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Operational Manual
Front Desk Staff
Interaction Protocols


	From the first greeting to farewell, every phase of the patient interaction is translated into an operational protocol and relational script, with the goal of consistently generating value.
Five patient profiles, one consistent experience.
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Scan the QR Code to access the dedicated microlearning
and download the latest updated version of the Manual.



	This manual is an operational tool for the exclusive use of SYNLAB’s Front Desk and healthcare staff working in BCPs. 
It contains the protocols, scripts and guidelines for effectively and personally managing each patient/customer profile accessing SYNLAB BCPs.
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[bookmark: _Toc225778058]1. Introduction
Every day, the people who enter a SYNLAB collection point bring with them something more than a medical request: they bring worries, doubts or sometimes fears. Your job, even before being a set of procedures, is to make sure our patients leave feeling seen, supported and in good hands.

The right word at the right time, a calm and reassuring tone of voice, the ability to clearly explain each step the patient will take: These are small things that can make an enormous difference. Even guiding a patient toward a preventive test they would never have thought of doing on their own can, literally, change their health journey.

This manual was created to give you the tools to do it well, every day, with every patient.
[bookmark: _Toc225778059]How to Use This Manual
This manual is your daily operational tool. It contains everything you need to manage every type of patient/customer who enters a SYNLAB BCP: from the first greeting to farewell, including the “Value4You”.
[bookmark: _Toc225778060]3. Premise
[bookmark: _Toc225778061]The 5 SYNLAB Personas
Every patient accessing a SYNLAB BCP can be matched to one of the five profiles described below. Recognising them quickly allows you to adapt tone, timing and interaction style, offering a more effective, consistent and personalised experience.

	#
	Persona
	Who they are
	Priority focus
	Digital plus to leverage

	P1
	NHS Episodic 
	Comes with a prescription, for the first time, or rarely. Wants to understand costs, availability and ease of access.
	Speed
+ Clarity on the prescription and related costs 
	↗ Ready report notification

	P2
	NHS Recurring 
	Chronic patient or in follow-up. Already knows the process, wants everything to go as expected.
	Continuity
+ “Zero friction” (e.g.: speed and quality of reports)
	↗ Simple credential recovery and report history

	P3
	Digital self-pay
	Has already booked and paid online. Wants a quick and discreet check-in process.
	Speed
+ Privacy and convenience
	↗ Full self-service

	P4
	Self-pay
	"Pays out of pocket," often without a prescription. They expect guidance and transparency regarding costs.
	Micro-consultation
+ Cost transparency and breadth of SYNLAB offer
	↗ Ready report notification and digital communications

	P5
	Insured
	Has an insurance policy. Before proceeding, wants to know what the insurance covers and how much they pay out of pocket.
	Coverage verification
+ Co-payment amount
	↗ Simplifying the process



[bookmark: _Toc225778062]The Patient Experience in 7 Phases
Regardless of the patient profile, every patient journey — from the moment of choosing the operator to the final stage of the service — follows the same 7 operational phases. 
The 7 phases indicate the “map” we navigate; we will then see how tone, content, timing and depth of interaction adapt to make the patient experience more effective and consistent.
	#
	Step
	Operational Focus
	Expected Behaviour of the Front Desk Staff

	1
	Choice of Operator and Access Mode [e.g.: SYNLAB, NHS or competitors] 
	Understanding why the patient chooses SYNLAB and through which channel they access the service
	Reads the need that brought the patient to choose SYNLAB and recognises their profile, so as to set up from the start an interaction consistent with their expectations

	2
	Booking / Walk-in Access
	Recognising the access mode and correctly managing expectations, timing and priorities
	Recognises and confirms the booking, or manages walk-in access clearly, correctly applying priorities: 1) frail individuals, disabled persons and pregnant women; 2) booked patients and shop; 3) walk-in access

	3
	Arrival and Queue Management
	Managing the wait and making good use of available time with useful information
	Proactively communicates waiting times, priorities and queue management procedures, providing clear and relevant information

	4
	Check-in ★
	Managing the key interaction moment with a personalised approach based on the individual
	Adapts tone, rhythm, duration of interaction and priority actions based on the patient profile

	5
	Value4You
	Proposing targeted supplementary tests, campaigns or informational materials consistent with the profile
	Makes proposals only when relevant and always after completing the data collection and verification phase

	6
	Digital Report
	Presenting the digital report as the standard method, highlighting its usefulness and advantages
	Promotes the digital channel, clearly explains its benefits and competently manages any resistance regarding paper collection

	7
	Blood Draw / Service
	Ensuring continuity of experience also during service delivery; reinforcement of report notification and digital report
	Correctly confirms the patient’s identity, provides clear instructions, reinforces messages on notification and digital report and accompanies the final farewell, including the NPS invitation





[bookmark: _Toc225778063]“Referring Physician”
	· In the case of a patient with a prescription, the referring physician’s name is taken directly from the prescription at the time of check-in.
· In the case of a patient without a prescription, typically a private, digital or insured patient, staff verify whether the visit was suggested by a physician, asking for example:
· “Have you seen a doctor recently? Did they recommend this check-up?”
· If the answer is No: no entry is made.
· If the answer is Yes: the name of the physician indicated by the patient is recorded.


