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Safety in

the Medqical

Workplace

Instituting a culture of safety saves

money and lives

By Jay A. Shorr, BA, GMBM, GAC

I A J e all mke sfery for granted
I'u § I/" We leel that it's something
Il'n.'ll .'.I that & supposed 1o be there

L 'ﬁ.'|'||_'l'| W COIEE [0 WorE. e
ever gquestion the safery recond of & meds-
cal practice when they are applving oo
a job. | hawe inberviewed hundreds of
poteniial applicants over the past 10 years
for seweral medical practices. Safery has
never even been brought up unles |
brought in up Whier [ .'.ppm.h'hm:l thi aris-
tisde ane should have wward salery, most
peope dent even know how 1o nespond
because they really never even gave it
that msch thiughe

Mow tha's scary. If they don’t have
sifery m the forefrom of their minds,
then will l|'.c}' kxew how 1o be previenia-
tive rather than reactive when danger of
injury appears imminent? As employers,
we must all make salety its own culiure in
thie u.ml-.[:-'_n_:_- 1t's et onily thie law, it°s the
right thing to do

This article comes out ol a person
al pasiion and dedicavion of comumit-
ment e salely in the workplace., As a
retkred matkonal corporace salety manager
for a major public corporation, my nale
was 10 develop, facimace, and manage
am overall salety program for empoyecs
amel customers

Salety culture comes from the Lop dewn,
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and never from the botam up. Salety is a
must have, not a nice 1o have. Make salety
a part of vour mission starement, and fod-

lowa throwgh

DEFIMNING SAFETY AND
SAFETY CULTURE

Safety can also be defimed as the concrol
of mecognized hazards in order to achieve
an acceptable level of risk This can ke
thie formn of being protected fram the event
ar [ram exposire 1o something that causes
health or economical losses. It can include
provection of people o of possessions

Sy i e condition of 4 "sesdy swte”
ol an organization or place doing what it is
suppased to do. 1's costly 1o have a salety
program, bus it is more expensive nol bo

Praciicing saleiy im & medical oflice
begins with defining safety as it relates o
the work envircnmern

Medical offices should consider wha
the potential risks and (hreals are so
safery management protocols can be devel
|'\-'||-|.'|.1 o mumimize and eliminare chose
potential risks. Ocoupational Safety amd
Hiealth Admenssiraeon ({O5HAD siates tha
people have the rght 1o a sale work ervi-
ronment, and emplovers must take the
proper peecauions o maintain safety in
the workplace, !

An organizacion’s safery culoere is che

prodisct al indivicaal and group values,
attitudes, perceptions, competencies, and
paiterns ol hehavior thay desermine the
comimmiern 1w, G the '\-|:||I' anid [ardi-
fickency of, an orpamzwion’s heahth and
-|.|1rl.'|!. LS R T ol Tl CIrpamviEa s with a

poslive .-.||'-.'I:.' culrare are characierzed h:.
communications founded on mutual erusy,
by shared perceptions o the importance ol
afery, and h:. confidence in the elficacy of
preventive mesures

TAKING THE RIGHT STEPS

Ag a practiice administravor for a mul-
iispecialiy cosmetic surgical practioe, my
wop two prioritics (among othersh are the
fallowing

1} The safery of owor |'|'||;'!|||5.|'|:'\1 and
patients, and

1) The proteciion ol our practitioners
licenses {including physicians, nurses, aes-
theticians, eic)

When vou establish and maimiain the
invegriry of providing a safe workplace for
everyome, vou will immedialely see how
LT sl J..,|.||'||~. the same calnare that yow
represenl. In fact, you will see others look-
ing cut for potendial hazards, as well

These cultures are nol [emporary pro-
grams that we all see in the workplace
there 1oday and gone vomorrow). They
should and need to be permancnl, and
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anything less is iotally unaccepeable

In the I'I-:gummg; of my altempis 1o
make safery a permament culoere, | saw
employess and even managers roll chedr
eves, Well, we all knew what that means
when we see it, 1 means that they are
unaveare, uneducmed, or mminally armdll-
ing 1o possibly adopn change or increase
the awareness of their currem unenforced
salery program.

