PATIENT COMMUNICATION – 5/13/07
*** No notes – just syllabus given out ***
PATIENT COMMUNICATION – 5/20/08

You are going into the business of communication and in the business of selling yourself and your services.  This is the business that people will want to pay to get healthy.  

A big question is what makes you different from other doctors and other providers out there.  How are you better than the doctor down the street?  

People judge you in 7 ways as they meet you for the first time.  It is important for you to engage them and understand how they judge you.  IN the first 5-15 seconds, your appearance, your handshake all matter.  When someone comes with a dominant handshake, turn the handshake to neutral position so neither person is dominating the handshake.   
** We will be giving a presentation (power point) on Tuesday June 17th.  The topic is open (you pick), but the audience is intended to be a local club or organization (YMCA, Girl Scouts, Kiwanis, Rotary Club, etc.) ***

Three Circles:  Can Do (Skill Base), Will Do (Interest Level and Passion for the profession and to serve as a caregiver), Fit (traits, are you a good fit for them, what kind of bedside manner do you offer ).
The whole thing is called synergy.   Synergy helps to get new patients.
MAKE ME FEEL IMPORTANT! – MARY KAY…Engage them and show them you are interested in them as people and as patients.
How to Make an Impression

1. The first way is the first 5-15 seconds
2, 3, 4. Can Do, Will Do, and Fit
5. Present an image of total professionalism (suit, lab coat, get image across and look professional)

6. Industry Language and get rid of doubt words.  Also get rid of the word like, um, oh, ah….etc.  The word like is supposed to be used in proper context.  

Doubt Words: I think so, maybe, probably, kind of are doubt words.  They signify doubt in the provider and for the patient.  

7% of judgment is based on words.  We also use sound, tone of voice, pitch, etc.  Be aware of where you put the emphasis on your words.  How you say your words, is important.  

38% of a patient’s judgment is based on sound.  The remaining 55% is how we look: body language, confidence and presentation.  People are coming to you to tell you how they feel, so you have to be the one that lifts them up.  How we look goes beyond the suit and what you wear.  How you look translates into enthusiasm.  Enthusiasm builds confidence and builds vitality.  Vitality helps with life.  
Project the professional image always!  People will look at you and confide in you and they want an image that they can rely on.  

POD = Point of Difference/Differentiation.

VOA = Voice of Authority…especially important for people in the medical field…You have to show them that you know what you are talking about….Show your patient that you have VOA

SME = Subject matter expert (need VOA and POD to be an SME).  Show your patients that you are the SME.  
Words, sounds and looks are a package deal!

You want people to be believers in what you do.  That serves an important purpose.  

Barriers to Open Communication

We are the ones that create barriers in communication.  

Barrier #1

Barrier #1 is Value Statements.  You cannot make general statements and expect everyone to respond (ex. Logan College is the best chiropractic school out there or everyone knows that Activator Methods is the best adjustment tool).  Change the statement so that you say, “It is my opinion that activator Methods is the best adjustment tool.  Also, back up your statements.  This way you frame the statement so that you don’t make generalizations and that the statement is more friendly and inviting. 

Barrier #2

Barrier #2 is Unchangeable Positions.  This is a position that you take and you don’t want to change.  Ex.—WE can’t do that.  The statement "we can’t" means that "we won’t." “Trying is lying, that gives you an excuse up front to fail.”  Wd can’t and we won’t can be changed to we can and we won.  

Barrier #3

Barrier #3 is Lack of Purpose.  This is when you have a patient in your office for the first time and you overdo building repoire.  Focus on them and their need, so don’t spend all your time on yourself or bragging about you.  If you spend too much time on lack of purpose, they’ll feel that you are diverting them and it affects other patients that are waiting for your services.  

Barrier #4

Barrier #4 is Time Pressure.  Use time management well.  They are interested in you as their doctor.  Don’t make people wait too long.  
O and V before T:  Obtain and verify before you transmit.
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*** We will be having a professional presentation coming up in a couple weeks ***

People judge 7 ways in a simultaneous fashion.  Body language (word, sounds, look), handshake, engaging and warm
Barriers to open communication:  #1. Value Statements #2. O and V before T (Obtain and verify before you transmit…obtain the information as much as you can, verify the info before you talk…think before you talk)  

90% of the first objection a patient gives you is false.  There is something more they are not telling you.   This goes for any sales situation that you give them.  

Listening Skills – 3 Levels of Listening

You can make people feel important by really listening to them.  Communication is 2 ways.  Listening is something that we need to continue to practice.  