[bookmark: _Toc225778064]3 “Value4You” moments
The 3 “Value4You” moments are three specific occasions during or at the end of check-in where the Front Desk Staff can create value for the patient with a relevant, brief and need-consistent proposal.
	Diagnostic Question Completion
Proposal for diagnostic completion based on clinical appropriateness criteria, consistent with the patient’s question.
	Ongoing Campaign Integration
Integration of active marketing campaigns or services consistent with the patient’s current need or profile. Always with informational support.
	Profile Brochure
Hand delivery of personalised informational material by age, gender, conditions or insurance profile. Always at the end of check-in, always optional 
[depending on brochure availability].


[bookmark: _Toc225778065]Personal Check
Before starting the shift, facility staff must verify their appearance and presentation.
	🧑‍💼  Front Desk Staff
	🏥 Healthcare Staff

	1. Verify adequate personal hygiene and grooming
1. Clean and correctly worn uniform
1. ID badge intact, visible and worn
	1. Verify adequate personal hygiene and grooming
1. Clean long-sleeved coat correctly worn (uniform where applicable)
1. ID badge intact, visible and worn
1. Appropriate footwear
1. Remove any accessories (e.g. bracelets)





[bookmark: _Toc225778066]Workstation Check
Before opening, facility staff must ensure that the workstation is clean, tidy, and properly set up.
	🧑‍💼  Front Desk Staff
	🏥  Healthcare Staff

	1. Verify the counter is clean and tidy
1. Display the welcome nameplate with your name*
1. Display the privacy policy [if not already present at the Info Point]*
1. Display the latest version of the patient folder
1. Ensure the brochure stand and posters are aligned with the latest Marketing/Retail guidelines*
1. Ensure you have a copy of each check-up brochure from the stand within reach*

* [Refer to the Retail Playbook containing the brochure and poster display guidelines].
	1. Ensure you have all the necessary materials for carrying out activities *
1. Ensure equipment is working correctly *
1. Check the condition of the furniture and, if necessary, raise a report







* [Refer to IDL001]




	P1
	PERSONA 1
NHS Episodic with Prescription
The Results-Oriented Patient


[bookmark: _Toc225778067]P1 | NHS Episodic with Prescription
	QUICK PROFILE
1. Arrives with a medical prescription, wants to complete the task quickly
1. Seeks clarity on costs, steps and timing
1. Trust decreases if they perceive disorganisation
1. Does not want financial surprises
	SYNLAB OBJECTIVES
1. Impeccable check-in in 2–4 minutes
2. Zero surprises on costs, timing and documents
3. Activation of digital channel (e-mail + mobile + consent) as service support for ready report notification (via e-mail/mobile) 


SCRIPT — Interaction Protocol
	A — WELCOME AND IDENTIFICATION

	🧑‍💼 Front Desk Staff
	Good morning, I’m [Name], how may I help you?

	B — PRESCRIPTION READING AND EXAM CONFIRMATION

	🧑‍💼 Front Desk Staff
	Ok. Could you please provide your Health Card and the doctor’s request?

	🧑‍💼 Front Desk Staff
	Now let’s check your personal details are complete. Mr/Ms. [Name], could you confirm your address, mobile number and email: the latter is useful for the ready report notification and possible credential recovery, so you avoid having to come back here.

	C1 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thanks for your data. Can we use your email to send you information about new SYNLAB services?

	C2 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	D1 — VALUE4YOU: PROPOSAL BASED ON DIAGNOSTIC QUESTION (if applicable)

	🧑‍💼 Front Desk Staff
	[Name], our Medical Management recommends integrating the following test into your diagnostic pathway..., so as to have an even more complete picture with respect to the prescription’s objectives

[NB: Have the “Value4You” exam price list at hand]

	D2 — VALUE4YOU: ONGOING CAMPAIGN (if I have not proposed based on diagnostic question)

	🧑‍💼 Front Desk Staff
	Our Front Desk Staffs have launched a prevention campaign linked to [...]. If you like, in 10 seconds I can tell you what it includes and the subsidised cost/conditions we currently have... [Indicate information material on the counter]

	E — PRINT AND DELIVERY

	🧑‍💼 Front Desk Staff
	· This is your collection sheet where you will find the credentials to view the report online.
· This is the website [highlight], this is the username which is your code [highlight code] and this is the report collection date [highlight]
· This is your password [highlight], which you will need to change at first login.
· As soon as the report is ready, you will receive a notification. [email / message depending on area]
· If you have already logged in for the first time and do not remember your password, you can recover it directly from the portal.

