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Providing staff with both initial and
ongoing training opportunities is key to
practice success.

ASSEMBLING A COHESIVE, skilled staff is one of the
greatest challenges of practice ownership. In order to thrive,

a facility needs a dedicated team of employees who can work
cooperatively to provide the best patient care. While hiring
right is a powerful first step, no staff member can maintain—or
improve—their skills and motivation withour initial and ongo-
ing training that reflects the unique culture of a practice. “The
key to successful training is to be clear, concise and consistent,
starting from day one,” says Mara Shorr, vice president of
marketing and business development at Florida-based The Best
Medical Business Solutions. “The practices with the strongest
teams start training from the employec’s first day in the office,
rather than waiting to catch them doing something wrong, and
continue to provide training opportunities throughout that

person’s employment.”

By Shelley Moench-Kelly, MBA
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Get Rid of Acne Clear sBL

AT THE SPEED OF LIGHT
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Forever Clear BBL™ using Sciton's BBL
technology offers a unique, rapid and very
effective, non-drug option for treating
inflammatory acne and thereby reduce
acne scarring at the same time.

Patrick Bitter, Jr., MD, FAAD
Dermatologist

Photos Courtesy of National Laser Institute

Forever Clear BBL is a unique
three-step process not available
on other IPL’s:

» Eliminate acne-causing bacteria, target redness and
initiate the body’s natural healing process

» Comfortable treatment, with quick results
» Easy to perform and safe to delegate
» Suitable for men and women of all ages

» Keeps patients coming back for maintenance
treatments

Results Now. Results Forever.

Before 1 month post 9 treatments

Interested in BBL?
Ask us about other BBL products that allow you to treat skin conditions
™ associated with aging, loss of firmness, unwanted hair, and sun damage.

BroadBand Light

° LEARN MORE AT: www.sciton.com
S C I T O N 925 Commercial Street, Palo Alto, California USA 94303
Phone: (888) 646-6999 + Email: info@sciton.com

BECAUSE RESULTS MATTER
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OPTIMIZING PERFORMANCE

TRAINING BASICS

As a practice owner or manager, it is your responsibility
to ensure that all staff members are thoroughly trained
to care for patients as you would, if you could do all their
jobs as well as your own. Any weakness in the practice
armor can result in a downturn in the quality of care, loss
of revenue and harm to your reputation. But the process
of staff training doesn't have to be overwhelming.

Start with these key components to create a successful
staff training protocol:

* A clear vision of your practice goals

* One person delegated to oversee training

* Regular staff meetings that include training components

* A commitment to sending staff off-site to educational
conferences

* Senior employees who mentor and train new staff

* Evaluations to test staff on what they've learned

“If your vision is to take care of patients in a professional
and kind way, then you have to make sure that all of your
training opportunities filter though that mission state-
ment,” says Steve Shama, MD, a retired physician who
now works with Joy Works Communications.

Elizabeth Holloway, senior consultant for Nevada’s BSM
Consulting, recommends creating a training schedule and
choosing one staff member to be your “training cham-
pion.” “This person is tasked with taking up the cause
of employee training and keeping things prepared and
moving forward,” she says. "l find that without someone
dedicated to organizing staff training and development, it
just doesn’t happen.”

New employees should receive an employee handbook
outlining the policies of your practice as well as a detailed
job description. Additionally, new staff members should
shadow more senior staff over the course of their first
few weeks to learn the protocols of their new positions.
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Ronald Moy, MD, of Moy Fincher Chipps Facial Plastics &
Dermatology in Beverly Hills, California, has his practice’s
senior staff members mentor and train new hires and
administer proficiency exams to make sure the training
was effective and understood before the new employee
works independently.

New employees should also become familiar with the
entire practice team and each person's role. *Make sure to
review your practice’s complete list of services and FAQs
with your new staff members so they aren't left stumbling
for answers,” says Shorr.

