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Abstract

The medical affairs division of a healthcare institution has a vital role and medical administration
is considered to be a particular type of specialist job. In general, a large part of medical
administrative work is comprised of billing for medical treatment fees, but it also includes customer
services such as hospital reception, call taking and patient liaison duties. Those engaged in hospital
customer services are required to have extensive knowledge and a well-rounded character.
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Particularly, the impression they convey at the reception desk is perceived as that of the entire
hospital. Thus, they need to be well aware of the importance of their role as handlers of both the first
and the last phases of patients' experiences with the hospital. To maintain this level of motivation
among hospital customer service workers, an appropriate educational setting is absolutely essential.
One of these educational tools is workshops, which allow the participants to play the leading role.
Educational effects of workshops are incomparably greater than those of meetings or training
seminars.

We recently held the first "Medical Affairs Division Workshop" since the inception of Kawasaki
Medical School Hospital under the "Hospitality Mindset" theme. Although the workshop was only
three hours long, it helped us identify challenges, strengthen our solidarity as an organization, and
develop ideas to resolve problems. With the aim of creating a hospital where "people are in tune with
one another," we will continue to organize Medical Affairs Division workshops as the demand arises.
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