	F — FAREWELL VALUE4YOU: BROCHURE / SYNLAB ECOSYSTEM PROPOSAL

	🧑‍💼 Front Desk Staff
	I’ll leave you our informational brochure with the main SYNLAB prevention services. If you’d like to have a look during the wait, we’re happy to provide more details if you’re interested...

	🧑‍💼 Front Desk Staff
	I’d like to remind you that SYNLAB offers a full range of Front Desk Staff services: Front Desk Staff consultations, diagnostic imaging, physiotherapy and rehabilitation… you can find all the necessary information on our website*

	G — ADMINISTRATIVE FAREWELL: NPS

	🧑‍💼 Front Desk Staff
	[Name], I’d like to remind you that you will receive a brief evaluation questionnaire by email: if you are satisfied with our service, you can give us a 9 or 10.

	H — GREETINGS

	🧑‍💼 Front Desk Staff
	Thank you and have a good day.



OBJECTION HANDLING
	Patient Objection
	How to handle it as a Front Desk Staff

	“I don’t want to give my email”
	🧑‍💼	I understand. Please consider that email is essential for accessing the platform where your report will be uploaded. Does that make it clearer? If that’s alright with you, I’ll proceed with the entry.

	“I don’t want marketing”
	🧑‍💼	I completely understand, it’s a common concern. We’re not talking about advertising: these are approximately monthly communications to keep you updated on new services. You can opt out at any time. If that’s alright with you, we can proceed with the signature.

	“I want to collect the report in person”
	🧑‍💼	Of course. However, please consider that online is more convenient: you get the notification and don’t need to come back. If you’d like, we can activate it right away.

	[Regarding the email request]: 
“What services are you referring to?”
	🧑‍💼	For example, personalised communications on topics of greatest interest to you, including invitations to our talks, free prevention initiatives, updates on new services, as well as useful tips on the best behaviours to adopt in everyday life.



	P2
	PERSONA 2
NHS Recurring (Chronic / Follow-up)
The Loyal and Habitual Patient


[bookmark: _Toc225778068]P2 | NHS Recurring
	QUICK PROFILE
1. Returns periodically for monitoring and check-ups
1. Wants continuity and predictability: “everything must go smoothly every time”
1. Trust is built on process reliability and absence of repeated friction
1. Gets irritated if they have to resolve credential or outdated data issues every time
	SYNLAB OBJECTIVES
1. Stable and fast check-in execution, reducing variability
2. Reduction of repeated friction: credentials, notifications, contact details always up to date
3. Activation of digital channel as a service and continuity lever (can find report history)


SCRIPT — Interaction Protocol
	A — WELCOME AND IDENTIFICATION

	🧑‍💼 Front Desk Staff
	Good morning, I’m [Name], how may I help you?

	B — PRESCRIPTION READING AND EXAM CONFIRMATION

	🧑‍💼 Front Desk Staff
	Ok. Could you please provide your Health Card and the doctor’s request?

	🧑‍💼 Front Desk Staff
	Now let’s check your personal details are complete. Mr/Ms. [Name], could you confirm your address, mobile number and email: the latter is useful for the ready report notification and possible credential recovery, so you avoid having to come back here.

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C1 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	C2 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C1 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C2 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	D1 — VALUE4YOU: PROPOSAL BASED ON DIAGNOSTIC QUESTION (upon request)

	🧑‍💼 Front Desk Staff

	[Name], our Medical Management recommends integrating the following test into your diagnostic pathway..., so as to have an even more complete picture with respect to the prescription’s objectives

[NB: Have the “Value4You” exam price list at hand]

	D2 — VALUE4YOU: ONGOING CAMPAIGN (upon request)

	🧑‍💼 Front Desk Staff
	[If the patient asks for information pointing to the informational material]: 
Our Front Desk Staffs have launched a prevention campaign linked to [...]. If you like, in 10 seconds I can tell you what it includes and the subsidised cost/conditions we currently have...

	E — PRINT AND DELIVERY

	🧑‍💼 Front Desk Staff
	· This is your collection sheet where you will find the credentials to view the report online.
· This is the website [highlight], this is the username which is your code [highlight the code] and this is the report collection date [highlight]
· This is your password [highlight], which you will need to change at first login.
· As soon as the report is ready, you will receive a notification. [email / message depending on area]
· If you have already logged in for the first time and do not remember your password, you can recover it directly from the portal.

