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Section 1: Patient-Oriented Attitude

e Your 4 main customer groups.

e Customer types and demographics.

e Customer behaviours and how to deal with them faultlessly.
e Managing complaints in the correct manner.

e Make sure you listen and keep your customers happy.

e Ensuring you have been doing research correctly.



Section 2: Positive Improvement

e Learning how to be emotionally quotient towards yourself and others.
¢ Remaining focused and composed during any tasks.

e Make sure to promote teamwork as a core value.

¢ Healthily coping and managing change.

¢ Clear communication with customers and co-workers.

Section 3: Effective Results

e Push yourself and gain the motivation to improve.

e Encouraging others to be their best selves.

e Thoroughly analyse situations to ensure you have the best results.

e Complete straightforward and successful communication.

e Appropriate body language at times when it matters.

e Using sandwich techniques to figure out your weaknesses and how to improve.

e Ensuring your decisions are well thought out, structured, and make sense.

Section 4: Quality Healthcare

e Learning about the PDSA cycle and how it will affect you.

e Pricing for better quality healthcare over more for less.

e Take active steps to achieve better quality results, improving patient morale.

e Make sure you provide care as efficiently as possible to your patients to ensure the

best gratification.

Section 5: Perfect Negotiation

e Learning multiple negotiation styles depending on the client.

e Make sure you find the BATNA for your situation.

e Keep your WAP to yourself, as when revealed, you could negotiate from a position of
weakness.

e Ensure you and your client reach the ZOPA to meet in the middle.

e Set firm agreement barriers and make yourself clear and heard.

e Make use of win-win techniques

e Make sure you're willing to compromise.
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