Lou Haggerty, senior vice president of Patients Unlimit-
ed Marketing Consultants (PUMC) notes that training new
employees on the practice’s unique culture and full range
of services is particularly important for front desk staff,
who are often the youngest and the lowest paid people on
staff. “Obviously a receptionist is never going to perform a
treatment, but if she is at least aware of the things that oth-
ers in the organization are doing—and how she supports
that—she’s better equipped to do her job,” she says.

Shadowing is an effective training tool, especially for
new employees and those who have been promoted
to positions with more or different responsibilities. The
length of time that is needed may vary based on the
employee and the position. “We don't turn the reception-
ist loose until she's been shadowing for about six months,
because every phone call could be a $15,000 phone call,
and we won't take a chance with that,” says S. Randolph
Waldman, MD, founder of Waldman Schantz Plastic Sur-
gery Center and Skin Care in Lexington, Kentucky.

Having seasoned employees train and mentor newbies
offers additional benefits: Senior staff members will likely
bask in the prestige of mentorship, and it can help them
feel more motivated and proud about their own positions

and roles in the practice.
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Resist skin-aging environmental elements
with this multi-tasking, mineral sunscreen.

EltaMD® UV Elements
Broad-Spectrum SPF 44

e Zinc oxide and tfitanium dioxide provide gentle, chemicalfree

: . . . . Universal Tint
sun protection for all skin types, including post-procedure skin.

———

¢ Ultra-hydrating hyaluronic acid quenches dry skin and visibly J

minimizes the appearance of fine lines for a more vibrant look.

» Antioxidant protection combats skin-aging free radicals
associated with ultraviolet (UV) and infrared radiation (IR).

» Oilfree, fragrance-free, gluten-free, paraben-free, sensitivity-free,
noncomedogenic and water-resistant (40 mins.)

Call us today to order EltaMD products for your practice.
800.633.8872, ext. 1.
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“Nothing beats the opportunity for your employees to attend an

industry conference in person. They’re able to hear dozens of industry

experts speak on a variety of topics and, more importantly, they can

ask questions of those experts afterwards.”

EDUCATION FOR SEASONED EMPLOYEES
Once employees are hired and trained in their specific
roles, they—and your practice—will benefit from ongoing
training opportunities to keep skills and enthusiasm high,
which is key to keeping your employees motivated. “When
people start to lose their motivation, the staff loses its
enthusiasm,” says Haggerty. There are several resources
available that you can use to provide ongoing training.

Regular staff meetings with a training or educa-
tional component are an effective way to keep employees
motivated. Shorr recommends that staff meetings take
place weekly, monthly or—at the very least—quarterly.
Whichever you choose, consistency is key to success.

These recurring meetings allow the practice owner to
convey top-level information to employees about the over-
all health of the practice and any relevant news that affects
them. Senior and newer staff members are able to meet
on a level playing field and discuss office challenges, have
Q&A sessions, and share any training information and news
they've gathered since the last meeting. These meetings
create a sense of community for staff, offering a chance for
personal interaction among staff members who might not
regularly communicate with each other.

Off-site courses and conferences offer attendees
specific, intensive training as well as face-to-face interac-
tion with their peers, which is unigue to this method of
training. If a practice cannot bear the cost of sending its
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entire staff to a conference or event, one employee can
attend and bring their notes back to present to other staff
members during a special in-house training session or
the facility’s regular staff meeting.

Dr. Waldman regularly sends employees to attend
conferences and then has them share what they learned
with non-attending staff. “We hold a PowerPoint pro-
gram created by someone who attended the meeting
where they go through their lecture notes and action
items to help us build on what we already do each day,”
he says.

“Nothing beats the opportunity for your employees to at-
tend an industry conference in person,” says Shorr. “They’re
able to hear dozens of industry professionals and experts
speak on a variety of topics and, more importantly, they can
ask questions of those experts afterwards.”

Industry consultants who visit your office to help im-
prove some aspect of your operations are valuable trainers.
“Consultants are very good because they come right into
your office and recommend positive changes that directly
affect your practice management,” says Dr. Waldman.