	F — FAREWELL VALUE4YOU: BROCHURE / SYNLAB ECOSYSTEM PROPOSAL (upon request)

	🧑‍💼 Front Desk Staff
	[If the patient points to the brochure stand/asks for more information/picks up a brochure]:
This is our brochure with the main SYNLAB prevention services. Please have a look during the wait, we’re happy to provide more details if you’re interested...

	F2 — FAREWELL VALUE4YOU: BROCHURE / SYNLAB ECOSYSTEM PROPOSAL (reminder)

	🧑‍💼 Front Desk Staff
	As you know, I’d like to remind you that SYNLAB offers a full range of Front Desk Staff services and that you can find all the necessary information on our website.

	G — ADMINISTRATIVE FAREWELL: NPS

	🧑‍💼 Front Desk Staff
	[Name], I’d like to remind you that you will receive a brief evaluation questionnaire by email: if you are satisfied with our service, you can give us a 9 or 10.

	H – GREETINGS

	🧑‍💼 Front Desk Staff
	Thank you and have a good day.





OBJECTION HANDLING
	Patient Objection
	How to handle it as a Front Desk Staff

	“I don’t want to give my email”
	🧑‍💼	I understand. Please consider that email is essential for accessing the platform where your report will be uploaded. Does that make it clearer? If that’s alright with you, I’ll proceed with the entry.

	“I don’t want marketing”
	🧑‍💼 I completely understand, it’s a common concern. We’re not talking about advertising: these are approximately monthly communications to keep you updated on new services. You can opt out at any time. If that’s alright with you, we can proceed with the signature.

	“I want to collect the report in person”
	🧑‍💼 Of course. However, please consider that online is more convenient: you get the notification and don’t need to come back. If you’d like, we can activate it right away.

	“Why do you ask for my details every time?”
	🧑‍💼 I understand your concern. The check is quick and helps us avoid future issues with report notifications or credential recovery. Shall we proceed with the confirmation? 

	[Regarding the email request]: 
“What services are you referring to?”
	🧑‍💼 For example, personalised communications on topics of greatest interest to you, including invitations to our talks, free prevention initiatives, updates on new services, as well as useful tips on the best behaviours to adopt in everyday life.




	P3
	PERSONA 3
Digital Self-Pay (D2C)
The “Fast & Digital” Patient


[bookmark: _Toc225778069]P3 | Private Digital (D2C)
	QUICK PROFILE
1. Has already purchased, booked and paid online
1. Expects the bare minimum to happen at the desk (30–60 seconds)
1. Is very sensitive to timing and friction
1. Prefers digital and minimal verbal interaction
1. Has high attention to privacy and discretion (does not wish their tests to be commented on)
	SYNLAB OBJECTIVES
1. Fast check-in consistent with the digital promise (30–60 seconds)
2. Zero redundancy: no repetition of information already given online


SCRIPT — Interaction Protocol
	A — WELCOME AND IDENTIFICATION

	🧑‍💼 Front Desk Staff
	Good morning, I’m [Name], how may I help you?

	B — PRESCRIPTION READING AND EXAM CONFIRMATION

	🧑‍💼 Front Desk Staff
	Ok. Could you please provide your Health Card?

	🧑‍💼 Front Desk Staff

	I can see your booking, let’s proceed right away: I’ll give you the labels, you will be called into the collection room

	C1 — CONSENT REQUEST

	

🧑‍💼 Front Desk Staff
	[Not necessary, consents already given, unless not yet authorised]:

[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thanks for your data. Can we use your email to send you information about new SYNLAB services?

	C2 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C1 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.




	C2 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thank you for your data. Can we use your email to send you information about new SYNLAB services?

	D1 — VALUE4YOU: PROPOSAL BASED ON DIAGNOSTIC QUESTION (upon request)

	🧑‍💼 Front Desk Staff

	Name], our Medical Management recommends integrating the following test into your diagnostic pathway..., so as to have an even more complete picture with respect to the prescription’s objectives

[NB: Have the “Value4You” exam price list at hand]

	D2 — VALUE4YOU: ONGOING CAMPAIGN (upon request)

	🧑‍💼 Front Desk Staff
	[If the patient asks for information pointing to the informational material]: 
Our Front Desk Staffs have launched a prevention campaign linked to [...]. If you like, in 10 seconds I can tell you what it includes and the subsidised cost/conditions we currently have...

	E — PRINT AND DELIVERY

	🧑‍💼 Front Desk Staff
	You will be notified by email as soon as the report is available.

