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WHY FOCUS
ON
COMMUNICATION?




Communication?

KPMG Study:

Top Two Reasons Clients Chose Their
Veterinary Healthcare Provider:

1. Kind and Gentle
2. Respectful and Informative




So We're Doing Great...

e Not so fast...

— Since these were the top two
choices, it indicates clients are
selecting on these criteria.

—Choice implies one Is better than
another.

—Focus on communication and your
practice will be chosen!




% & Client Communication Filters

— Gender, Age, — Aggressiveness,
Size Hostility,

— Invasions of Rudeness
Body Space — Timidity

— Foul Language — Poor Grammar,

— Lack of Enunciation
Education — Body Odor

— Inappropriate
Clothing




But Teach Our Staff?

e Essential If We Are to Maximize
Human Resource Leveraging and
Improve Level of Service

 Better Educated And Effective Staff
Will Allow You To Produce More
Revenue = Higher Wages

 Builds Confidence And Self Esteem
Of Team Members = Longer Staff
Retention




SUCCESS

s Communication Skill
5 Technical Ability
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Communication

Definition:
An exchange or sharing of information
among entities.




d Effective Communication

When Communicating, You Have:
e Limited Control of Listener
« Complete Control of Transmitter




Effective Communication

16 Communication Qutcomes

Primary needs met Feeling good enough

well enough? when we're done?
yes no yes no
no yes no yes
no no no no
yes yes yes yes

Without clear, shared awareness, the
odds of effective communication
happening in any situation are
1in 16 - only 6%!



low Do We Communicate?

1. Verbal

— Tone

— Inflection
— Rate

— Vocabulary
— Context




How Do We Communicate?

2. Non-verbal

— (Gestures
— Posture
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Verbal Communication

e Tone, Inflection
and Rate — ~38%
— “Accent or

Inflection
expressive of a

— Kind and Gentle = =
Softer, slower




Verbal Communication

e Vocabulary — ~7% "

— Use Medical
Terms, but
“Back It Up”

— Don’t “Dumb
It Down”

— Stay Informative
— Avoid Fillers




Verbal Communication

e Content and Context — ~7%

— Make Sure Client Follows
Explanation

— Avoid Being Tangential
— Use Silence To Emphasize

Points =l
— Repetition ' E ¥y .

— Reinforce with
Written Reports




“Evidence suggests
that humans of all
cultures smile
when happy and
frown when
unhappy.”

M. Argyle
Bodily Communication
(1988)




Non-Verbal Communication

“Only about 7% of the emotional
meaning of a message Is
communicated through explicit Verbal
channels. About 55% comes through
Non-Verbal, which includes such
things as gesture, posture, facial
expression, etc. It is behavior other
than spoken or written communication
that creates or represents meaning.”

Albert Mehrabian
Nonverbal Communication (1972)




Evolution
of
Communication

Verbal

Non-Verbal

=
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Body Language

Every movement. Each gesture.
Each smile and frown.

How you move within the space
around you.

Where you look. When you look.
How you look when you look.

“A bunch of stuff we can’t even
begin to measure.”




Non-Verbal Communication
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on-Verbal Communication

Gestures
DON'T

— Crossed Arms
‘ﬁ,.!_ |
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Non-Verbal Communication

Gestures
DON'T
— Frowning
— Lip Biting
— Excessive
Eye
Aversion




Non-Verbal Communication

Gestures

DON’T

— Playing with or
Twirling Hair

— Hands Near
Face When
Speaking

— Eyes Glancing

Upward and to
Left

— .
- : -
i or
; M.
; f e
1 4




Non-Verbal Communication

Gestures
DON'T
— Clasping Hands
Behind You

— Shrugging When '
Making
Assertions




Non-Verbal Communication

Gestures
DON'T
— Lean Over

— Rest Head on l
Hands




“d Non-Verbal Communication
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Non-Verbal Communication

Make A

Big Entrance

— Warm Smile
— Introduction

— Physical Contact
 Handshake
 Elbow Touch

— Know the Client and
Patient —
“Bullet”. Name, Age,
Sex, Breed, Reason for
Visit, Pertinent History




Non-Verbal Communication

Gestures
DO

— Smile
— Eye Contact

— Open Hand
gestures, Palms-
slightly upturned

— Open Arms

— Counting With
Fingers

— Sweeping Gestures
to Mark Progress




e Posture
— Sit or Stand Upright

— Lean Slightly
Forward

— Takes Notes
Sparingly

— Sit When
Appropriate

— Comfortable with

Feet on Floor or
Crossed Ankles




e Dress

— Transparent Hair
and Makeup

— Avoid Perfume and
Cologne

— Professional Attire

— Dress To Suit Your
Size

— Minimal Jewelry

— Clean, Short Nails
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Written Communication

e Direct Reflection of Your Commitment
to Excellence

 People First, Paper Second
 Grammar, Vocabulary
e Clear Graphics, Logos

e Read Aloud, Edit, Rewrite and
Re-proof

e Succinct, Concise, Direct
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Vritten Communication

e Use DIGITAL
PHOTOS

e Latent Image Effect 2 _
Creates Higher |
Value

e Improved
Communication
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Time For a Break!

See you at 9:35 am for Part 2!
 The First 4 Seconds

* Techniques for Improving Your
Communication with Clients during
Appointments
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