Dr. Moy frequently hires consultants to help train staff.
“We use consultants especially when we are preparing for
ambulatory surgical center accreditation,” he says, noting
that the benefit of this form of training is that it is personal-
ized to your specific practice versus other methods that
might be more general in nature.
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- DermAware

BIO-TARGETED SKIN CARE

CIOIHOINCO]
Chase Those Spots Away

UV Sun Damage Correction

Post Inflammatory Pigmentation
Hormonal Hyperpigmentation
Lightening & Brightening

Pigment Suppression & Prevention

VISIT US AT

Face & Body ATLANTA
SHOW BOOTH 705

Ft. Lauderdale IECSC
SHOW BOOTH 316

Show Specials

GO SPOT GO
PEEL
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LIGHTEN SPOT TREAT PEEL MASK

Brightening Moisturizer Tri-Acid Pigment Lifter Corrective + Preventative

Natural Qui Gel
Gentle Daily Protection afural Quinone Ge Esthetic & Medical Levels Chocolate Kojic Mask

Tyrosinase Inhibitor

Professionals register online to view special starter kits and partner with Dermaware today!

- 504-469-3500 | www.dermaware.com | f B &




OPTIMIZING PERFORMANCE

Lou Haggerty

Senior Vice President,
Patients Unlimited Marketing
Consultants (PUMC)
pumc.com

Elizabeth Holloway,
COE, CPSS, SHRM-CP
Senior Consultant,

BSM Consulting
bsmconsulting.com

Ronald Moy, MD

Moy Fincher Chipps Facial
Plastics & Dermatology
rodeoderm.com

Steve Shama, MD
(retired)
steveshama.com

Mara Shorr, BS,

CACII-VIII

Vice President of Marketing and
Business Development, The Best
Medical Business Solutions
thebestmedicalbusinesssolutions.com

S. Randolph Waldman, MD
Waldman Schantz Plastic
Surgery Center and Skin Care
waldmanplasticsurgery.com
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Manufacturer-supplied training is a highly touted
option because the staff can learn about new technologies
or product lines from an expert, not just a set of writen
instructions. These trainers can also help launch new
procedures or product lines, and encourage staff to reach
new goals. Dr. Moy’s practice often hosts vendor-supplied
trainers for equipment and procedure training, as well as
pharmaceutical representative training to help his staff un-
derstand how to educate patients about their medications.

“Vendors know that proper training typically leads to
a boost in procedures and sales, so most are happy to
help. In addition, they'll often bring trial samples or allow
staff to try procedures, which is another great way to
inspire your team,” says Shorr.

Webinars offered by consultants, manufacturers and
even other physicians are one of the most cost-effective
training methods available. “They allow for specific topic-
based training right at the practice location,” says Shorr.
‘And they are typically free.”

Dr. Moy'’s staff watches webinars and online videos
to learn about “miscellaneous topics including billing,
reimbursements, improving service and marketing ideas,”
he says.

Dr. Waldman also uses webinars for staff training, which
he says are helpful as long as there is some follow-through
discussion on what they are learning and how the ideas
can be implemented in the practice.

While comprehensive training at the time of hire and
continual education are key to creating a cohesive, highly
skilled staff, practice owners and managers must also
remember that hiring and ongoing supervision are impor-
tant components of staff management as well. “If a staffer
becomes a negative presence in the office, you cannot be
afraid of change, even if you deem that person is valuable
to you,” says Dr. Waldman. “It is crucial to know when to
cut your losses.”

Dr. Shama has a unique perspective on hiring new staff.
“One of my favorite quotes is that ‘| hire for kindness,” he
says. “A prospective employee may have a perfect CV or
resume, but if empathy is not present, it’s a difficult trait to
teach. If you find a kind person, your relationship as well as
their relationships with patients will be nicer.” ME

Shelley Moench-Kelly, MBA, is a Vermont-based
freelance writer.
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