[In case of HIV test (mandatory in-person report collection)]: 
This is your in-person collection sheet, which is mandatory for this specific test. 

If adding other tests at the BCP, specify the following:
· This is your collection sheet where you will find the credentials to view the report online.
· This is the website [highlight], this is the username which is your code [highlight the code] and this is the report collection date [highlight]
· This is your password [highlight], which you will need to change at first login.
· As soon as the report is ready, you will receive a notification. [email / message depending on area]
· If you have already logged in for the first time and do not remember your password, you can recover it directly from the portal

	F — FINAL FAREWELL VALUE4YOU: BROCHURE / SYNLAB ECOSYSTEM PROPOSAL (upon request)

	🧑‍💼 Front Desk Staff
	[If the patient points to the brochure stand/asks for more information/picks up a brochure]:
This is our brochure with the main SYNLAB prevention services. Please have a look during the wait, we’re happy to provide more details if you’re interested...

	🧑‍💼 Front Desk Staff
	As you may have seen on our website*, I’d like to remind you that SYNLAB offers a full range of Front Desk Staff services: Front Desk Staff consultations, diagnostic imaging, physiotherapy and rehabilitation…

	G — ADMINISTRATIVE FAREWELL: NPS

	🧑‍💼 Front Desk Staff
	[Name], I’d like to remind you that you will receive a brief evaluation questionnaire by email: if you are satisfied with our service, you can give us a 9 or 10.

	H — GREETINGS

	🧑‍💼 Front Desk Staff
	Thank you and have a good day.



OBJECTION HANDLING
	Patient Objection
	How to handle it as a Front Desk Staff

	“I don’t want marketing”
	🧑‍💼	I completely understand, it’s a common concern. We’re not talking about advertising: these are approximately monthly communications to keep you updated on new services. You can opt out at any time. If that’s alright with you, we can proceed with the signature.

	ATTENTION: Do not slow down with long explanations. Do not propose anything before having delivered the labels and closed the operational activity. Speed is the main value for this patient.




	P4
	PERSONA 4
Private Self-Pay
The Patient Seeking Guidance


[bookmark: _Toc225778070]P4 | Private Self-paying
	QUICK PROFILE
1. Could be either episodic or recurring
1. Often arrives with doubts about what to do and how much it costs
1. Expect clarity, transparency, simple guidance and a high level of attention to care
1. Low price sensitivity as long as their need is met
1. Indirect insurance (see P5 without coverage)
	SYNLAB OBJECTIVES
1. Transparency and guidance: clear options, simple comparison, explicit price before proceeding
1. Standardise micro-consultation at the desk (max 2 options)
1. Activate digital channel as a service lever

	NB: Spending a few extra words with the patient means investing in their health and prevention and not "falling behind" relative to other patients





SCRIPT — Interaction Protocol
	A — WELCOME AND IDENTIFICATION

	🧑‍💼 Front Desk Staff
	Good morning, I’m [Name], how may I help you? 

	B1 — CONFERMA PERCORSO (if they know what to do and have a doctor’s request)

	🧑‍💼 Front Desk Staff
	Ok. Do you have a doctor’s request (GP or Front Desk Staff)? 
[If yes, enter the referring physician’s details in the system] 
Could you please provide your Health Card?

	B2 — MICRO-CONSULTATION (If they want a check-up but don’t know what to do/don’t have a doctor’s request — max 2 options)

	🧑‍💼 Front Desk Staff
	[See Micro-consultation focus]

	C1 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thank you for your data. Can we use your email to send you information about new SYNLAB services?

	C2 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.




	C1 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C2 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thank you for your data. Can we use your email to send you information about new SYNLAB services?

	D1 — VALUE4YOU: PROPOSAL BASED ON DIAGNOSTIC QUESTION (if in case B1)

	🧑‍💼 Front Desk Staff
	[Name], our Medical Management recommends integrating the following test into your diagnostic pathway..., so as to have an even more complete picture with respect to the prescription’s objectives

[NB: Have the “Value4You” exam price list at hand]

	D2 — VALUE4YOU: ONGOING CAMPAIGN (if in case B1)

	🧑‍💼 Front Desk Staff
	[If the patient asks for information pointing to the informational material]: Our Front Desk Staffs have launched a prevention campaign linked to [...]. If you like, in 10 seconds I can tell you what it includes and the subsidised cost/conditions we currently have...

	E — PRINT AND DELIVERY 

	🧑‍💼 Front Desk Staff
	· This is your collection sheet where you will find the credentials to view the report online.
· This is the website [highlight], this is the username which is your code [highlight the code] (*) and this is the report collection date [highlight]
· This is your password [highlight], which you will need to change at first login.
· As soon as the report is ready, you will receive a notification. [email / message depending on area]
· If you have already logged in for the first time and do not remember your password, you can recover it directly from the portal.