3 Levels

#1. Marginal Listening:  Partial listening…As multitaskers, if you are with a client, you are not paying attention to them when you check your cell phone, look at the computer, etc.  Marginal listening is not 100%; you are not paying attention to what is going on.
#2. Evaluative Listening:  In your mind, you evaluate what someone is saying.  If you are making conclusions too far in advance, your mind is no longer open.  You can be making assumptions with evaluative listening.  Marginal and evaluative listening is not the type of listening you want to have.

#3. Interactive Listening:  This is the type of listening you want to have.  You want give and take; you want to be involved and focused.  You are focused on things beyond the words like eye contact, expression, etc.  Nonverbal listening
In a report of findings try to be interactive with techniques like leaning forward to listen, repeat some things back to them , and show expression.

What you here is not always what you interpret.  
74% of what you convey is conveyed non-verbally by body language.  

Body Language Tips

High steeple holding the hands high:  It means that they think they are superior to you

Low steeple:  Moving the hands lower tells you they are interested and think they are the same position as you.

Cardinal Rule of Body Language

Keep your hands off your face at all times.  It indicates boredom.  Another sign is the arms folded.  Folded arms may mean it could indicate being cold (temperature problems), resting the arms or you are closed/not receptive to someone’s ideas.  Folding the arms quickly and then opening the arms up afterward may indicate they don’t agree.  The rule is to keep your hands off your face at all times, when interacting with your patient.

Persuasive Posture
1. Keep your back about 3-4 inches from the back of your chair.  
2. Stay in the readied position with one leg in front of each other, keeping your hands open when doing diagnostics.  Keeping your hands open shows that you are open.  If you act nervous, it will make them uncomfortable.  
3. Be the consummate professional to show that you are engaged.  
4. Take notes, but don’t let that be the emphasis.  
5. Don’t put the arms on the armrests, because it shows that you don’t care that much.  
6. Add a small head tilt to show that you are interested.  
7. Be confident and use body language to your advantage.  

Touching your nose may mean that you are very doubtful about what you are saying or you are lying.  

5 General Responses to Help Gather Information from Prospective Patients
#1 General Lead #2. Restatement #3. Probe #4. Pause #5. Interpret
Restatement:  Budget and time issues are often cited as 2 big reasons for failure to begin care.  Bisect the statement and find out about the details.  Find out about budget and timing issues and then listen.  A trick is to restate the word budget or time in questioning tone and then pause for there response.
Probe:  Direct and Nondirect probes…Direct probes are an attempt to answer a question by yes or no.  Ex... Would like to consider my recommended treatment plan (yes or no)....You are not looking for anything else, but yes or no.  Indirect probes look for information about who, what, where, when, why and how.  The why question can put people on edge.  Always convert a why question to a how question when possible?

Pause: Ask them a question and then pause, but pause for 5 seconds only.  Ex…Are you interested in my treatment plan? -- And then pause for seconds and watch them.  The pause allows you to think and gives them time to think about what they want to do.  When you present a plan, have confidence and think that this is going to help, you don’t have to say anymore, let them comeback and answer.  After the pause, then restate the plan and wait again.
Interpret:  Interpret what the prospective patient is saying.  It is used to clarify and verify what the patient is saying. 

Use the pause whenever you can and listen for perspective, feeling, and body language.  You can tell a lot by body language. 
Objection Handling

#1. Determine if the objection is true or false 
#2. Refine the objection

#3. Convert the objection to the question

#4. Handle the Objection

You are not satisfied with the first objection that comes out of someone’s mouth.  You can’t be timid and be successful.
Set Aside Method

Ex. (Pt. statement) I can’t afford 12 treatments… (Response) I can appreciate your concern about pricing (this statement does not minimize what the patient says)…Besides the pricing concerns that a person has, is there any other reason that you may have (your response)…If they say there is something else, you job would be to dig the reason out.  

Ex.  If there are issues with price and service…Ask them, of these 2 issues, which one is the most important issue to you?  The key is to dig to get as much information, by using the 5 general responses.  

Ex.  Another method…”If I can present an alternate plan would you be interested?”  This is another statement to help bridge the gap.
An objection is not an obstacle most times.  In most cases, it really means I don’t know enough or have enough information about what you do and how you do it so that I can make an educated choice.  You are in the business of persuasion.  
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*** Homework due in two weeks….Presentation to a civic club…10-15 minutes in length…You will hand in a presentation in full color or grayscale in slide format, outline format, etc.  Make sure the presentation is on a flash drive…We will be doing 2 per period and we will critique the presenter based on what is taught in the lecture…This will be 20% of your grade in the course…You are assuming that you are a full fledged doctor and that you are the new kid on the block in your town…The audience does not know that much about chiropractic or your credentials…Then you work it down to “close the deal”…Your purpose is to inform them and sell them on you and your skills ***

Professional Presentation – The Superhighway to Success

Talking to people will enhance your success.  It will help people to understand what you are about.  54% would literally rather die than giving a professional presentation.  

