PT. COMMUNICATION – 6/24/08
There are 3 types of people.

Type 1 = People that willingly listen and take advice.  They immediately implement what you say.

Type 2 = Thinkers…People that read, research and analyze.  They can agree with what others say as long as it is within their framework

Type 3 = Know it alls, that resist at every attempt to hear what others say

We don’t do things outside the box because we fear rejection.  The fear of rejection stops you from doing things the rest of your life.  We all to some degree fear rejection.  

80% of what happens to you in life occurs because of you.  
20% of all chiropractors make 80% of the money.  So, 80% of chiropractors fight over 20% of the money.  

We like to talk and not listen.  We are 70/30 people.  We talk 70% of the time and listen 30% of the time.  Become an active listener.  That is someone is genuinely trying to get the message.  
Communication begins at the most basic level, it begins 1 on 1.  

The first time you meet someone, they don’t trust you.  There is no repoire and bond.  Talk about them, the patient and not about us.  

On average, your first contact you have of closing the deal is small.  On average, the second contact you have the chances of closing is 50% greater.  It takes time to build a relationship.  Relationships get bad almost instantaneously.  

Never talk to patients about politics, sex, or religion.

Your objectives to get a second contact to close the deal.  Ex. Invite them to your office…Invite them to a workshop…Invite them or engage them in something.

80% of general public are followers and easy to deal with.  
2 Main Obstacles to Deal with

1). Time

2). Money (often listed as the biggest obstacle) – Money is often not talked about.

Unstated Obstacles

You have to understand that there are unstated obstacles that you will deal with.  The 2 reasons people don’t act is time and money.  

Tone
Tone is important to public speaking.  Accentuations in tone can help get the message across.  

Hands

Don’t put them in pocket.  Try not to cross your hands.  

Dress

Dress for your audience.  This is professional dress in most cases.  

Why do most small businesses fail?

#1 reason is failure to prospect.  20% of business is by chance.  80% of your business is due to your actions.  

Failure to prospect….80% people are followers.  You need to sell.  70% of your time as a president or CEO is to get new business.  There are other people that can perform soft tissue work and other people that can take X-rays.  

A key is time management.  You must set aside time to get new business.  If you can’t manage time, you will be a bad doctor.  
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Open Ended Questions

You will get a lengthy answer

Closed Ended Questions

You will get a Yes/No answer.  

Learning/Retention

Saying it, reading it and looking at it will allow closer to 90% retention.

Just reading something, you’ll retain about 10%.

Reading and saying something, you’ll retain about 30%.

The likelihood you’ll close down when in practice for the first 2 years is 50%.  

Your objective is to get yourself out in front of many people.  You want to become the wellness advisor within your community.  You have to get in front of people to do so.  
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Types

A). Sanguine: Extroverts, Talker, and Optimist
Emotions:  Appealing personality, talkative, sotry teller, life of party, good sense of humor, memory of color, physically holds on to listener, emotional and demonstrative, enthusiastic,

Parent:  Makes home fun, is liked by friends, likes spontaneous activities, keeps home in a frenzy

At Work Would rather talk, forgets obligations, and doesn’t follow through, confident fades fast, undisciplined, waste time talking

B). Melancholy:  deep and thoughtful, likes charts graphs figures and lists, sets high standards, wants everything done right, keeps home in good order, picks up after children, sacrifices for others, low self image, off in another world, has selective hearing, self centered, too introspective, guilt feelings, persecution complex, puts goals beyond reach, ma y discourage children, may be too meticulous, become martyr, sulks over disagreements, 
C). Phlegmatic.  (lest amount of people),  introvert, watcher, pessimist, low key personality, easygoing and relaxed, calm, cool and collected, patient, well balanced, consistent life, quiet but witty, easy way, good parent, takes tie for children, is not in a hurry, can take the good with the bad, doesn’t get upset easily, easy to get along with, pleasant and enjoyable, unenthusiastic, fearful and worried indecisive, avoids responsibility, quiet will , would rather watch, lack of discipline, doesn’t organize home, takes life too easy
Phlegmatic melancholy people make the best associates.  
Sanguine likes to be recognized.  Melancholy likes to be right and asks a lot of questions.  Melancholy like specific conversations and don’t’ like big answers (they like specifics).  You have to be specific with money with a melancholy person.  

*** Personality profiles will be on the final exam ***

38% of people are belongers.  They are traditional values and don’t like changes.   The greatest pain is divorce and they don’t handle loss well.