Arything that requines change wiahow
an mateal ecomormic reward is ofien thoughs
of as either 4 waste of dme or bess than
a priorily. When someone (employes oF
patient) becomes sick or injured due 10
our negligence or improper use of salety
provcols. vou will see how fase aniades
change. Always remember that the next
injury or illness can be pointed directly
toward you,

ARE THERE LIMITATIONS
TO SAFETY?

Safery can be limied in relavion w some
guarantes of & standand of insuramce 10
the quality and unharmbful funcson of an
objen or organizaion. I is used in order
w ensure that the objecl or organizalion
will do only what @t is meant 1o do

It & important 1o realize that salety is
relmive. Eliminaving a1l risk, if even passi-
ble, would be extremely dilficult and very
expensive. A sale siuation is one where
misks of injury or propeny damage ase low
and manageablhe

Risk is the potential thai a chosen
action or activity (including the choice of
maction) will lead 10 a loss {an undesir.
able ouwome). The notwon implees ihai
chobce has an influence on the outcome
Potential losses ihemselves may also be
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called “risks " Almost any human endeavor
carmies som risk. b some are much more
risky than athers

We all must understand tha salery
&rmﬁjm]‘mppﬂl. Aa | menticmed belore,
safiery stams from che top down. As physi-
clans, Noensed allied health professiconals,
managers, employees, suppon safl, and
venslors, we mist all adlere 10 the profes-
storl standards for which we all stand

Who wakes ap in the moming think-
ing. “How | e ger sick or injured @
work woday?™ Bur do they ewer wake up
thinking, “How can | make sure that we
consstently maintain a saler workplace?”
Frobably not. That's where a safety culiure

plays such an imponant mole,
SAFETY PROTOCOLS SAVE MONEY

HNod having an awareness of safety in
your office can also prove 1w be financially
dernmeental. Whien one of your employees
gets hum and needs o be oat for a while,
this places an added burden on the ress
of your seaff. They are all valnerable vo
cbtaiming addizioral injures because they
now hawe to work harder o do more work
with less asststance. This can allow for
riskier shomeuls and possible injury.

Paticnts deserve 1o be treated with the
highest level of safery thar we have the
abilicy 1o provide. Look @ the practices our
there tha really don’t have a safety culture
ar salety protocol. We often read abour
them and say, “How could they beo tha
happen™ The nex ume that you feel tha
way, look in the mirmor, be honest with
voursel, and ask iF it could have happened
o o, Withauat definisive safery measures
in place, you bet it could.

Your sifil alse deserves the same
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A5 employers, we must all make safety its
own culture in the workplace.
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Top Six

Negotiation Tips

[ake charge of managing the sales
process with patients and vendors

By Jay A. Shorr, BA, CMBM, CAC
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PHYSICIAN EMPLOYER/PROVIDER

This s the negotialion process used
when we hire employees. The same pos
ion i our ollice may not deni
compensation o other empl i
experience levels may be « ent. Ye
sition is still the same. YWe may even

0 pay a Intle more for a

| weie leel thai it will be wor

M GEEE LD
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ICE IO INE me o sELor

you expecied
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PHYSICIAN BUYER

W't can EVET MR our po
king p

ouir doors. we have o e ready Tor
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s fases. Frofm Uhe msomenl we

business. That requires a bocaion, unliaies,
oflice and medical supplies. office and
medscal equipment, hixtures, technolosn
ang] most importan of all, a sall

Mow that you are ready to open TRy
did vou get everyt n pace? Somi

ptiations had to take place and

i ¥ 1hiem W -"I.I'. © & TEMT &0 us proh
lem thian we ever bnew exiszed
AT T R T

% The winewin |

and oz
CATICT 1S I|'|_' miEmaber | e
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EXERCISE THE RIGHT TO MEGOTIATE
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THE SIX BEST NEGOTIATING TIPS