	F — FAREWELL VALUE4YOU: BROCHURE / SYNLAB ECOSYSTEM PROPOSAL (upon request)

	


🧑‍💼 Front Desk Staff
	[If the patient points to the brochure stand/asks for more information/picks up a brochure]:

This is our brochure with the main SYNLAB prevention services. Please have a look during the wait, we’re happy to provide more details if you’re interested...

	🧑‍💼 Front Desk Staff
	I’d like to remind you that SYNLAB offers a full range of Front Desk Staff services: Front Desk Staff consultations, diagnostic imaging, physiotherapy and rehabilitation… you can find all the necessary information on our website*

	G— ADMINISTRATIVE FAREWELL: NPS

	🧑‍💼 Front Desk Staff
	[Name], I’d like to remind you that you will receive a brief evaluation questionnaire by email: if you are satisfied with our service, you can give us a 9 or 10.

	H – GREETINGS

	🧑‍💼 Front Desk Staff
	Thank you and have a good day.


[bookmark: _Toc225778071]P4 | Focus Micro-Consultation
	FOCUS
P4 — Self-Pay
	CHECK-IN — STEP 4
Focus Micro-Consultation



	OPENING — Orientation question

		👤 Patient
	I want to have some blood tests

	🧑‍💼 Front Desk Staff
	Do you want them for a specific reason or a general check-up? 
May I ask when you last had tests done?






	SCENARIO A — General check-up

	Propose check-ups based on the patient profile (age, gender).

	🧑‍💼 Front Desk Staff
	[What to say with the brochure in hand]:
Based on your needs, I would certainly recommend […], whose features are […] It is a particularly convenient package from an economic point of view, it would have a total VALUE of approximately € […] if considering individual tests, but with the package the value is € […], achieving a discount of almost […]% compared to the listed price.

	 [If applicable: propose ongoing campaign].

	NB: Refer to the table with Regions and prices (self-paying individuals vs. packages)






	SCENARIO B — Specific reason

	🧑‍💼 Front Desk Staff
	Based on your needs, I would certainly recommend […], whose features are […]

	🧑‍💼 Front Desk Staff
	[If there is the possibility of proposing a package]:
It is a particularly convenient package from an economic point of view, it would have a total VALUE of approximately € […] if considering individual tests, but with the package the value is € […], achieving a discount of almost […]% compared to the listed price.

	 [If applicable: propose ongoing campaign].
	NB: Refer to the table with Regions and prices (self-paying individuals vs. packages)







OBJECTION HANDLING
	Patient Objection
	How to handle it as a Front Desk Staff

	“I don’t want to give my email”
	🧑‍💼	I understand. Please consider that the email is essential for accessing the platform where your report will be uploaded. Does that make it clearer? If that’s alright with you, I’ll proceed with the entry.

	“I don’t want marketing”
	🧑‍💼	I completely understand, it’s a common concern. We’re not talking about advertising: these are approximately monthly communications to keep you updated on new services. You can opt out at any time. If that’s alright with you, we can proceed with the signature.

	“I want to collect the report in person”
	🧑‍💼	Of course. However, please consider that online is more convenient: you get the notification and don’t need to come back. If you’d like, we can activate it right away.

	[Regarding the email request]: 
“What services are you referring to?”
	🧑‍💼	For example, personalised communications on topics of greatest interest to you, including invitations to our talks, free prevention initiatives, updates on new services, as well as useful tips on the best behaviours to adopt in everyday life.

	“It’s too expensive”
	🧑‍💼	I understand. If you’d like, we can look at the more targeted option that includes only the essential tests for your need. Would you like me to show you the differences?

	“I don’t know what to do, what do you recommend?”
	🧑‍💼	No problem, I’ll propose two simple options based on your need. The first is more targeted, the second is a more complete package. Would you like me to explain in 30 seconds?

	💡GOLDEN RULE: Never propose more than two options. Always avoid the words ‘offer’, ‘sale’ or ‘promotions’. State the price BEFORE proceeding with the operational activity.




