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Why be nice?

· Patients like you

· You like them

· Successful business

Doctor Personality

· Type 1

· Warm and fuzzy

· Mellow

· Less driven

 “Good” Doctor
 Doctor



Patient

· Degrees

· Good School

· Extra Training

· Experienced 

· Capable 

· Intelligent

· Talented

· Ethical

Practice Success

· 10% medicine

·  90% personality

10 Minute Relationship

Long Term relationships

· Family

· Spouse

· Children

· LOTS of history

Patient Dynamics

· Shake every ones hand

· Look everyone in the eye

· Smile to everyone

Patient Dynamics

· You must win over the whole room, not just the patient

· One person is the negative one

· “Thank you for taking the time to bring in your”  :

· wife/husband

· brother/sister

· son/daughter 

Doctor Position Dynamics

Criticism gets you Nowhere

· Its not that hard to stay there

· Just look at the light, it is not that hard

· Please try to help me

· Why are you moving

· If you don’t stop that you may cause a problem

· What are you doing? 

Never a Negative

Negative



Positive

“don’t move” 


“stay steady”

“calm down”


“you are so brave”

“stop talking”


“easy breathing”

“stop moving your eye” 
“stay on the light”

Always a Positive

· Do you have a Harley?

· Do you watch football?

· Are you a golfer?

· Are you all set?

· Did we answer all your questions?

· Would you like some Valium before we start?

People love their name

· Ask patients which form of their first name they prefer

· Memorize patient’s first name first

· Say a least 6 times for a 10 minute interaction

· Do not get it wrong!

Better words

Compliments get you Everywhere

· You have beautiful eyes!

· You have very high cheek bones!

· You son is very tall!

· Your daughter is beautiful!

· Your eyes look very healthy!

· Your are a great candidate!

· You did a great job!

· You kept your eye very steady!

Trust

Humour

Get Permission

· Can I start with the right eye?

· Can I start on the left eye?

· Is it alright to get started?

· You have high cheek bones and the eye opener may be snug, so let me know if feels uncomfortable

Anxious Patient

· Isolate to avoid spread

· Valium

· Patient in control

· Never push

· Hand holding

· “courage through example”

· “courage through boredom”

Patient with a Problem
Four “E”s

· Empathize (5-10 minutes)

· Educate (5-10 minutes)

· Empower (short and long term)

· Expectations (positive future)

Front Desk

Exam Rooms

People Love Free Stuff

People Love Free Stuff

People Love Plasma TVs

Thank You

Louis Probst