Emulator:  They are the wannebees.  They want to be successful and lack confidence.  They are typically 20-30.  Their greatest need and want is money.

Achievers: 18%.  They want to be unique.  They waste money before time.  This is the group 30-40 year olds and 10-15 years ago they were in the emulator group.  

Socially Conscious:  20-22%...They are the liberals and want to think that their smart.  Environmentally conscious.

Need Group:  This is the need driven group relying on the state and federal government to live (welfare Group).

Belongers:  The largest group at 38%.

2 reasons why businesses fail: 1). Undercapitalization (business doesn’t have enough money…Usually it takes 2 years for business to be slightly stable and 5 years to achieve good stability)…So for the first 2 years, do not count on stability.  2). Failure to prospect (The #1 reason for business failure)…This is the most common reason for businesses to fail.  
Most people get patients by outside lectures and in-house referrals.  When you first start a practice, you don’t get many in house referrals.  Your patient base is by getting out and meeting people.

75% of people at any given time have a complaint of headaches, low back pain, or neck pain.  A huge link to all of these is stress and insomnia.  

3 out 4 people suffer from one of these conditions, so the deck is stacked in your favor as a chiropractor to talk to people about 1 of these 3 conditions.  

The patient has to admit they have a physical problem.  Then they have to admit they need help.  With these 2 admissions, you can then offer care to them.    When pain is higher than 7/10, you have increased chance of getting them as a patient.  When it is 5-7, there is a 50-50% chance of getting them as a patient.  When the pain is 4/10, the pain
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*** Week 15 is the final ***

*** Week 14 is the review for the final and an overview of the first weeks of student clinic ***

*** 15 Point Assignment and 5 point quiz ***

Relationship Building

Marketing to Attorneys and the Medical Profession
Video
The Most Trusted Advisor

One who counsels on a course of Action

Trust Research

Research Studies have determined that 85% of purchases are made because of TRUST

Chiropractor vs. Most Trusted Advisor Relationship
Fundamental Laws of Relationships

Relief ----------------------------------------Lifestyle

Pain = $30

Pain, Function = $45

Pain, Function, Sleep = $55

Pain, function, Sleep, Stress = $65

These are not actual dollar values, but the relative value that people have placed on the above factors.  Pain is worth less than other quality of life/lifestyle factors.

5 Phases of Relationship Building

Phase 1:  Gathering Phase

Phase 2:  Confirmation Phase

Phase 3:  Authority Phase

4: Recommendation Phase

5: Acceptance Phase

Phase 1 – Gathering Phase

Establish Trust

Gather:  To cause or to come together

Trust Confidence in ability

Phase 2 Confirmation Phase

Purpose:  To communicate understanding

Confirm:  To establish or support the certainty or validity of
Understanding:  Comprehension, agreement

Phase 3:  Authority Phase
Purpose:  Establish Credibility

Authority:  An accepted source of expert information or advice

Credibility:  Capability of being believed; deserving confidence

Phase 4:  Acceptance Phase
Purpose:  To Gain Acceptance

Acceptance:  Belief in something; agreement.   A formal willingness or ability to pay.

3 Types of Communication
Directional:  Relating to guidance in effort or behavior
No Directional:  To change the direction or course of

Transitional:  The act, process or instance of changing from one state to another

Special Consideration

Reverse Directional:  Sometimes the conversation requires you to provide information about yourself, prior to them giving you the data you need to advance the relationship.  

Developing Relationship for Life

Gather:  Increase Trust

Confirm: Increased Understanding

Authority: Gain Credibility

Recommendation:

Acceptance: Agreement Phase

Day 1 Issues
Day 1…Patient denies their back pain is a problem (job is landscaping) – 

Day 1…”I’ve been to a chiropractor before”

Day 1…”I don’t want X-rays”

Day 1…Only a 7/10

Day 2…Do I need to schedule more visits, can’t I just wait and see first?

Day 3:  I was thinking about the relief care.

Day 3:  Do I need the stim 3 days per week?

Day 3:  I was thinking about the relief care?

Day 3:  Patient wants you to “cut them back”

Others; Can I get a second opinion

Every time you hear an obstacle, write them down, because you’ll hear them again.  If you don’t know how to address an obstacle you need to find someone that has the answer.  

Marketing to Attorneys and Medical Profession

PI cases involve a different type of clientele.  They really do not want wellness, but they want a settlement.  You build relationships with attorneys.  The referrals you get are different.  Even in a PI case, your objective is still to have the patient stay on in wellness.  They now have to pay for it and they have to pay cash.  They have to pay for it themselves.

