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17 Ways to Show Employees the Love You Wish They Wo uld Show 
Your Customers 
 
 

      L isten. Did you hear that? The front 

door bell of your practice just sounded and 
immediately you heard a friendly greeting 
from a staff member. She called the patient 
by name, made sure his record was up to date, 
apologized for having to ask him for his 
insurance card a second time and asked him 
how his family was doing. There was a lovely 
conversation that followed and she politely 
let him know that it would just a moment 
before the doctor would be with him and then 
offered to get him a glass of water while he 
waited.  
     If that is not what you heard in your office 
just now, then keep reading. If that is not the 
level of service that your staff provides to 
your patients then you are likely spending far 
too much time trying to gather new referrals 
from existing customers and far too much 
time worrying about how you will make 
payroll as you just spent a fortune on 
marketing to try and improve your business. 
The business of running a practice means you 
get to do what you love: help people. But 
how much of that love are you showing to the 
employees who see your patients or 
customers, first? Here are seventeen ways to 
improve that ratio and your service levels 
without having to spend a fortune on 
marketing. The referrals will happen because 
they love your practice and your staff, not to 
mention, how you make them feel. 
1. Treat Employees Like Customers 
These folks are your customers. They may 
not be patients, but they are customers of 
yours who reflect what you do, your attitude 
and how you run things. Treat them as well as 
you would your best, long-term, fully insured 
patient. 
2. Ask For Their Input 
Staff members are closer to the systems and 
processes that run your practice than you are 
and might have a few good ideas. Ask their 
input when you want to see something 
improved. You’ll give them a feeling of 
contributing and might even get an idea you 
had not thought of. 
3. See the World From Their Eyes 
Hourly employees may not drive a hummer 
or may not have the Caribbean vacation to 
look forward to. They may be tired, working 
two jobs and need a pat on the back for even 
the smallest things. Give it to them.  
4. Ask for Their Help 
When you want an employee to do something 
for you, don’t direct or dictate. Ask them if 
they will do you a favor or help you. By and 
large, people love to help others.  

5. Recognize Their Efforts 
Whether it is a plaque or a certificate or 
handshake, recognize your employees for 
what they do. That staff member that just 
called a patient by name, go tell her how 
much you appreciate that.  
6. Treat them as unique 
Employees are all different and don’t deserve 
to be lumped together as the conglomerate 
group that works for you. They don’t. They 
work for themselves and if you can see that 
and adhere to it, you will gain greater loyalty. 
Start by describing them as those you work 
“with”. 
7. Communicate Your Expectations 
Most people’s crystal ball is perpetually 
broken. Don’t expect mind readers to work in 
your office, they tell fortunes for a living 
instead. Thus, share clearly what you expect 
and how you expect it. How else will they 
know?  
8. Delegate Effectively 
Now, is not the time to renew your Control 
Freak’s anonymous membership. Learn to 
delegate stuff by sharing  how you want it 
done, why you want it done, and by when 
you want it done. Then follow up. 
9. Compliment Them in Front of Staff 

and Patients 
“Thank you for your compliment Mr. Smith. 
I, too, think our employees are by far the 
most talented and effective folks on the 
planet. Thank you all for what you do. Mr. 
Smith, we’ll see you next week?”  Easy. Yet, 
always remember that as powerful as this is, 
praise in public, provide feedback in private. 
10. Conduct ‘Drive By Coaching”  
Waiting until Christmas to punish a child for 
something he did over the summer is 
ineffective at best. Waiting until Friday to 
share feedback with an employee who did 
something other than what you wanted on 
Monday is about as effective. Find a quiet 
place or ask them to go with you for coffee 
and address the situation as soon as possible. 
Human behavior change has a very short 
memory. 
11. Have a Contagious Positive Attitude 
If it is clearly evident before you walk in the 
door of the practice that you rode your broom 
into work today, don’t you think that will 
spread to your staff immediately? Be aware 
of the attitude that you bring to work and just 
how much they look to you for the model of 
how they should behave.  
12. Provide Incentives 
Most people are as motivated by a Starbuck’s 
gift card as they are by a million dollars. 
Okay, scratch that, but if you cannot offer  

them a million dollar prize if they bring in x 
number of customers, find a way to make it worth 
their  efforts.  
13. Learn Together 
If you don’t know how something works or how 
to make something happen, for heaven’s sake, 
say so. Then offer to learn the task or process of 
software with the members of your staff. An 
occasional dose of being human among those you 
lead can carry your relationship a long way.  
14. Make Sure They Have a Life 
As much as you might live at your office or live 
your work, these folks did not sign on for the 
degree you have. They have a life, or should, if 
they are going to stay positive and professional 
and be a long-term, burn-out free employee. If 
they don’t have a life, demand that they go out 
and get one. Maybe even give them half a day 
off.  
15. Treat Them Occasionally 
Speaking of days off, maybe you surprise them 
with this once a month. Anything scheduled 
becomes expected and things change; customer 
volumes change. You may not be able to do every 
third Wednesday as a half day, but when you are 
able, surprise them with a special treat such as 
lunch, time off, movie tickets, flowers, etc.  
16. Communicate New Info Often and 

Immediately 
If a buzz begins that there is something new 
coming and you have not told them about it yet, 
rumors will start and tension will rise. These are 
the folks who keep you in business, give them the 
respect of knowing what is going on as soon as 
you can. The more they know the sooner, the less 
they will wonder and be compelled to make up 
answers to fill in what they do not know.  
17. Contribute to Their Well-Being 
It goes without saying that the happier your staff, 
the better they will treat your patients. Help them 
be happy, even if that means they work 
elsewhere.  
     Much like laughter, enthusiasm, and frankly 
leadership, customer service is contagious. How 
can you expect those you lead a practice with to 
treat your customers differently than you treat 
them? Maybe the best way to show your 
customers how much you love them and their 
business is to begin my showing those employees 
you work with a little more love! They may not 
pay the bills, but they are your customers, too. 
Until we have the privilege of meeting in person!  
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