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ACE Academy 
Funded by Blue Shield of California Foundation 

Virtual learning series on techniques to build a culture of 
strong communication skills in healthcare organizations 

ACE Academy Curriculum (subject to change)	  

Session	   Dates	   Topic	  

     1	   Oct-14	   Overview: Patient-Centered Care Starts with Empathic Communication	  

     2	   Dec-14	   Tools to Measure Communication Skills	  

     3	   Feb-15	   Strengthening provider communication training	  

     4	   Apr-15	   Techniques to reinforce communication skills in your organization	  

     5	   Jun-15	  
Incorporating communication skills into job descriptions, annual 
review, and separation processes	  

     6	   Aug-15	   Strengthening recruitment and hiring practices	  



ACE Academy Resources  

A space for 
resource 
sharing and 
idea 
exchange 

www.advancingcommunication.com 



Measuring Patient 
Communication at Your Practice  

Presented by  
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§ Review the rationale for patient-centered 
communication 

§ Discuss strategies for measuring patient 
communication 

§ Review patient communication assessment 
tools 
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§ 25+ years’ experience in consulting with 
healthcare organizations to assess their service 
performance and improve the patient 
experience: 

§ Patient, employee and referring physician 
satisfaction surveys  

§ Customer service training 
§ Mystery patient calls and visits 
§ Shadow coaching for low-scoring physicians 
§ Additional improvement and ongoing 

momentum consulting  
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§ More patient loyalty/word-of-mouth referrals 

§ Higher staff morale/lower turn-over 

§ Better risk management 

§ Enhanced public image/market share 

§ Greater pride in your practice 

§ Better outcomes 
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§ Patient satisfaction surveys 

§ Mystery calls 

§ Mystery patient visits 

§ Post-visit telephone interviews 

§ Other? 
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§ Mystery call checklist 
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§ Mystery call checklist 

§ Mystery patient - scheduling appointment 
checklist 
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§ Mystery call check list 

§ Mystery patient - scheduling appointment 
checklist 

§ Mystery patient visit checklist 
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* Mystery patient checklist 



§ Sample mystery patient visit – Summary of Impressions 
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§ Mystery call check list 

§ Mystery patient - scheduling appointment 
checklist 

§ Mystery patient visit checklist 

§ “Sit & See” Observation checklist 
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§ Mystery call checklist 

§ Mystery patient - scheduling appointment 
checklist 

§ Mystery patient visit checklist 

§ “Sit & See” Observation checklist 

§ Post-visit telephone interview guide 
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WHEN YOU ARRIVED FOR YOUR APPOINTMENT: 
Were you greeted with a smile?      YES    NO  
Did everyone wear their name badge so you could easily see it?   YES    NO 
Were you kept informed about how long your wait would be?    YES    NO 
Was our staff friendly and professional?     YES    NO   
  

WHEN YOU ARRIVED FOR YOUR APPOINTMENT: 
Were you greeted with a smile?      YES    NO  
Did everyone wear their name badge so you could easily see it?   YES    NO 
Were you kept informed about how long your wait would be?    YES    NO 
Was our staff friendly and professional?     YES    NO   
  
GOING TO THE EXAM ROOM 
Were you called from the reception area in a courteous manner?   YES    NO 
Did the Nurse/Medical Assistant smile and introduce him/herself?   YES    NO 
Did the Nurse/Medical Assistant make you feel comfortable?    YES    NO 
Did the Nurse/Medical Assistant help you understand what to expect?   YES    NO 
Were you kept informed about how long your wait would be?    YES    NO 
Was our staff friendly and professional?     YES    NO 
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Did the Nurse/Medical Assistant smile and introduce him/herself?   YES    NO 
Did the Nurse/Medical Assistant make you feel comfortable?    YES    NO 
Did the Nurse/Medical Assistant help you understand what to expect?   YES    NO 
Were you kept informed about how long your wait would be?    YES    NO 
Was our staff friendly and professional?     YES    NO 
  
YOUR VISIT WITH THE PROVIDER 
Did the provider knock before entering the exam room?    YES    NO 
Did the provider greet you in a friendly manner?     YES    NO  
Did the provider listen carefully to you?     YES    NO 
Did the provider explain things clearly to you?     YES    NO 
Did the provider spend enough time with you?     YES    NO 
Did the provider clearly answer all your questions?    YES    NO 
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Did the provider greet you in a friendly manner?     YES    NO  
Did the provider listen carefully to you?     YES    NO 
Did the provider explain things clearly to you?     YES    NO 
Did the provider spend enough time with you?     YES    NO 
Did the provider clearly answer all your questions?    YES    NO 
  
CHECK-OUT/DEPARTURE 
Did you receive a friendly “good-bye?”     YES    NO 
  
YOUR OVERALL SATISFACTION 
Please rate your overall experience (circle one) 
  

  EXCELLENT         VERY GOOD         GOOD         FAIR         POOR 
  
WAS ANYONE PARTICULARLY HELPFUL TO YOU: 
_______________________________________________________________________ 
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C.L.E.A.
R.©  

Treating Patients  
With C.A.R.E. 
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§ Service model checklists to hold employees accountable 
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§ Service model checklists to hold employees 
accountable 

§ Hold daily “hallway huddles” 



32 

§ Service model checklists to hold employees 
accountable 

§ Hold daily “hallway huddles” 

§ Round on both employees                             and 
patients 
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§ Service model checklists to hold employees 
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§ Hold daily “hallway huddles” 
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§ On-the-spot recognition  
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§ Service model checklists to hold employees 
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§ On-the-spot recognition  
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§ Service model checklists to hold employees 
accountable 

§ Hold daily “hallway huddles” 

§ Round on both employees and patients 

§ On-the-spot recognition  

§ Shadow coaching for low-scoring providers 
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§ Service model checklists to hold employees 
accountable 

§ Hold daily “hallway huddles” 

§ Round on both employees and patients 

§ On-the-spot recognition  

§ Shadow coaching for low-scoring providers 

§ Customer service training  

§ Ongoing measurement tools  
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Communication Assessment Toolkit is posted on the ACE program website 
under “Measurement Tools”. 
 
 
 
 
 
 
 
 
 
 
 
Today’s webinar recording and slides will be posted by tomorrow morning.  

Reminder about Resources 

ACE Program Website: www.advancingcommunication.com 


