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1. RECEPTION STANDARDS (FIRST CONTACT EXPERIENCE)

[J Patients are acknowledged within 5-10 seconds of arrival

] Reception staff maintain eye contact and a welcoming presence

[] Greeting is consistent, professional, and respectful

] Patients are not left standing or unsure where to go

[] Reception desk is clean, organised, and free of clutter

[J Staff appearance reflects professionalism (uniform, ID badge, grooming)

] Patients are directed clearly to the next step (registration, waiting areq, triage)
[J Signage is clear and supports navigation (registration, billing, consultation areas)
Why this matters:

Reception sets the tone for the entire visit.

If this fails, everything else feels disorganised — even if clinical care is good.
2. QUEUE & FLOW MANAGEMENT

[] A clear queue system is in place (ticketing, numbering, or structured line)
[J Patients understand their position in the queue

[J No overcrowding or clustering at the reception desk

] Staff actively manage patient movement and flow

[] Urgent or priority cases are identified and escalated appropriately

[J Patients are not required to ask multiple staff for direction
Why this matters:

Confusion at reception = frustration = complaints = loss of trust

3. WORKFLOW STRUCTURE (CRITICAL SYSTEM AREA)

[] Registration and billing functions are clearly separated

[] Staff roles are clearly defined (no overlap or confusion)

[J Patient flow from entry = registration = consultation is structured

[ ] Bottlenecks are identified and actively managed

[] Reception does not become a congestion point during peak hours

[J Systems are followed consistently — not dependent on individual staff
Why this matters:

Most “busy clinics” are not busy — they are poorly structured.

4. COMMUNICATION AT RECEPTION

[] Staff explain processes clearly (registration, waiting, next steps)
[J Waiting times are communicated proactively
[J Delays are explained before patients become frustrated
L] Information given is consistent across all staff
[] Staff confirm patient understanding where necessary
[J Patients are not left guessing what happens next
Why this matters:
Uncertainty is one of the biggest drivers of patient dissatisfaction.
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5. HANDLING DIFFICULT OR FRUSTRATED PATIENTS

[J Staff remain calm and professional under pressure

] Patients are listened to without interruption

[] Concerns are acknowledged before solutions are offered

[] Staff do not become defensive or dismissive

[ Issues are resolved or escalated promptly

L] Clear service recovery steps are followed
Why this matters:

A well-handled complaint builds more trust than a perfect experience.

6. WAITING EXPERIENCE (RECEPTION-LED)

[J Patients are seated comfortably and not left standing
[ Reception monitors waiting times and escalates delays
[] Patients are updated if waiting exceeds expectations
[J Flow into consultation rooms is coordinated

[J No patient is forgotten or skipped in the process

7. ERROR PREVENTION & ACCURACY

[J Patient details are captured accurately during registration

[] Documentation is complete and verified

[ Billing is clear, transparent, and error-free

[J No duplication or misdirection of patient records

] Confidentiality is maintained at all times
Why this matters:

Errors at reception create downstream problems across the entire clinic.

8. ENVIRONMENT & CONTROL

] Reception area is clean, calm, and organised

[J Noise levels are controlled and professional

] Staff are not engaged in personal conversations during service
[J Workstations are well arranged and functional

[J The space reflects order, efficiency, and control

FINAL ASSESSMENT

If gaps are identified in:
e 1-3 areas = Minor inefficiencies
e 4-6 areas = Moderate operational breakdown
e 7+ areas — High risk of congestion, complaints, and poor retention
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KEY INSIGHT

Reception is not administrative.

It is operational control.

If your clinic experiences congestion, long waiting times, or frequent complaints — your front

desk system needs restructuring

For operational audits and workflow redesign:
Prishita Vora - Healthcare Operations Consultant
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