	P5
	PERSONA 5
Insured
The Zero-Surprise Patient


[bookmark: _Toc225778072]P5 | Insured
	QUICK PROFILE
1. Wants to immediately understand what the insurance covers and what co-payment remains
1. Is sensitive to the risk of financial surprises and documentation complexity 
1. Expects competence from staff in managing different insurance coverages 
1. If managed clearly and effectively, is a patient with high loyalty potential
1. Package for prevention (without a prescription) or for insurance-covered tests (with a prescription where required)
1. If insured but without insurance papers, it must be managed according to Persona 4 – Self-Pay
	SYNLAB OBJECTIVES
1. Ensure maximum clarity regarding insurance coverage and the cost of the insurance from the outset.
2. Reduce documentation friction through standard, simple, and well-managed checks.
3. Activating the digital channel for reports and operational communications, simplifying the patient’s journey


SCRIPT — Interaction Protocol
	A — WELCOME AND DIRECT COVERAGE VERIFICATION

	🧑‍💼 Front Desk Staff
	Good morning, I’m [Name], how may I help you? 
Before we proceed, have you already set up coverage with your insurance?
Could you please provide your health card? This way we can verify on the portal / whether the coverage confirmation email has arrived. 

	B — COVERAGE CONFIRMATION / COMPLETENESS VERIFICATION

	🧑‍💼 Front Desk Staff
	Ok, let’s confirm the coverage. 
Let’s check whether the prescribed tests are complete and whether there is a deductible to pay. 
[Se completa]: 
Ok, it’s complete. There is a deductible of […] [if applicable]
[If incomplete]: 
The following test would be missing […]. We need to make a correction with the insurance [if applicable]. Let's proceed immediately. 
[We manually add the missing exams and specify]: 
In case of a negative outcome of the correction, these tests will need to be paid before the reports are published. 

	C1 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thank you for your data. Can we use your email to send you information about new SYNLAB services?

	C2 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C1 — EXAM ENTRY

	🧑‍💼 Front Desk Staff
	I will now enter the tests on the prescription.

	C2 — CONSENT REQUEST

	🧑‍💼 Front Desk Staff
	[Existing patient] Can we use your email to send you information about new SYNLAB services?

	🧑‍💼 Front Desk Staff
	[New patient] Thank you for your data. Can we use your email to send you information about new SYNLAB services?

	D1 — VALUE4YOU: PROPOSAL BASED ON DIAGNOSTIC QUESTION (if requested)

	🧑‍💼 Front Desk Staff
	[Name], our Medical Management recommends integrating the following test into your diagnostic pathway [...], so as to have a even more complete picture with respect to the prescription’s objectives.

[Note: If the patient asks whether it is covered by insurance]: 
If you wish we can add it as a private item, but we don’t know if your insurance will reimburse it, as it depends on your insurance plan.  
[If the supplementary test is under 10 euros]: 
Please consider that this test is worth x euros, it might be worthwhile to add it right away. 

[NB: Have the “Value4You” exam price list at hand]

	D2 — VALUE4YOU: ONGOING CAMPAIGN (if requested)

	🧑‍💼 Front Desk Staff
	[If the patient asks for information pointing to the informational material]: 
Our Front Desk Staffs have launched a prevention campaign linked to [...]. If you like, in 10 seconds I can tell you what it includes and the subsidised cost/conditions we currently have...

	E — PRINT AND DELIVERY

	🧑‍💼 Front Desk Staff
	· This is your collection sheet where you will find the credentials to view the report online.
· This is the website [highlight], this is the username which is your code [highlight the code] and this is the report collection date [highlight]
· This is your password [highlight], which you will need to change at first login.
· As soon as the report is ready, you will receive a notification. [email / message depending on area]
· If you have already logged in for the first time and do not remember your password, you can recover it directly from the portal.

	F — FINAL FAREWELL VALUE4YOU: BROCHURE PROPOSAL (specific with list of affiliated insurers) / SYNLAB ECOSYSTEM

	🧑‍💼 Front Desk Staff
	I’ll leave you a guidance brochure covering the main SYNLAB prevention services tailored to your profile. If you’d like to have a look during the wait, please let me know if you’d like more details.

	🧑‍💼 Front Desk Staff
	I’d like to remind you that SYNLAB offers a full range of Front Desk Staff services: Front Desk Staff consultations, diagnostic imaging, physiotherapy and rehabilitation… you can find all the necessary information on our website

	G — ADMINISTRATIVE FAREWELL: NPS

	🧑‍💼 Front Desk Staff
	[Name], I’d like to remind you that you will receive a brief evaluation questionnaire by email: if you are satisfied with our service, you can give us a 9 or 10.

	H — GREETINGS

	🧑‍💼 Front Desk Staff
	Thank you and have a good day.



OBJECTION HANDLING
	Patient Objection
	How to handle it as a Front Desk Staff

	“I don’t want to give my email”
	🧑‍💼	I understand. Please consider that the email is essential for accessing the platform where your report will be uploaded. Does that make it clearer? If that’s alright with you, I’ll proceed with the entry.

	“I don’t want marketing”
	🧑‍💼	I completely understand, it’s a common concern. We’re not talking about advertising: these are approximately monthly communications to keep you updated on new services. You can opt out at any time. If that’s alright with you, we can proceed with the signature.