You have to market to PI attorneys.  There are many PI attorneys out there.  Not every attorney is successful.  The bad attorneys outnumber the good attorneys.  Before you form a relationship for them, you may want to examine their credibility.    You want to protect your bill and protect your interest.

First, find out who the PI attorneys are.  Attorneys don’t like those who treat for 6-8 months and run up a large bill.  They prefer conservative care at a good price.  There is no magic number or time frame.  Generally speaking bills less than $5,000 or less are suggested. 

Fault States: Usually do not have a cap or PIP (Per Injured Party???)
No Fault States:  PIP (a total dollar amount that is capped by insurances that they will pay per injured party)

You want to find some self-employed, small type practice lawyer that you know that is hungry and constantly looking for business.  Big attorney groups have partners and a multiple of attorneys below them that handle low impact or “soft” cases.  Soft cases are lower priority and these are the cases for the newer/associate attorneys.  The case usually gets “sat” on.  What you want is a smaller attorney that will push forward on the cases.  You do have to go through the phases of relationship building.  What sets you aside?
The #1 reason why people don’t refer to you is documentation/communication.  The OIG (office of inspector general) targeted chiropractic and chiropractic documentation.  The study found we sucked at documentation.  This is a key reason why people don’t refer.  The #2 reason is that the chiropractor over treats patients.  (ex. 62 visits without improvement)…The #3 reason is lack of a good evaluation.  We have to sell ourselves with good evaluation, good care and good documentation.  

Handwritten Notes:  Are done on the spot, at the time, and lack of computer error.  They take a lot of time.

Computer Notes:  

Dictation Notes: Increased Cost (must hire someone to transcribe) and there are computer errors, but this is an efficient system for people that are very busy.

The OIG found that documentation was often not existent.  Often the notes were not done on the same day as the visit.  By law, the note should be completed the same day as the visit.  Do your notes and do them well.  

Important buzzwords for attorneys are ADL’s and Functional Capacity.  ADL’s and Functional Capacity are important objective criteria for them in their cases.  

IN practice, you should arrange lunch with an attorney once per week.  This will help build a relationship.  They’ll learn more about you and the way you practice.  Often attorneys don’t understand what you do and how you do it.  They need to feel comfortable with you and comfortable with your services.  The objective is to get a meeting with them to further the relationship.  The idea is to form a good relationship with 2-4 good attorneys.

At the end of the first visit, send the exam findings to the attorney or medical physician to establish the relationship.  This is done from a marketing standpoint and a patient care/communication standpoint.  
As a goal you have to touch 2000 people a month (electronically, mailing, lectures, presentations, etc.).  

Your objective is to get a face to face with medical doctors.  You have to be relentless if you want to meet with them.  Most people quit at the 3rd no and decisions are often made after the 5th no.  So be persistent to get to the 4th no, so you have a 5th chance.  At the 5th opportunity, they can say yes.

Another good strategy is a presentation to medical doctors only.  This gets them out of their comfort level and into your comfort level to show them, what you do and how you do it.  

Public Speaking Tools and Marketing

Power Point, White board, Hand Outs

These items help you to relax

The white board is used to further clarify what is on the PowerPoint.

Public Marketing

Decide to do it

Choose the target market group

Prepare for the first contact

Find the decision maker, contact in person, phone or letter

Do a presentation for the contact authority, handle negatives, etc.

Schedule for highest attendance time

Send out a confirmation letter
Prep for delivery (slides)

Arrive early, meet and greet, set up and prep

Get audience attention with voice inflection, delivery

Let the slides guide you

Stay highly energetic

Close the lecture with an overview and your recommendations

Within 48 hours, follow up with a survey about the lecture and ADL’s

Track your results by the new patients from the lecture
Schedule a refresher lecture in 6 months

This is the suggested sequence of events to take.  You want to target a group, contact them, get the decision maker in front of you, present to them, answer their questions and objections, and make sure others can attend (if possible).
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Marketing
A good idea is high intensity for a short time.  Positive feedback is more likely to occur and is likely to keep you going.  – Feedback affects us more in a big way.

Excelling clinically is important, but you have to be able to market yourself.

Branding
Ex. McDonald’s – Golden Arches….Establishing an image and an identity that is well recognized and liked back to the business...
Franchise
A business model that requires a buy in, the doctor following the advice and protocols of the parent company.  The protocols attempt to standardize the business process.  Franchises attempt similar practices and protocols to standardize so that an identity can be created leading to brand identification.
A suggestion is if you don’t know how you to want to structure your business and are not business savvy, become a franchise since they’ll do some of the work for you.

