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Communication is the most important
element of relationsh building.ip

Tell it to me straight, Doc
How to improve patient communications

By Monica Wofford, CSP

ommunication is key - in fact,
it's everything. So often,
howevel people are not taught

how to do it well.

Most of your patients lack a chiropractic degree, yet

some of you talk to them as if they speak the lingo of a
veteran colleague.

You are so wrapped up in the day.to-day knowledge you

use that you assume patients share this understanding. Oq
you do not use the lingo, but fail to understand how your

words land on others.

You want to tell it to them straight because it's nor
what you say, but how you say it - but exactly how do

you say it?

How you communicate with patients will determine

how well they understand the benefits of chiropractic, the

indicate a negative or closed thought process.

Much like this is not always true, there is very little in
body language that is definitively one thing.

The key is to pay attention to changes, tension in the
muscles, and indications that in conrexr would give you the

impression that the words are not aligned with thoughts.

When a patient says she's fine, but you can visibly see

tension in the neck and the facial expression gives the
impression that all is "not fine," pay attention.

Note; There is a distinct difference between paying

attention and making notes, and prying.

Rule #3: Note the tone. Adults want you to "ger

them," but are not always comfortable telling you the

truth or information that may create a conflict or

disagreement.

For exanple: You tell a patient to sleep on a pillow they

recently bought and when you ask how it went or if there

were changes, they stammer and sputter and tell you in an

value of what you do, and how easily they can convey this

to other potential patients.

Communication occurs whether you like it or not, and

how you do it will vary based on your personality and

style, but there are a few good rules to keep in mind.

Rule #1: Ask for recall, confirm understanding.
Anytime you ask someone if they understand, the

automatic response will be yes 
- even if they weren't

even sure you were talking to them.

Most people don't want to look silly, foolish, or as if
they don't know. !7hen you confirm whether or not they

understood what you said, ask them to repeat or recall

what you said and how they heard it.
Don't look for a carbon copy of what you said, but

rather a confirmation that the message was heard.

Rule #2: Watch body language. Generations have

been taught that arms crossed in front of one's body

all too enthusiastic response that the new pillow is great.

It's as if they suddenly were promoted to head cheerleader

and whipped pom-poms out from under the exam table.

This is an obvious exaggeration that, even if you

weren't paying attention, could be spotted from across the

office. However, the challenge in some communication

encounters is that you are not always paying attention to

the cues or how your words land on others.

Rule #4: Keep personal professional. When
working in public service, or rather serving the public,

there will be misunderstandings and misinterpretations

and people who bring you their bad day. The key is to not
take things personally.

Usually, those who make critical comments to you or

about a staff member are sharing well-intentioned
feedback in a less-than-friendly way. After all, if they

didn't want you or the situation to improve, why would
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they bother tclling you horv to make

things bettcr?

Rule #5: Stress changes
everything. Anything you do u'ell

in normal circutnstances can become

a ncg:rtive behavior rvhcn the stress

hits the fan.

If you arc normally :r clirect

comrnunicator rvho shares infom;rtior-r

in :r "straight talk" format, this rnight
bccomc a clictatori:rl and controlling

kincl of communication rvhen you arc

stressed.

P:r1t a11ar'rriut-t tLl your o\\/n strcss

level and rernind yoursclf that
clelicate convcrsations rnight wcll
rvait to be l-racl rvhen thc stress is less.

Th. ranre is tnre f.rr' l orrI patient.
r.vho arrivc ir-i an alreirdy stresse.l out

state. They may not realizc how they

:ountl trr rvhat thcl arc sal ing

cntirely, just ils you clor-i't ahvays

rcllize the streis ){)r.r ;lru ( xlcricncing
rrrrtil it is increJihly t,bviotrs.

Cornmunication is the most

irnportant elernent of relationship

building.

Buildir-rg rclationships lvith your

patients ancl h:rving them understand

the value of what you do ancl thc

care you providc arc two elements

that when combined r.vill fill your

officc with loyal patients and

revenue for years tLl come.

All it tirkc. it Jutilul artcnriL)n

pai.l t.r the art trf cornlnunicating

your intentior-r.

It can be sirnple if you fcrcus nnc1,

in this case, follorv the straight talk,

l)oc. T"
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