Patient Reception & Processing

 Waiting Room  

Waiting Room Features

Office amenities include such  things as a VCR, television,  computer, telephone, and a  desk where patients can sit  and balance a checkbook or  review work

These features make the  time spent waiting feel  productive 
 instead of  wasteful

 Preparation for Patients 

Some offices prepare for  patient arrivals the evening  before, and some in the  morning

Patient charts should be  reviewed, checking for  completed lab tests, posting  of results, and to assure that  ample progress notes exist  for this visit

Patient Reception

First impressions are  ‘LASTING‘

“You never get a second  chance to make a first  impression.”

What is seen 1st  is the  reception area

The Reception Room 

 Clean

 Restful

 Adequate seating

 Well-lighted

 Good ventilation

 Regulated temperature 

 Preparing for Patient  

Preview appointments for day

Pull charts for day

Review each chart

Is all information correctly entered?

Have previously ordered tests been performed? - Have the test results been entered?

Stock supplies

Reception desk

Examination rooms

Your appearance

Greeting the Patient

 By name

People like hearing their own name; a better relationship is built between the staff and patients when the names are used often 

 Friendly

 Make eye contact & smile

 Introduce your self to new patients

Patients feel that the office staff cares enough about them to acknowledge them 

 Create a method to direct patients when they enter the office

 Registration 

Patient Information Sheet

Check that it’s complete

Ask if there is something you  can’t read

Medical History

Interview patient

Patient completes

Might be sent ahead of  appointment

Patient Issues  

 Consideration of patient's  time 

 Patients with special needs

 Escorting and instructing

 Handling complaints

 Problem situations 

Assisting the Patient

The medical assistant should escort the patient to the exam room and other areas of the office 

Tell the patient when to disrobe and exactly what should be removed  

Take care that the patients' purse or wallet is in a secure place

Be sure that doors do not open and, expose the disrobed patients.

Instruct them as to when they may leave, or whether they should wait after seeing the physician

Ask often if the patient has any questions 

 Talkative Patients  

Talkative patients are  sometimes lonely and enjoy  social interaction

Be as courteous as possible  with talkative patients,  explaining that another  patient is waiting or the  physician needs assistance

When this is said with a  smile, most patients  understand 

 Patient Charts  

Some medical offices place patient chats in a door file to alert the physician that the patient is ready

The chart may be placed horizontally or vertically, one meaning that the patient is ready for the doctor, and the other meaning that the doctor is finished with the patient

Other offices place the charts in door files in a certain order; for example, if exam rooms 1 ,2, and 3 are available patients are seen in that order

 Closing the Office  

 Develop a checklist of  closing duties to help recall  what to do before leaving for  the day

 Post a list of closing duties  near the exit

Summary

 Personal touches will help  the patient to feel at home  and comfortable in the office

 An attractive reception area  with various office amenities  will provide a warm  atmosphere

 Using the patient's name  frequently will convey a  sense of caring 