Val-Pak or ADVO
An expensive way to market yourself that is not very effective.  Coupons in add books that are sent out to the community.  Cost is expensive.  
Newspaper
A marketing tool that is usually not too effective for chiropractic.  IN large cities, newspapers don’t work well.  They work better in smaller cities and areas.  Paper marketing usually does not bring you too many patients.   The highest readership is on Sunday, but this is also the most expensive.  You often cannot pick where the advertisement will be on a Sunday.  ON Monday, (the smallest and less well read paper), you’ll have a better chance of getting your add in a prime spot.
#1 way to market yourself is personally.

Often Chiropractors put too much stuff on their ads.  The simplest ads are the most effective.  

Advertising
Advertising is very costly to do.  

Marketing
Marketing is not as costly.  Marketing is calling attorneys, medical doctors, doing lectures, etc.  Building a business through advertising is very expensive.  Building a business through marketing is less costly and often more effective.  

Small Business Loan
We are in a situation, where most of us will not be able to walk out the door and get a small business loan from a bank.  The standards will stricter today than before
First 8 Weeks of Outpatient Clinic
Often it takes time to get used to the flow.  Some interns aren’t getting their adjustments or new patients.  You need a plan to make this happen, as well as a plan to make your transition to practice successful.

The Best Time to Goal for a Referral
The best time to go for a referral is within the first 30 days of care.  20% of your business refers you patients and 80% do not.  You want a patient within their first 30 days that are going better that is going to refer more patients.

Examples of How to Get Knew Business
First be proactive.  
First 8 Weeks in Clinic
You have to commit to the first 8 weeks.  Front End Loading – commit to the first 8 weeks to really master your craft so the remaining time in clinic is much easier.  Your 8 week plan should consist of:  Ex. – Week 1, Day 1 = what are you going to do? – You have to get that figured out before you get into clinic…
*** Week by Week Scenario for first 8 weeks of clinic…added in how many new patients you expect by the end of trimester 8…Where are the new patients coming from ***
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*** Guest Speaker – Rob Jackson ***

Essentials of Communication
People Change when they
Hurt enough that they have to

Learn enough that they want to

Receive enough that they are able to

If you were put in chiropractic line-up…How would you stand out?

Are you clear on the Fundamentals of Chiropractic?  5 categories of subluxation
Do you have systems in place for everything that occurs in you clinic?  Ex.  McDonalds – They have a system in place that creates a step by step procedure that is replicable in every restaurant.

Niche
You have a natural niche.  What are the demographics of your current patient base?
Want to add or strengthen a demographic base?

Keep things simple in the office.  

Keep It Simple
Average American has no college degree.  26% are college educated. …Patients don’t want chiropractic, they want the benefits of chiropractic.  Use materials written at an 8th grade level.  Use lots of pictures.  We live in a computer society and look at things all the time.  Pictures say more than words.  

Newsletters
Have 4 Advantages over most marketing media

1. Flexible

2. Inexpensive and effective

3. They establish you as an authority

Audiovisual
Facts are presented to the ear and eye are 68% more effective than presented to the ear alone

7-12 minutes is proven optimal.  
Your ability to listen is imperative.  Everything you do starts with being a good listener.  

How People Learn
85% with eyes

11% with ears

4% al other senses combined

Words are pennies in the currency of communication

What do patients really want to know?
1. What’s wrong with me? – That is your physical exam, orthopedic and neurological testing

2. Can you help me? – What do you have to offer me/what services do offer that can help me?

3. How long will it take? – Minimum on 90 days, more likely 6 months for discs to heal…Patients only want to come one time for no money, so you have to be upfront with them early.
4. How much will it cost? – Insurance is dwindling and cash is returning…
5. What will happen if I do nothing?

Report of Findings – Doctor/Patient Contact
1. Warm, confident, friendly greeting

2. Sit Knee to Knee

What’s Wrong

1. Basic spinal anatomy using full spine

Vertebral Subluxation Complex – Magazette
The magazette attempts to answer the patient’s questions.  1). What’s wrong?  -- The 5 components of subluxation 2). Can I help you?  -- This page in the magazine explains the options 3). How long is it going to take?  -- Explains the timeline (acute, therapeutic, corrective, maintenance care) 4). What will happen if I do nothing?  -- Shows the degeneration in X-ray format

VSC
Bones & Fixation Sticks 

Slinky

Rowing Team:  Team doesn’t work or win

Worn Tire:  Messes alignment up

The minute you get them to make simple commitments you have them on board.  Take simple metaphors and have them understand how things work.

