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Team Activity

Step 1
Reflection

Begin this activity with a mindfulness exercise.

As a team, consider and discuss if there have been any obstacles in your way—individually or

collectively—that have kept you “stuck” and prevented you from achieving breakthroughs.

Writer

Someone please volunteer to document your team’s discussion.
What are your obstacles?

Tip
Jump to the next page to see three examples of obstacles that can help spark your dialogue.
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Team Activity

Obstacle 1
Mindset

Do you ever find yourself saying:
“I can't”
“This never works out for me.”

“I tried it before and it didn’t work.”

If so, how can you flip your language and mindset to be solution-focused?

Obstacle 2
Preparation

How can you better prepare to set your teammates and patients up for success?

Obstacle 3
Rushing

How can you integrate more pauses into your patient experience and/or reintegrate
strategies that worked in the past but have fallen by the wayside?
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Step 2
Complaints vs. Solutions

Every day, as our schedules unfold and our plans change, we’re faced with a constant choice:
do we walk up to the “complaint counter” or do we walk up to the “solution counter?”

As a team, read the following “complaint counter” mindsets and discuss how you can adopt

“solution counter” mindsets for the benefit of your personal, patients’, and practice's health.
Note
As different areas of the practice are highlighted, everyone, no matter their role, is encouraged

to engage and contribute in conversation.

Complaint 1

Low-Quality Phone Conversations
Do you ever find yourself saying:

“Patients are insurance-focused.”

“Patients only care about the cost, it’s all they ever ask about.”

“Solution Counter” Questions:

*  How can we improve patient intake?

¢  How can we better guide our conversations with patients?

« What questions can we pose to lead patients toward healthy decision-making?

¢ How can we answer the “insurance question” and bring them back to where we want?

Here’s how we can commit to being more solution-minded on the phone:
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Complaint 2
Patients Are Causing Problems

Do you ever find yourself saying:

“Patients cancel too often.”

“The same patients keep causing problems over and over.”

“Solution Counter” Questions:

*»  How can we improve our scheduling/cancelation policy?
« How can we better clarify our expectations of our patients?
« How can we level up our responses when patients bring up money?

* How can we ensure we're all on the same page with how to handle these situations?

Here’s how we can commit to being more solution-minded and proactively demonstrate how
to be a great patient:
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Complaint 3
There’s Not Enough Time

Do you ever find yourself saying:

“There’s not enough time for (fill in the blank).”
“| can’t get all this done.”

“Solution Counter” Questions:

«  How can we tweak our processes to set us and our patients up for success?

«  What’s a small hinge (adjustment) that could swing a big door (breakthrough)?
e |s there anything | can stop doing?

e |sthere anything | can start doing?

* Is there anything | can ask a teammate for help with?

Here’s how we can create more time where we need it during our days:
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Complaint 4
Team Members Aren’t Ready

Do you ever find yourself saying:

“They’re always late.”
“They’re making me/us look bad.”

“Solution Counter” Questions:
¢ How can we be proactive and clearly state what we need before there’s a problem?
«  How can | communicate better during huddles and handoffs?

«  What can | do to help my teammates stay on schedule?

Here’s how we can consciously communicate, prepare and support each other:
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Complaint 5
Schedule Doesn’t Look the Way We Want

Do you ever find yourself saying:

“The schedule is messed up.”

“This is a waste of my time.”

“There are too many appointments.”
“Why did the front desk team do this?”

“Solution Counter” Questions:

* Are our scheduling guidelines clear?

*+  What changes would help me and/or my teammates?

*  How can | clearly voice those suggestions to whoever needs to know?

¢ How can we ensure we're all operating with the same understanding of how to schedule?

Here’s how we can create more consistency, better flow and bigger value in our schedule:
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Complaint 6
Lack of Clinical Yes

Do you ever find yourself saying:

“What are we doing?”

“The patient is confused.”

“I'm confused.”

“Solution Counter” Questions:

Do all patient experiences include high-quality handoffs?

«  How can we make sure every handoff is happening every time?

«  Where are we falling short and how can we provide more clarity and direction for patients?

+  How can we move from emphasizing excuses toward reinforcing benefits and value?

Here’s how we can improve and commit to capturing clear clinical yeses:
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Complaint 7
Lack of Follow-Through

Do you ever find yourself saying:

“We don’t follow our own rules.”

“We never did what we agreed do.”

“Why didn’t that ever happen?”

“Solution Counter” Questions:

«  What prior commitments need to be reviewed?

«  Why didn’t those commitments come to fruition?

*  Which commitments and/or recommitments are our top priorities?

Here are our highest priority commitments and our plan for following through on them:
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