Communication

“The imparting or interchange of thought, opinions, or information by speech or writing to create understanding.” – Daniel Webster.
An important point is not to read each slide, because the audience can do that, but emphasize the key points.  You also want to pop your colors in your presentation so that they stand out.  Both sexes enjoy the color blue.  It can appeal to everyone as warm and friendly.  Another tip, is to use few words and a lot of icons

Persuasive Speech Components
Presenter (under a microscope)

Don’t clutter your slides with a lot of wording
Maximum of 5 lines per slide, maxing 3 words per slide (rule of thumb)…After you reading the slide, think about how you can say what you want with less slides

Presenter

The audience judges you in 7 ways simultaneously.

Do we like them – The audience wants you to succeed up there.

Make eye contact – It makes the audience comfortable and you comfortable…don’t talk to 1 particular person…Don’t look down…

Gestures:  Shifting and pacing…You can use this, but don’t do this as a nervous habit.  Try to harness your nervous energy to be smooth.  Pace in a direction…Gestures, you want to enumerate, but there is a range of motion to use.  If you talk in front of a small group the range will be different than a large group.  IN a small group, keep your elbows in and work within a smaller range, than with a large group.  IN a large group, you can be more expressive with your hands and gestures.

Clothing:  Do not be distracting with your clothing.  Also, try not to be so dry either.  Clothing should be appropriate when you speak.  

Effective Speech

Nonsense Syllables:  Um, Err, Uh, Ah…Watch your nonsense syllables when you speak.  You are a doctor and expected to speak and communicate intelligently.

Pause:  You can use the pause to your advantage.  You can use the pause to emphasize what you want them to remember.  Then look around the room and engage the audience to see if they will remember what you want them to.  An effective pause will last about 5 seconds.  

Nervousness:  Get the adrenalin flowing and harness the energy.  Good adrenalin flow is outstanding.  There is a remedy for nervousness.  Diaphragmatic breathing is deep breathing and helps to calm you down.  Diaphragmatic breathing can also show confidence.  
Resonance, Tone, Articulation:  All become important

Pointer:  You can use your voice to be a pointer instead of the mouse or laser pointer

Voice of authority:  You must have the voice of authority when you speak.  You can look young and be young, but a voice of authority will help convey your message.  

Presentation

The presentation is nothing more than information.  You are giving them information to persuade them to act.  You are persuading the audience to become patients.  

Listener’s Thoughts

Why Listen?  The audience thinks, why should I listen to them…

Specific Problem?  What are you hear to deal with…It is back pain or other pain?

What is your solution?  What do you do as a doctor to fix problems?  What makes you different than 100 chiropractors down the street?  You are selling yourself.  You are the biggest part of the equation.  Are you engaging?  Do you have emotional intelligence (having a personality and listening to the patient…understanding, empathizing and acting upon what you’ve listened too).

WIIFM?  What is in it for me…You must also be able to explain chiropractic

Prove idea?:  Can you prove this idea…This may be chiropractic statistics, trends, testimonials…Evidence and word of mouth are two key ways to spread and grow your business.  

Action?  There must be a call to action.
Persuasive Structure

Intro, Idea, Benefits, Proof, Decision/Action

Intro:  You may want to use a headline to attract attention (ex. Got Headaches?)…Don’t hide behind the podium and try to create excitement

Idea:  Once, you’ve attracted their attention, and then state your ideas (ex.  Here’s some ideas to relieve your headaches, that doesn’t involve to popping a pill)
Benefits:  Make sure to mention the benefits….What is in it for the patient (ex.  Pain relief or constant pain relief)…Feature and benefit conversion…You want to show the customer what is in it for them.  Each patient is different.  Listen to them and understand the position they are coming from.  For a general audience, you’ll need multiple benefits.

Proof:  Testimonials, evidence based, expert witnesses, etc…Present the professional side of youth.

Decision/Action:  What is the call to action?  Ex.  Come visit my practice in an open house.

Audience
Consider your audience…Understand that you when you look at your audience, individual analysis plays a role.  Understand what impact and role the audience has.  Make sure you get the names, titles, and roles these members play in the community.  

The audience we will be talking to will be a larger group.  Some of the audience will be for you, some against you and some don’t care.  Don’t be upset if people seem bored.  There will be people interested in your presentation.  The biggest piece of the picture will be you.  

Visual Aids

If you cram too may items on one slide, you’ll make it hard to read…Make another slide.
Enhances attention:  Visual aids help to enhance attention…You can bring in a spine or use other visual aids 

Complex Made Easy:  (Ex. Focus on pain relief…this is something that many will be able to relate too).

