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With a rich background in the operational and business aspects of healthcare operations; Mahran is a leading business consultant in the Gulf and Middle East and North Africa (MENA). He launched the first 5-star clinic in the region: Glamour Care Clinics, and as the founder of M.A Healthcare Consultancy, he is sought by healthcare businesses across MENA to achieve business expansion. He is a world-wide speaker on business management in the medical and aesthetics field.


Turn negative situations into marketing opportunities
[image: ]By: Mahran Ashour (Diploma of Healthcare Management, Methodist International), Operations Manager of M.A Healthcare Business Consultancy, Dubai and GCC
Audience: Medical professionals.
Method: Oral presentation – Powerpoint; earpiece and microphone for interactivity with audience and my assistant.
Knowledge: Practical advice.
Understand: Customer experience techniques.
Apply: Key considerations for the successful implementation and adoption of steps to turning a negative situation into a marketing opportunity.
Evaluate:- Correct training and implementation of customer experience techniques to achieve a remarkable outcome! 
Background: Dealing with unhappy and unsatisfied patients is a challenge we have to deal with as part of our roles. If we know what to say and, more importantly, how to say it, we may not only be able to save the situation, in fact we can change this to a powerful marketing tool and create  better relationship with those patients. 
Results: Turn disappointment into hope, discomfort into trust, and you can gain back the trust of the patient. You can create a new and powerful word of mouth source, and make sure that this patient will get you 10 patients! 
Conclusion: Once you are aware that your client is unhappy then your first priority is to put yourself into a customer service mind-set and it is important to handle difficult customers professionally. Learning how to stay calm and how to stay cool under pressure can help you get through challenging situations with grace and professionalism! 
[bookmark: _GoBack]Not all patients will be vocal with their dissatisfaction or ideas for improvement. Indeed, most patients will leave silently. However, being able to determine which patients are unhappy and find out why is powerful information, so you need to be grateful to those who speak and share their anger, for you to be able to solve their issues and develop your practice.
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