Enhancing the Exam Room Experience
Key to your success

Communicate, 
Communicate,
                  Communicate

Communication Model

1. Preparation
· 1 minute of preparation saves 3 minutes in the exam room

· Review the client history and ask Technician or Assistant for bullet points from history and prescreen

· Set specific objectives for the visit -.  Identify the 3-5 concerns.  How will you confirm or raise awareness of these?  List them on the record before you walk in

· Develop a plan of action

· SMART Objectives

      Specific

         Measurable

             Action Oriented (client’s actions)

                 Realistic

                      Time Bound
2. Approach

· (“Hello, I am Dr. _________”

· Welcome everyone to the exam room – pet owner, pet, children

· Attitude is everything

· The Four R’s

1. Rapport

· Eye Contact

· Body Posture

· Voice Tone and level

· Use owner and pet’s names

· Touch the pet
2. Reason

· Restate or re-ask the reason for the client’s visit

· Ask for the client’s main concern
3. Response

· Bridge to what you can do to satisfy the client’s concern or need.

· Ask, “…how does that sound?”
4. Recruit
· Involve the client in the process
· Give the client a job
3. Diagnosis

· Give a through exam Head to Tail

· Use all your tools – stethoscope, otoscope and ophthalmoscope
· At this stage, effective questioning and active listening is vital to help you know how much the pet owner understands about their pet’s needs and to help focus the pet owner on your area of concern. 
· Effective Question is like a FUNNEL
· Types of Effective Questions
1. Open Questions

· Determine thoughts, feelings, attitudes of clients

· How, what, Tell me more
2. Closed Questions
· Confirm information or direct conversation

· Yes or no answers

· Brief response

· Listening Effectively:

· Improves understanding of needs

· Helps to empathize

· Encourages clients to “open up”

· Makes others more willing to listen
4. Recommendation:  Compliance
· This is the step when you take the pet owner’s concerns and connect them to a product, service or program that answers their concerns uncovered with your open questions.
· Use the exam room report card to list your recommendations.   Also, provide clients with a timeline for when services are to be performed.  Use mind maps to simplify complicated treatments and diagnostic plans.
· Pictures are worth a thousand words, so never tell what you can show.   People remember less than 10% of what they hear, but 90% of what they see, hear and do themselves

· Features & Benefits

· Features – Products, Programs & Services

· Benefits – the SO WHAT’s – How does it

                solve the client’s concern?
Remember   

Clients do things for THEIR reasons not OURS

5. Addressing concerns- 
· The 5 step approach

1. Acknowledge

2. Clarify

3. Answer

4. Verify

5. Close
6. Commitment & Follow-up
· When to complete the visit
· Receiving positive responses

· Time is running out

· Client Closes

· In completing, always

· Summarize the key points
· Request their commitment

· Make sure a plan is created and placed in the computer.   Complete your record. 

· Make sure you give them a timeline so they know when they are to return.  

· First visit = Treatment.                     
   Second visit = Prevention plan.
· Reminders, Recheck, Recall (R3)
Thank them for choosing the hospital and you
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