
 

 

     

PX Champion Program  
Service Tip of the Month 

 
   
 
 

 
 

 

 

 

 

 

 

 

Acknowledging a patient is important in 
making them feel seen, heard, and cared for. 
For this month’s service tip, take time to 
identify instances where service recovery can 

be performed and then apply some of the tips noted below for acknowledging when patient 
expectations have not been met. Practicing compassionate acknowledgement is key to defusing 
anger and restoring trust with your patients. 
 
 

Acknowledge 
 

• Being aware, noticing and responding 
to the fact that someone is worried, 
upset, or disappointed can help them 

feel that you care. 
 

• Even if you have no reason to feel that 
you’re at fault, it is important to convey 
to the patient/family member that you 
recognize and regret what they’ve gone 
through. 
 
 

• A sincere acknowledgement sets the 
stage for the entire patient experience 
by creating a positive rapport. 

Apologize 
 

• An apology conveys concern, which is 
what the patient wants to hear. 
 

• An apology is not about guilt, it’s about 
not meeting expectations. 

 

• A blameless apology communicates 
your regret that the other person is 
somehow suffering, whether it is your 
fault or not. 

 

• Keep apologies simple & without 
blame. Be specific, refer to the patient’s 
experience that you feel sorry about.

 
 

 
 
 

The H.E.A.R.T 
Of 

Service 
Recovery 

 ACKNOWLEDGE    

Successfully building rapport and trust with your patient is essential in providing great service. 
Even with the best of intentions, sometimes things don’t go as planned and lapses in service do 
happen.  When this occurs, it is important to ACKNOWLEDGE that we have not met the patient’s 
expectations. Providing service recovery with HEART helps to re-establish a trusting relationship 
with your patient. 

 

Examples: 

 
 

• “I understand you are upset…” 

• “I apologize for the inconvenience…” 

• “I am so sorry you had that experience…” 

• “I can see how important this is to you…” 

• “I am sorry we did not meet your expectations.  What can I do for you right now?” 

• “I’m sorry this has been so challenging for you…”  