Increases Retention:  Watch out for too much information, visual aides help break down harder concepts

How WE Learn
Taste 1%

Tactile 1.5%

Smell 3.5%

Hearing 11%

Eyes 83%

Try to use visual aids, presentations that “pop”, and other visual stimuli…

How We Retain
Reading 10%

Hearing 20%

Visual 30%

Listening and Seeing 50%

Symbols
Shake hands = agreement

Thumbs Up = Good to go, Agreement, 

Thumbs Down = Boo, Kill Them, Bad job
Mediums

A primary medium and secondary medium can be used….Secondary could be chalkboard, flip chart, prop, video, etc.

When you show a secondary medium, make sure you close the first medium (B to Blacken on PowerPoint or W to whiten the screen)

Ex.  Flip Chart…When you introduce the medium, you don’t have to talk at all when moving towards or bringing in the medium (not talking shows confidence)..The flip chart is versatile

Ex. Overhead Projector…Can be used as a secondary medium…Don’t always get stuck using PowerPoint format.  It can be redundant and even a little boring.  Another tip is not to put too many graphics or effects in your presentation as this can be distracting and imply that the presenter is not confident enough to retain the audience’s attention.

Handling Questions

If the audience can’t hear it, make sure you restate the question.

If you can’t answer the question, make sure you get back with them.  Do follow up on the answer to the question later.  (Take their e-mail and other information).  Do not take more than 2 questions you don’t know the answer for.  If you take 3 or more it demeans you as an expert in the field.  It is important to present yourself as the expert and remain that way for the patient.  Do not give them false information, as misleading information can hurt your credibility.

1. Reinforce benefits

2. Clear up misunderstandings

3. Enhance SME status

4. Ask for action again

Remember 6 P’s

Proper, Preparation and Practice, Prevents Poor Performance

Complete your preparation and practice, practice, practice

Deadly Sins

Appearing Unprepared

Using Poor Grammar:  The audience expects you to speak properly
Starting/Ending Late:  Start on time and end on time…your audience’s time is important
Unfamiliar with Knowable Information

Improper use of Audiovisual Aids

Not involving Participants

Not establishing Positive Image
Not covering state objective

Not Enough Breaks

Not Checking Environment:  Whether it is cold or hot in the room, tightness or openness of the facility

Use of Improper Humor/Language:  (Know

Don’t Be a Know It All – Only be 90% correct…Don’t come across as I know everything, listen to the patient
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*** Next week presentations to a target audience of a civic organization.  It is a non-technical, non-scientific group.  You are presenting chiropractic and yourself.  It is supposed to be 10-12 minutes long.  It is supposed to be PowerPoint format or other medium.  Be ready to present and be ready to hand in your PowerPoint slides (3 slides per page with some bullet point narration).  The slides are graded on content, visual and narration.  Put your name on the power points.  The slide presentation will be graded.  ***

*** You are presenting to a new market group and looking for a call to action.  If there is not a call to action, there will be a deduction in your grade.  ***

1 on 1 Communications

Myer’s-Briggs Personality Test

This is based on the works of a psychologist named Jung.  
What is your communication style?  You should be able to determine the style within 4-5 minutes of conversation.  It is important to know communication style to help build a connection.  

If you don’t understand what someone is saying, you have a problem in communicating and responding to them.

I Speak Your Language Communication Styles

Intuitor, Thinker, Feeler, Senser – The 4 styles/labels

General Focus:  Strength, over use of Strengths, Time Sense, Basic Approach to Problems, Communication Manner

Intuitor
A creative think is their strength.  The overuse of the traits makes someone unrealistic, “far out”, too idealistic and impractical.  Time sense is the future.  The communication manner is very loose and unstructured (brainstorming).

Thinker

Strengths are facts-oriented, deliberative, objective, detached, analytical and precise.  The over-use of strengths makes them over-cautious, rigid, indecisive, and slow.  Time sense if past, present and future.  Their communication manner is organized and business-like.

Feeler

This type is people oriented.  They are spontaneous, empathetic, good judgment, informal and persuasive.  Overuse of their strengths too casual, subjective, sentimental, and “soft.”  Time sense is the past.  They always think about how they feel and how others feel.  They communicate in casual, relaxed and friendly way.

Senser

These are results oriented people.  They are assertive, technically skilled, practical, functional and decisive.  Overuses of strengths are overpowering, impulsive, short-sighted, and narrow.  The time sense is the present.  The approach to problems is when, how fast and how much.  The communication manner is direct, tough and results oriented.
We tend to communicate in 1 style that is most natural to us.  

What Others Need