Unidersiand the Person's Needs
and (Mhjectives
We are irving 10 Imd a solution
acceplable 1w hoth parties and i«
undersmand the other side's needs and
s, They need o underst

ol

| we Bever Knew

w timees did voun think thae
u did a great job with great resulis, only
10 lind that the patient came back unhag
Pyl Upar puestioming, you lind
il that the procedun: that you performed
wias nod what they really wanbed cormedied,
nd that they wer

wthi 1P i lse

ALTET

-
underssood wit
| an ol ths
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misundersianding on &ther part. Aller all,
we treal hundreds of patients each week,
and there is mo way that we can remember
what we sabd 10 every patient,

Concemrae on the patiem’s needs and
expeciations helorehand, not  afterwand
There's always time 10 do it right the
second 1ime

With vendors, they must undersand
our meeds and objections. Our meed s
tr purchase, and theirs 5 o sell, We
need supplies, cquipment, and services 1o
operate our business. In order 0 consis-
tently maintain profiability, we need w0
keep our prices in line. This includes the
daily supplies we use for paviems, capital
cquipment 10 perform procedures, as well
as services i our offices (howseloeeping,
mainienance coniracts, beomedical. and
rert). Don't be afraid 10 negotiave for ol of
these things

Excessive cosis over time ﬂgmﬂn:aml:,
reduce profiabibiy

Pricing is not the sume for every prac-
lice. Various conditions go inio  price
diflerences, These may include vendor
selection, demographics, guantity pur
chases, qirtl.'lat deals and promaolions,
cash versus credit card payment, financ-
ing terms, delivery, and fuel surcharges.
Marny il theie can be mgﬂlm:d and
ah=orbed by the vendors, most of which
WOTK O COmmSssion

You nesd your paiienis more than |'|1¢:|'
need you. The vendors need you mone
than you need them. Another practice is
right around the comer lar our prospective
and current patiend. There 15 also another
vendor you can go 1. This only proves our
paint that negetiation skills work on both
sides of the sguation

We also need o understand the paricna
and wvendor perspective on how they Teel
the negolialkon process B going. You may
e penally unaware of the fears andfor con-
cefnd exhibited [ram the other party

O the patient side, the comcems {oom-
pelling event) might be pain or linances.
We can possibly solve both ar onee o we
knew what they were ahead of tme, and
tha takes due diligence and planning—
which we will touch an kater,

We are able to address the pain ssue
with varous levels of amesthesiz, and on
the [mancial side we may be able to offer
various levels of discounts or financing,

A vendor must be able 10 meet your
expectations, & well. You also have fears

Decembear X011

and objections. Your Sears may consis
of cost, reveree generation, and mairie-
mance, Again, the vendor may be able o
assist in some very aggressive of free I;pm-
sitily ir-laotase) Flruml.ml!. acldigianal main-
tenance ot discounted or mo extra cost. and
exiensive markeiing in order 10 asEISE vou
in gemerating enough revenue o be able 1o
afford the produciis).

Don’t Ever be Alraid to Ask
Questions and Insist on
Amswers

Unie the negotiation Process is
aver, it's oo bie 1o ask for what yvou may
have been able b negolime bedome the sale
Char patiems have no troable ketting us
know that they can’t afford certain proce-
dures and tha they want a better deal, so
why cant we? RBemember, the worst thai
ANYOnE Gin Ay & no.

For whar should vou ask? As we men-
tlomed before, the following few common
wems can be negotared prior 1o each and
every salefparchase:

n) Better pncing and Arancing erms,
including in-house financing for free. This
can be a.n:l:m‘[ﬂlsl'u_'d by Jr;hmg [ar shor-
term equal msiaflments so than the dehi
is paid off quickly, Don't take mo for an
answer om the fire round of negoit-
tioms, Marry verdors olfer S0-day extended
Firencing for free.

b} Addisional training, safey eguip-
i, and consumables (tips, cryogen, eye
shields, laser goggles, personal and onkine
Lraining. &c).