	“I want to collect the report in person”
	🧑‍💼	Of course. However, please consider that online is more convenient: you get the notification and don’t need to come back. If you’d like, we can activate it right away.

	[Regarding the email request]: 
“What services are you referring to?”
	🧑‍💼	For example, personalised communications on topics of greatest interest to you, including invitations to our talks, free prevention initiatives, updates on new services, as well as useful tips on the best behaviours to adopt in everyday life.

	“I don’t know if it’s covered by my insurance”
	🧑‍💼	If you wish we can add it as a private item, but we don’t know if your insurance will reimburse it, as it depends on your insurance plan. 

	“I don’t have the prescription with me”
	🧑‍💼	If coverage is present: I understand. We can proceed as private and then you can try to request reimbursement from your insurance. [If coverage not present: manage the patient as private]

	💡GOLDEN RULE: NEVER proceed with any operation without first verifying and clearly communicating coverage and co-payment. Communicate the explicit cost if not covered. Do not proceed without patient confirmation.






	STEP 7
Blood Draw
	HEALTHCARE STAFF — CROSS-FUNCTIONAL PROTOCOL 
Blood Draw / Service


[bookmark: _Toc225778073]Step 7 | Service: Blood Draw / Procedure
	PATIENT EXPECTATIONS

	· Experiencing a fast, orderly and well-guided phase, with clear instructions and professional behaviour
· Feeling welcomed, reassured and put at ease throughout the procedure/blood draw



	FRONT-OFFICE REINFORCEMENT
	DURING THE BLOOD DRAW

	Identity confirmation (with closed doors):
"Good morning, I’m [Name] could you confirm your first name, last name and date of birth?"
	· The patient delivers biological samples, any forms to complete are assessed, the patient is seated:
"Please make yourself comfortable. Do you prefer right or left arm?"
· If the patient asks or if you notice anxiety (and to prevent fainting) we can add:
"Do you prefer to have the blood drawn lying down or seated?" [or reclining chair if the collection point provides one].
· We never ask the patient for personal information, nor do we comment on what they are doing. We speak in general terms.
· If the patient asks questions about the test they are undergoing [except tumour markers], we respond based on our competence [referring to the Nomenclator]. 
· If they ask for medical details, we respond: "I recommend you consult your GP who will be able to give you all the necessary information".



	AFTER THE BLOOD DRAW — Post-blood draw indications

	"Please keep pressing here without bending your arm"
"Please sit in the waiting room for 5 minutes before leaving the blood collection point."
"Do not carry heavy items or make physical efforts with that arm for the first hour after the blood draw" [If they carry backpacks or bags, we recommend carrying them with the other arm to avoid bruising].



	⚠ IN CASE OF DISTRESS

	We do not dismiss the patient and keep them in the collection box. We monitor the patient by measuring vital signs (blood pressure, heart rate and capillary blood glucose) both during the episode and before discharge until full recovery.
If necessary, we proceed to contact 112. The patient is kept under observation (never leave them alone) until help arrives. If not necessary, call 911 and the patient is monitored. Once the patient's health returns, he or she is discharged.
	In both cases (whether the patient remains in the collection box or 112 is contacted), completion of the Distress Form is required.






	ADMINISTRATIVE FAREWELL — NPS

	[Name], you will receive a brief questionnaire about your experience with us by email. If you were satisfied with the service, we would appreciate a rating of 9 or 10.
Note:
When saying “9 o 10”, it is important to accompany the message with a cordial tone, a smile and a gentle emphasis, so as to convey warmth and naturalness



	FINAL GREETINGS

	Thank you and have a good day!



[bookmark: _Toc225778074]4. Quick Reference
	❌  DO NOT DO
	✅  TO DO

	1. Asking for email or mobile number without explaining why
	1. Always explain why email and mobile number are requested

	1. Using words like “offer,” “sale,” or “promotion”
	1. Using clear, professional and service-oriented language

	1. Propose “Value4You” or integrations before closing the operational part
	1. Introducing “Value4You” only after closing the operational phase, in a brief and relevant way

	1. Commenting on the patient’s tests unnecessarily or indiscreetly
	1. Always maintain confidentiality and discretion

	1. Proceeding without confirming the cost, for private or insured patients
	1. Always communicate the price or co-payment before proceeding

	1. Maintaining the same tone with all patients
	1. Adapting tone, rhythm and interaction level to the patient profile

	1. Neglecting the digital channel or presenting it as secondary
	1. Promoting the digital report as a convenient and advantageous solution

	1. Addressing the patient impersonally, when avoidable
	1. Calling the patient by name when possible
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