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Improving Patient Experience in Blood Collection

For many patients,

For many patients, blood collection

blood collection
1 isi is the most visibl
is the most visible and memorable is the SRS

and memorable part
part of their diagnostic journey. of their diagnostic journey.

First Impressions Matter

First Impressionsml\rlll;tter . The Patient Service Center is where

patients form their perception of

The Patient Service Center is where patients

r lity.
form their perception of care quality. care qua ty

A positive experience leads to:
e Increased trust

e Higher satisfaction

e Greater likelihood of return

Key Drivers of Patient Experience

1. Skill and Confidence

Patients notice when a phlebotomist is:

e Efficient

e Calm

e Technically proficient

Efficient Calm Technically
Proficient
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Key Drivers of Patient Experience 2. Communication

Bilpmuunication Clear communication reduces anxiety:

a ongmunicdtion reduces anxiety:

; Explaining the process

b= Setting expectations @

|~ Providing reassurance

e Explaining the process

e Setting expectations

e Providing reassurance

_= 3. Efficiency

3. Efficiency
Minimizing wait times and redraws improves:
Minimizing wait times and redraws pwrs:
. O Satisfaction
1mproves:

] Q Less anxiety and frustration

[ ] o .
Q Positive overall experience
[

Operational
Flow

& Smoother workflow
@ Reduced delays and bottlenecks

s The Hidden Link: —
AL " TRAINING E 4. The Hidden Link: Training

R ineilstatidcl iy Well-trained staff deliver:

e Patient satisfaction

» Operational flow

o

e Better first-stick success rates

e Fewer complications

Better First-Stick Fewer More Confident ° More Confident patient interactions

Success Rates Complications Patient Interactions

5. Business Impact

Improved patient experience

leads to:

e Higher patient retention

e Stronger brand reputation
Higher Patient Stronger Brand Competitive

e C omp etitiV ea dV anta g e Retention Reputation Advantage

Investing in workforce performance is one of the most effective ways to improve
patient experience—and it starts with specimen collection.