) Additsonal warranly on eguipiaent.
You are wsually given 1 year included i
the coneract. You will never be offered am
cxtended warranty a1 a discounted raee o
fior free unless you ask for i Capital sales
verudors eam additional commissions on
each ilemn that they sell, and warranties are
o different,

d) Marketing maierials should be
inchided in the deal =0 that you have
enough 1o carry you forward from the very
beginiming.

€} Loamer equipmient & 4 major nem
that needs 1o be addressed. Would you
normally buy a brand-new suit withow
ever trving it out bor size? | don® thank
s, There are 0o many variahks ihai can
o Wrong bor you te even consider such a
lootish move, It isnt much different From
buying a car withow 1es driving . You
hawve no make sure tha you ane woally

comflortable with your purchase,
Do not rely sodely on a sabesperson's
word 1o decide on a purchase,

FrepareCompare
Preparing, also known as due
diligence, requires a bt of energy
and commizment. To paraphrase
an old chiche, the three most mponant
things aboun & negotkation are preparacion,
P, and preparation

Proper preparation cerainky alloes us
to understand if the process is wonh
pursuing or coniinuing. We might find
ol early that we need to conchude the
process or move quickly to fimalee
becanse of rights of exclusiviry, demo-
graphics, upgraded versions, or discontin-
ued models

Toulay's patients and vendors are more
educated than ever due 1o the availabikily
al solid inlormation from the Intermen. Yow
can get so wemy varying opindons [posie
ard negative) from online research

From our patienss’ points of view, they
already know mmﬂhlng" ahour a proCe-
dure prior 10 calling your office, so having
an ill-craired seafl 15 a distino mganive
The inguiring pavienst, therefone, grows
a linle uneasy & you and your sall are
expected to be the expers abowm the
procedures,

Proper iraining is a major ftor in a
salid negotiagion because we can all seem
ke the experts that we are when we all say
the same thing 10 a patient

When dealing with a vendor. the
more that we know abour whar we are
rescarching helps us sor ow ihe unneces-
sary dialogue thi wsually whes place. Did
the vendor prepare thelr dialegue for
us, or are they spouting oul what they
tell each and every otber physician’soffice?

Il the vendor doesn'l understand your

PlasticSurgeryFractic
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Take a look at the roles that we play in negotiating,
and determine which side we play in the process.

business, and fails w0 meen your expecs-
tioms in the preliminary sales process,
then you have an advaniage going forwand.
Snce there are maore vendors trying to
sell than there are praciices wil'ling
o buy, remember that they need you
more than youw need them, This helds
trise secing how there are so many brands
of supplies and cquipment that can
satisly your meeds

The alvernaives may noi always be so
positive, s we can end up purchasing owr
secomd choice mstead af our first.

Make sure that you dont dismiss ihe
sabes process based on stubbomness alone,
hecause we don't have o be married 1o our
vendors. We do, howeser, Fave 1o be mar-
ried to the equipment that we purchase,
Hirw maamy times have we made thal mis-
taloe only to say that i will never happen
agam—until the next tme?

You aren'l feolish enowgh w think
that vour patiems haven't been 1o other
physician’s offices, of know your com-
petitors” pricing. The mone thar you lenew
ghout your competition allows you 1o
be a betver negotiator when you are 1old
inconsisient Aerics by your pabents

Om the Map side of tha, the more tha

you know about competitive supplies and
equipment makes you mach mone power-
ful in the negotacion process with ven-
dors. If you are able 10 show tha vou have
enough knowledpe abour the comiperinion,
iL pus you in & much sronger position
You do not have w be so eager o bay, It
also puts the vendors in a different mind
frame because they may foel tha hey
have to be more aggressive in order o
seal the deal.

Understanad the Antharity
Levels and Limitatians
How eany times have you

gone through a myriad of opaions
aned slernarives during a comsult, and yoo
thoughs thar yow had the upper hand? Az
the end of your consultaton, you ask for
the deal 4}!1[:,.' o find out tha the patiem
has b check with anciher party (husband,
wile, mother, sister, eic).

