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You Had Me at Hello:  Winning with the 

First Word in Patient Experience 

The psychology of a greeting… 
 
Research shows that a warm welcome paired with great service 
reinforces the patient’s choice of provider. Initial staff interac-
tions with patients speak volumes to the culture of a practice. A 
greeting that includes a smile and a courteous acknowledge-
ment of a patient’s needs sets the scene for a good experience 
and, more importantly, customer loyalty.  It opens the door to a 
continuing relationship, making patients want to return. Poor 
service drives patients away, and 90 percent of them will share 
their bad experience with others. 

The thing is, upwards of 80 to 90 percent of businesses includ-
ing hospitals, doctors’ offices, and healthcare providers fail the 
warm welcome test.  
 
We’re all familiar with the key elements of a positive start:   

 
 

• Make eye contact 

• Deliver a warm smile (and mean it)        

• Use the patient’s name (when possible) 
 

In addition to these basics of a greeting, it’s also important to 
know and use these additional psychological concepts in order 
to provide a quality patient experience. 

People want to feel wanted.  Patients, especially someone 
new to the practice, need to know that they have made the right 
choice, that they belong in your practice and that they are ap-
preciated. 

 

 

The 10-second clock is ticking.  The opportunity to make a 
“first impression” is much less than a minute. If someone is not 
greeted in the first 10 seconds, they begin to feel ignored. In a 
retail environment, a customer is deciding if they will stay or 
leave. In healthcare, a patient may not leave, but they may not 
choose to return and they may also share their experience with 
others. 

Empathy disarms anxiety.  Most medical appointments are 
upsetting. Something’s wrong and people are anxious about a 
problem that needs attention. A positive initial greeting is a reas-
suring start in demonstrating empathy. 

Be prepared.  Patients want to feel that they are expected…not 
an interruption. People crave attention, and having the patients 
information at hand signals they are important. 

Introduce yourself.  People like to hear you use their name 
when it’s appropriate. In addition, let the patient know who you 
are, what you do and how you are going to help them. More 
than a process step, this is about building an enduring relation-
ship and an emotional connection with patients as individuals. 

It’s not enough to “smile.” Individuals need a positive emotional 
connection that allows them to feel wanted, important and gives 
them a sense of belonging. Bottom line, a happy patient will tell 
five people about their experience, and an unhappy patient will 
tell 25 others. Therefore, a positive winning patient experi-
ence—in fact, an entire relationship— truly begins with a simple 
“hello.” 

The greeting. ”Hello. Welcome. Nice to see you Mrs. Jacobs”. May seem like such a 
small thing, but it can offer a clear picture of what a patient’s experience might be like 
during a visit to the doctor. Getting this first step right – greeting the patient – is critical to 
influencing the patient’s perception and expectations about the care they will receive. 
 
Starting a patients visit with a 
warm, welcoming, personal 
greeting, puts the patient at 
ease and on your side.  It cre-
ates a mindset where the patient 
will start looking for other things 
you do well and give you the 
benefit of the doubt if anything 
doesn't go well. It positions the 
practice in a positive light and 
the patient is going to find every-
thing they can to confirm that. 

 

"A great welcome is like giving 
your patients a pair of              

rose-colored glasses to look 
through for the rest of their visit 

to your practice.” 

*Adapted from PatientExperience.com 
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For additional information about how SIP Service     

Excellence can help your practice contact: 

SIPServiceExcellence@sutterhealth.com  

Ready Your Patients for         

Virtual Visits 

 

 

While millions of patients have now tried telehealth, the ma-
jority of patients still have not. Practices  offering virtual visits  
can take advantage of this opportunity to further engage with 
patients and enhance the patient experience by ensuring that 

patients’ initial virtual visit with their practice is a positive one. 

Educate Patients On When And How To Use                
Virtual Care 

Some patients choose the familiarity of in-person care be-
cause they don’t know if telehealth can appropriately address 
their clinical concern. Now is the time to capitalize on provider 
recognition by leveraging scheduling staff and clinicians to 
upsell virtual care—before your competitors. Proactively in-
form patients about your virtual offerings and when to sched-
ule a virtual visit. For example, have clinicians suggest: “let’s 
make our next visit virtual.” 

Don’t Let Patient Experience Be A Victim                         
Of Technology Mishaps 

Virtual visits have unique logistical complexities—technology 
being the biggest. While on-demand technical support for 
supporting your patients is critical for solving challenges in-
the-moment, the best practices anticipate common technical 
challenges and work to avoid them in the first place. At a 
baseline, proactively confirm with patients that they have the 
required technology for a virtual visit, such as a secure inter- 

net connection and a video-enabled device, and that they can 
access the platform themselves or with the help of a caregiv-
er. Additional proactive technical support can include auto-
mated reminders or pre-visit calls from staff to support virtual 
visits, as well as emailed instructions with visuals on how to 
access the platform and test hardware. 

Avoid Surprises By Setting Patient Expectations             
In Advance 

Patients know the sequence of events and what to expect for 
an in-person visit, but that’s not always the case for virtual 
visits. Proactive patient education increases patient readiness 
for virtual care and helps patients take virtual visits as seri-
ously as in-person. Effective pre-visit education includes: 

• Outlining the step-by-step process for a virtual visit, 
such as what to expect from the care team, expected 
visit wait times, the virtual rooming process, appoint-
ment length, and typical follow-up steps. 

• Sharing a checklist of what patients need to do before-
hand, such as submitting information, and completing 
labs or tests. 

• Clarifying what patients need on hand during the visit, 
and if they or a caregiver might be asked to conduct 
any self tests. 

• Providing cost transparency for virtual visits by con-
firming that it is a billable service just like in-person 
care, and confirming insurance. 
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Here you will find a sampling of patient experience survey comments from our SIP practices 

We have never received care like this before. You guys have 
the knowledge and compassion There isn’t another place 
even close to AIMS!         ~ All Inclusive Medical Svcs 
 

Dr. Park and Anne Marie were the upmost professional and    
compassionate! Thank you! Anne Marie was especially pro-
active in scheduling my surgery quickly. She answered all 
my questions. Many surgeons forget the anxiety patients 
have before such procedures. Dr. Park has not forgotten 
how to make his patients feel reassured and supported be-
fore and after the surgery. I want to thank both for such an 
easy procedure!      ~ Jason A. Park MD 
 

Dr. Dawson is the best Gynecologist I’ve ever had.  She has 
great communication .  She is always positive and makes 
me feel comfortable.  Love her! ~ Camellia Women’s Health 
 
 
 

Every single person in this office and on my hospital team 
were exceptional. I always felt validated, cared for and re-
spected. Aside from the medical care, empathy and bedside 
manner are the most important characteristics for my health 
care and you all exceeded my expectations. I am forever 
grateful!     ~ Sac Colon & Rectal Surgery MG 
 
Dr. Horta and her team are always so amazing.  They are the  
reason I won’t leave my employer to avoid losing coverage.   
~ Elisa E. Horta M.D.  
 
Dr. Chima is an excellent doctor who is most caring and 
extremely knowledgeable. Our family drives 33 miles to see 
him for our visits and it is always worth it! Thank you, Dr. 
Chima and team! You are awesome! 
~ Rocklin FP & Sports Med 
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