region has received the stimulus the message may be sent to the
Neocortex part of the brain. In this thinking part of the brain the stimulus is
considered and the Neocortex works out what the best appropriate, considered
reaction should be.
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4.

Emotional intelligence and its impact on patient and customer
experience

www.youtube.com/watch?v=Lr-T6NAV5V4

YouTube Search:
Amygdala Hijack / Kirsten Johnson

What words, facial expressions or body language etc could trigger your patient or
visitor or customer becoming angry or upset?

What do you do when faced with someone who is angry or upset i.e someone who
might be having an Amygdala Hijack?
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Emotional Intelligence can help explain how customers may be thinking and how
and why they react to problems in different ways.



Recognising customers’ behaviour and demonstrating empathy can help you
resolve customer dissatisfaction.



Emotional Intelligence can also help you handle complaints and difficult
customers well, particularly when you’re not feeling at your best.



Lack of Emotional Intelligence can turn a dissatisfied customer into a complaining
customer.

Emotional Intelligence

Self
Awareness

Self
Management

Influencing

EQ
Self
Motivation

Empathy
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4.

Emotional intelligence and its impact on customer experience
1.

Self-Awareness

The first stage of Emotional Intelligence is the extent to which you
can recognise and understand your own emotions (as if you are
someone else observing you).
If you are self-aware, you know how you are feeling and why.
What situations cause you to feel negative?

How do you know when you are feeling negative and therefore you
might be unfriendly or unhelpful to someone?

What outward signs do you display when you’re feeling negative?
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4.

Emotional intelligence and its impact on Customer experience
2. Self-Management
Being able to control and change your own emotional responses in
a positive way.
Self-Management is dependent on being self-aware.

If you control your emotions you are less likely to make cause others to get angry or
upset
If you know you’re feeling negative at work or negative towards a
particular person what do/could you do to manage your emotions?

3.2

Using Emotional Intelligence to help customers.
3. Self- Motivation
Being able to stay motivated even during difficult periods such as
handling a difficult complaint.
Self-motivation requires you to have a clear idea of you want
to achieve and not letting emotions get in the way.
4. Empathy
Being able to recognise and respond appropriately to other
people’s emotions.
Being empathetic means seeing things from other people’s
perspectives and putting yourself in the their shoes.
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4.

Emotional intelligence and its impact on Customer experience

5. Influencing Others
Using empathy to manage other people’s emotions in a positive
and constructive way.
People with influencing skills can manage relationships with the
people they work with, find common ground and build rapport with a very wide
range of people.

Empathy: Empathy is being able to recognise and respond appropriately to other
people’s emotions


Recognising when an issue is sensitive and important to someone.



Acknowledging someone else’s emotions, ensuring you have understood their
response correctly and then aiming to address their response.



Sympathy refers to the understanding and sharing of a specific emotional
state with another person. Empathy does not require the sharing of the same
emotional state.
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4.

Emotional intelligence and its impact on Customer experience

Component
Self-Awareness

Self-Management

Self-Motivation

Recognising and
understanding
others’ emotions

Influencing

Useful questions
What are my positive emotions
When have my emotions made a situation worse?
When have my emotions helped?
What kind of situations or actions trigger my emotions?
How does it feel when my negative/ positive emotions
start?
What result could a different emotion have achieved?
How does my emotional state impact on others?
How could I change my reaction?
When have I been at my most motivated?
What kind of tasks excite me?
When in the day am I at my most energetic and effective?
Can I set myself short term goals and incentives to boost
my productivity?
What changes in peoples’ voices and tone when they arePleased/ disappointed/ angry/ frustrated/ impressed/
confused?
If I were in their shoes how would i feel?
If I were in their shoes what would I like to be different?
How is my behaviour affecting their behaviour?
What can I do to change their behaviour through my
actions?
How can I adjust my language, my tone or my body
language?
How will I recognise they are in a more positive emotional
state?

Actions You Can Take
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