Nerves
Chiro-band – Neurovascular bundle…Lack of blood causes hypoxia and dead tissue.  Exercising the area and providing a hot pack won’t do anything.  1 adjustment loosens the band slightly.  Several more adjustment loosens the band further.  Picture the band on there for 6 weeks, it doesn’t feel good and it won’t disappear in 1 visit.  

Credit Card – Scrapping, Rubbing or twisting of the nerve irritates them, just as they do to the patient…Use this as a teaching tool and provide you business card on the back.

Muscles
Chiro-Putty:  

Bristle

Beef Jerky

50% won’t be able to tell you what they did to injury their back.  This is repetitive trauma.  Use the putty to describe weak tissue.  Explain the patient that the improperly aligned putty like muscles contributes to the problem.

Vertebral Subluxation Complex
Soft tissue: Chiro Putty, Sprain, Black Eye, Sunburn, Wet/Dry Sponge….Calcium salts can become arthritic changes in ligaments following trauma.  When dealing with ligaments it can be 6-18 months (long term treatment)…If you create false expectations, relationships fall apart.  

Moist sponge looks good, and dry sponge has cracks in it (like discs and joints).

*** Shawn Cohen – Australia (Chiropractic)…They’ll set you up in a clinic, but you have to commit to them for 2-5 years…You’ll be in rural Australia and it is all cash.  They have 22 clinics and plan on enlarging to 75-100 clinics.  If you have an interest e-mail Rob Jackson (he’ll screen people for Shawn Cohen)… ***
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FINAL REVIEW
*** A lot of the final is common sense...There will be some stuff on percentages, styles of communication (verbal communication, visual communication, tone) ***

Highest % was visual communication.  The #1 reason someone buys a service (chiropractic) is present pain.  The 2 reasons people don’t accept chiro care: 1). Time 2). Money

% people with debilitating headaches, backpain, neck pain = 75%
80/20 Rule…80% chiropractors have to fight over 20% of the money…20% of chiropractors do 80% of the business.

#1 reason why businesses fail is failure to prospect (fail to get new business).  

Percentage of time listening to patient during conversation (70%) and 30% of time you should talk….We like to talk and not listen.  A consultation and ROF is very important  It helps to build rapport.  Most times we talk.  We need to listen.  People are not used to be able to talk to the doctors, so it can be a welcome change.  

Personality Profiles – Choleric, Sanguine, Melancholy, Phlegmatic
Sanguine: Life of the party

Melancholy:  High detail, 

Choleric:  In charge, leader

Phlegmatic:  Likes to get along with people

What % of population are followers?  80%  

The largest % of people are the belongers, they are conservative, enjoy clubs, church goers.

Emulators are 20% of the people (lack confidence, younger people, success leads to power, want money – they turn into the achievers).

18-20% Achievers (waste time and money…used to be emulators)

20-22% Socially Conscious (Liberals, want you to think they are smart, tree huggers)

Small % = Need Driven (social welfare)

Overcome 3 resistances to get a yes.
Mentor – Find Someone successful and try to emulate them.  

Dr. Jackson Material – Not much on the exam from his lecture

Screenings are high intensity for a short period of time.  Don’t market all day long, but market tops 2 hours and be focused.  
As a doctor you have to know how you lose patients.  The objective on day #1 is to get them to day #2.  Day #2 objective is to commit to 3 days of care, for the next 3 days.  That gives you a chance to see early if they respond to treatment.  You always want to talk to the decision maker (husband and wife)

There will be “some dummy” questions on the exam.  30-35 questions.  

Typical life of a patient is 90 days (and then they are wellness or less frequency).  After 90 days, the numbers dip.  Then you have to be reactive and get new business. You have to be proactive to get business.  

Proactivity – IN order to be a better public speaker, you have to go out and publicly speak.  The talk involved you and your personality.  The material is only a small portion of the talk.  
“Mini-consultation” – You have to get a patient get to a certain stage in a conversation.  The most important thing a patient does it admit they have a problem.  The first phase to overcome is the admit phase.  You have to personalize the condition to them.  You have to heighten their awareness to the problem and find out how the pain has been impacting their life.  

Trying to sell wellness care to a well patient may be difficult, but trying to sell wellness to acute patient that is feeling better after 90 days of care is a lot easier.  