Why didn’t you know this up fromeT
Did you ssk prior fo the conclusion of
the consuh? Did you even ask when they
were consldering having the procedure
performed or how many other consals
theey've already had? You should know the
lewvel of mathomity held by the persem with
whom you are negotating,

When negotisting with vendors, you
don't bave the tlme 1o waste when you
need 1o be reming patems, Most sales-
people are given & cemain level of mthor-
by for discountdng, financing, additicnal
offerings, eac. Find this ow carly in the
process 1o eliminate a bot of unnecessary
wasted time. Cut 1o the chase, and insss
on speaking with someone with ultimare
authority to negotiate 1o your smisfaction

As | mentioned earlier, sabespeaple are
alten paid by commission andfor bonuses
on the gross sales tha they create, and
arything taken from tham wop line severe-
Iy aliecs their COMperEation, You dom't
think that vou will get the best price right
up frome? Mow contrary to that, there may
only be a certain level of negotiation that
can he allowed ai ihe h.'lghrsl level, 50
undersiand the Hmitsions, 2 well

According to Chesser L. Karmass, Pl
a meiivaional gurw, it doesnt maner if
the other side understands your posi-
tion as long as they have agreed with i
When negotialing with someene without

authoriry, vou need 1o be sure ihat person
not only agrees with your position, bul
also undersiands the mationale behind i
well encugh to convince someone else of
its merits. Try to deal with deal-makers,
when possible

Barrass alse explains that you need 1o
know your bonom line. 1o is critical o
understand what you want beforehans
That way, you'll know s ime 1 stop

| have seen many Th;'np'li.- continue
negotiating beyond wh they needed o,
and as & resub end uwp with nothing
Knowing your bottom line also prevenis
you from agreeing vo something that would
be unacceplable.

Eutablish a fall-back plan. Know your
best aleernative if you Bee an unsuccessfisl
negotiation. Withou a Eall-beck positon,
you are lei with no aliermaiive bat 10
negotiate until a deal is reached, even
that agreement is unacceptable

Insisi Thai Everythimg Is in
Writimg
The worst thing that can hap-

pen & that the deal changes afrer
you have verbally agreed. During the
negolkibon process, promises ane made
thal may non ke able o be elfeciumed.
We never know that these ssaes will
come up wnil they happen, and then
n's w0 lwe, These ypes of issues can
permanemly destroy [utare relationships
for the salesperson persomally and the
company thait they represenL.

Lets determine how this can happen
m our pradice. How many times Thawe
yoiu gquoted a price 1w a patient for a spe-
cilic procedure and the patient relaces a
todally dllereni scenario or Ereaiment ]1L1.|1
than the one that yau reviewed with the
patient? The number of trestments and the
fee associmed with them isn't even close or
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redsonable tham the one Char vou q.ll_l."l_[';] I
it was qusted i wrining. with a copy 1o the
patient and a copy in the patient's chart,
the amsoum of il ‘.L'-:'.u'l!.'r AMMNE Everyone
irvehved would be minimiized

This (sn't amyone's faall. 1 have an age
old expression that says. "Wt | said s
mol what you heard.” These words were
spoken and beard by all of us, ver the
iflerpretalion may nol have been keni
cal. [ cant tell you the number of times
that this scenario has played ow in both
my persenal amd prolessicnal hile. As
said eardier, summarize your agrecment (o
ensune 1ol |,||.;]\'|3|,||'|;,',||'||_l

AL MONIE |'-||Hil.-\.l': "'~:|I'|I 1] I_ulI;},l.l\.:.l|
once said, “An oral agreement isn'T womh
the paper it's writien on

When parties lail 10 lnee up 1o an agree
ment, writlen proal of the megolmtons’
mienl i critical. Firg, it enables you 1o
avoid “he sad, she ssid” bickenng. and
il helps those i charge ol n_--:.'-ll.'ng 1hi
dispuse know what was intended

