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Practice Impossible (Part 3): Growing Your
People

N. Ray Tuck Jr., DC; K. Jeffrey Miller, DC, MBA

Recently, we became interested in the television program Restaurant Impossible. The Food
Network show is hosted by Robert Irvine, a noted chef and restaurateur. The premise of the show
is to help failing restaurants by giving them a complete makeover. The makeover is carried out by
the chef, a builder and an interior designer. The catch is the makeover has to be completed in forty
eight hours on a budget of only ten thousand dollars.

If you follow the program for a short time, you will quickly see that the chef focuses on five factors
of the restaurant business, regardless of the size and type of restaurant. The five factors are;
leadership, the staff, the menu, the décor and marketing. You will also realize that the methods he
uses are not applicable only to the restaurant business, but to any business. This is why we like the
show. The chef uses many of the same business principles we have used in running successful
practices and consulting for other chiropractors. This series of articles works through these
business principles from our chiropractic prospective.

Train Your People

Training and cross training are primarily the responsibility of the doctor. Doctors must be the
leader here. Doctors cannot complain about the poor performance of an employee who never
received proper training.

Training is predominantly on the job. However, online training, local and national seminars are also
available. Training on the job should be based on a plan. Just tossing the new employee into the
fray only works so well. A set plan helps make sure that all necessary responsibilities and skills are
learned. This also involves having clearly established policies and job descriptions, a topic we will
be discussing next.

The internet also offers a number of courses specifically for CAs and several general courses for
CA's benefit. A few states require CAs to complete a certification course and participate in yearly
continuing education. Many of the courses are online. Trade schools also offer courses online or
locally on insurance and medical office procedures. Insurance carriers are known to host seminars
on their plans and policies. These are very important as they relate directly to the bottom line. You
must understand the plans and policies you participate in and are paid by most frequently.

Seminars through individuals, your state and national organizations, as well as management
consultants, are also plentiful. This type of training is the most expensive and doctors tend to shy
away from them, especially in the current economy. However, you must keep what Zig Ziglar
always says in mind, "The only thing worse than training your staff and losing them to another job
is, not training them and keeping them."

Understanding the Mission

An additional benefit of seminars for staff is it is easier for them to buy into the mission and goals
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of the practice. When they are motivated and given the right tools, their appreciation for their own
role increases. Their job satisfaction increases. Job satisfaction also increases when employees
understand what is expected of them and they have the opportunity to meet those expectations.
This is why having an employee handbook and written office policies are important.

Examples of handbooks can be obtained from many different sources. Other chiropractors may
provide a copy of theirs. Management groups provide sample copies to clients. Other health care
professionals (dentists, optometrists) might share theirs. The owner or human resource person
from another type of business may also be willing to help. These are good places to start. You can
borrow from these and then personalize the handbook from there. You should also review state and
national labor laws in this process. Be sure not to change or contradict any of the policies from the
summaries of employment rules and regulations you are required to have posted in the office. An
addendum to the employee handbook should be a clear financial policy for the office. The policy
should inform the employees how the office will collect fees from patients, file insurance, appeal
denied claims, and handle accounts that are past due.

With written policies in place, when it comes to reviewing the employees performance regularly
there is a system in place to judge performance, raises etc. This means you need a form for
employee reviews and you need to do them. The employee's attendance, punctuality, job
knowledge, follow through, and other factors need to be reviewed at least yearly. These reviews
can be done as often as monthly or minimally, annually pending your staff needs. The faster you
give feedback to your staff, the faster they will meet your expectations.

Lead Your People

Some say working with staff is the most challenging aspect of private practice. It is our opinion
that a staff member can "make you or break you." Therefore, managing staff is something you must
focus on and plan well. You must respect your staff with appropriate communication. This may
include giving quick feedback (similar to what you might find in the book "The One Minute
Manager") and not discussing issues about one staff member to another. Lastly, our advice is to
treat your staff with the same respect you would want them to give you.


