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It's You They Want!

Create something they cannot
find anywhere else!

Making your practice unique and
special ensures that your
patients will continue to return
because they can’t find “you”
anywhere else. 

— Mac Anderson
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The difference is that
raving fans, unlike

satisfied customers,
become part of your

sales force.
They tell friends, family
and co-workers about
your services and your

products.
And, of course, good
things will happen! 

TIP #1
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Speak their language . . .

This applies to both employees and patients, but if you can find
out what someone values and you incentivize those values or
simply behave in a manner that also values what is important to
the other person, you’re already winning them over. 

Does your target patient greatly value quality time with the
doctor? 

Set up your patient flow to cater to that. This may mean you
have to adjust your schedule/patient stagger to ensure you’re
giving them the attention they desire, but also staying on time
for the other patients. 
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TIP #2



Y
o
u
r T

e
a

m
W

h
a

t D
o
 T

h
e
y
 V

a
lu

e
?

Speak their language . . .

Do you have an employee who values quality time? 

Perhaps consider incentivising a goal with a team outing or team
building exercise. 

This is so important because when your team feels loved on,
your patients typically “feel” that in your practice and love to
come back. 

Likewise, when the practice is constructed for your ideal patient
to be well cared for, it creates fewer issues for your team to fix
and results in a happier work environment.
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TIP #2 Continued



Communicate, Communicate, Communicate!

Almost every single time there is a problem
that has to be escalated to me, the owner
and doctor, it is due to a breakdown in
communication. 

— Peter Guber
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Use state-of-the-art
technology online and

offline to turn [followers]
into viral advocates and

customers into raving fans.

TIP #3

Most patients are reasonable and won’t be angry with you if their lenses had to be
restarted, resulting in a delay, if you communicate to the patient as soon as you are
aware of the issue. 

Waiting for the patient to call and ask where their glasses are before admitting there
was a problem at the lab is a surefire way to make them feel slighted and like they
aren’t a priority at your office. If patients feel like they aren’t a priority, they likely won’t
return.
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Fix It & Be Humble!
Fix issues in a timely manner and with humility. Every office is going to make
mistakes. Every office will have to correct an issue and apologize to a patient
at some point. 

The way you handle that problem is going to be the determining factor in
whether or not the patient says “oh, there was a little hiccup and they were
wonderful about making it right for me” and “they messed up and acted like it
was my fault, so I’ll never go back”. 

Make sure your team knows to over communicate how sorry they are for the
inconvenience and get information from the patient about how the patient
would like for the scenario to play out. 

The patient may not get exactly what they want, but there’s almost always a
way to meet them in the middle to resolve the issue in a way that both parties
feel like they won. Your practice will make mistakes with patients - you can
count on that. Learning how to resolve issues effectively and teaching that
to your team is priceless. 
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TIP #4



Ensuring that your patients are
thrilled is in part due to their
expectations. 

Managing their expectations and
mandating an “under promise, over
deliver” mindset in your team helps
to make sure that patients are always
pleasantly surprised by how amazing
your office is. 
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Manage

Expectations

TIP #5
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Thank you, and we look forward to

working with you soon!
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Coaching & Consulting
Book Me Today For

Book Me Today For

Sponsored Content
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Book Me Today As A

Book Me Today As A

Podcast & Broadcast Guest

Eye School with Dr. D!
Subscr ibe Now to

Fol low Me
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