W ritlen AQPOETWTILS also are :|.._-|-|-£|,:|
f the eniginal regotimors change jobs or
AFEn .1|.'\-l_||..,! AMVINGTE 1 hi oy 1
that verbal agreememts are binding is ini
a poker game. Expressing your mieni
mandates the actbon, and is nol revocable
Unformumately, this dossn® matier i the
vl wirld. We will need writcen proel that
the agrecient was solidified by both or all
parties imvidved

In addivion, heving wrilten propos-
als from competitive vendors plays an
extremely mporant pan in the process
You Cin .||'.'.:|:.3. s AmoehcE ?"l_'l"l'_'\..ll 10
your advaniage f moee than one vendor
alfers the idemical prodisc of serdce for a
significant differenor in price. In commmon-
day terms, it's called “keeping the ovher
guy honest.”

Mon't e Afraid 1o Walk Away
from the Deal
The hmal siep in the process is
very personal. Alter making every
attempt 10 conchede the deal, you find
that you have come bo an impasse. All too
olten vou can overmegotiate and end up
with nothing, One of the leading T pas
tha can happen in any negotiation process
i 10 conlinue trying 1o sell even after you
have gobien the sile. This happens when

YL wand 1o keep impressing the end wser
Al af & sudden, an unknown Belor comes
inty play and the buoyer changes their
mind. This can come [rom buyer's remorse
or shell shock

When a patienl becomes so unwilling
1o accepl the besi deal that vou cam alier,
you have 10 consider walking away from
the deal. They may possibly have unreal-
istic expectations aboul the level of service
that you can provide

You are encitled to make a |'-r.-:||,
lor the fruits of your labor, and such a
patient may even be oo hard to man-
ape [or the mindmal ','ln'-l'll. that you will
recetve. Dont allow voursell 10 become
bacer abour acoepring a deal that you feel

S
equipment

1) Patients may not folerate the
procedure well;

2) You may not be comfortable
with the hand or fool piece;

3) The results were not as
aipectod;

4) The patient type may be
limited,

§) The equipment may be too
new on the market and has
uncomecied faults;

) You want to compare it 1o
another pieca of equipment that
you are considering; and

7) You may find additional con-
cerns that were not expressed o
you prior to the sale.

was niot ko your satisfaction

It is OK 10 just walk away and spend
that energy on a bener deal

This -;'|.'-.1r:.-::= the same way when it
comes tme 1 negotiase on supplics, ser-
vices, anil equipmens. o hiave & business
vo run and moast be able o naimain cer-
12N mangins by recoupng Your Iem o
imvestmend (RO U the deal does nen pan
oui by be beneficial 1o you, or you feel tha
the wemdor does not have your best iBlenes
al heeam, it 5 all righn o walk away

CONCLUSION

There are mamy more tips lor proper
mnegolisting, and each and every scenamo
is cifferenit. Let youir conscience amd vour
gunl guidie you

You are usually nght when you lissen 1o
voursel. Don't be afraid to seek the adwvice
of cahers in vour mdustry who may have
previous cxperieno: with cemain vendors
anid patienls

It is within your hmits wo seek the advice
of a consultant who can also negotine the
best deal for you. Let the consuleant knenw
whiat seps you have alresdy waken and
where you stand v the exising process
They will be able to eliminate some of the
confusion and move in the right direction
a listle quu'k-.".

Unfortunately, this has become a world
of us against them. Bul a negotation can
be a rewarding expertenice when all par-
thes leave the table feeling as il dhey all
won. That's the ulimave amd successiul
coiriprosmise. Bl

fay A. Shorr, BA, CMBM. CAC, = a
professiosal motivational speaker (n several
industry arganizacions and is om advisor o ihe
Ceritfled Acsthedic Consl o™ prisgram, a

LT
Certified Medical Busimess Manager (CMBM)
Trom Flonda Adlandic Unrversicy, and a CAC

from TAPA, He can be reached @ (05 TX
631313 or javshorriiihebesimbs com

On the Web!

Son alez "in Thal He Beid Fim

Tam [o?” by Michael | Sscopsios,
in The Jure 2 s of PSP
e s S pETyRrachos coam
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