
ple want to work and current employ-
ees do not want to leave—is to per-
form a serious self-assessment. Druck-
er argues that we all have to learn to 
manage and develop ourselves so that 

we can make the greatest contribu-
tion.3 Success will come to those who 
know themselves and how they can 
use their endowments most effective-
ly. You have to explore these critical 
questions articulated by Drucker:
	 • What are my strengths? Most 
people don’t know what they are 
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Your practice is being re-
viewed on Yelp, and it 
appears that you might 
need to think about the 
patient experience in a 

more meaningful way. Patients are 
taking a more active role in the de-
cision-making process and sharing 
this with the world through physician 
review portals. Those reviews provide 
direct insight into how satisfied or 
dissatisfied patients are with you and 
your practice. Patients are not nec-
essarily empowered by all the ready 
data—they are overwhelmed.1 Help 
your patients by keeping it simple.
	 Keep it simple—what is that? 
A modern physician is beleaguered 
by medical advances, cascading re-
search, and figuring out how to run 
their business on a shoestring budget 
with downward pressure on revenue. 

To keep it simple, start with what you 
can control. You cannot control pa-
tient satisfaction, but you can control 
what the patient experiences with 
your practice. There is a strong link 

between employee well-being and 
customer satisfaction.2 It just might 
be that improving the patient experi-
ence begins by improving the experi-
ence of your employees.

Start with a Self-Assessment
	 The first step to becoming a desti-
nation employer—a place where peo-

Physician review portals
provide the unfiltered feedback
to tell you how you are doing.
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A modern physician is beleaguered by medical 
advances, cascading research, and figuring out how 
to run their business on a shoestring budget with 

downward pressure on revenue.
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Are You a Good Investment?
	 Many physicians have gone back 
to school to get an MBA in hopes that 
will help them learn how to navigate 
the business of healthcare successful-
ly. Management cannot be taught in 
formal programs; it must be learned 
by the experience of managing.4 Until 
a managerial aspirant is taught to 
learn from their own experience, they 
will not improve as a manager. That 
MBA teaches secondhand informa-
tion, whereas good managers require 
first person experience.

	 First-person experience is critical, 
because it is the best way to learn 
what to focus on and how to invest 
your energy. Financial ratios provide 
a useful way to understand payback 
and performance. Return on manage-
ment (ROM) measures the payback of 
a manager’s time and attention.5 The 
demands on a doctor’s time and at-
tention are intense and can get in the 
way of their good intentions. ROM 
can help determine focus. The con-
cept is summarized in Table 1.
	 The usefulness of the measure is 
enhanced if you know exactly what 
you are trying to accomplish, and 
you have communicated that to your 
team. Management is not a solo 
sport, and getting a great team ready 
can only happen if the coach has his 
or her own house in order.

What Affects the Patient Journey?
	 When patients write a review of 
their experience with your practice, 
they evaluate the whole experience 
as a cohesive event. The best way to 
reduce the risk of negative reviews is 
to skillfully manage the entire patient 
experience. You need to take the pa-
tient experience seriously, because 
that is the primary shaper of people’s 
perception of your practice and the 
quality of what you offer.6 Patients 
expect good service, and when they 
have a negative experience, they are 

good at, and many of those who 
think they do are wrong. You cannot 
assess your strengths without feed-
back,and getting useful feedback can 
be difficult. People tell us what we 
want to hear, not what we need to 
know. Getting to know your strengths 
is simple, but hard.
	 • How do I perform? You need 
to know how you get things done 
and realize that everyone gets things 
done differently. One size does not 
fit all—we all learn differently. How 
do you manage stress? What type of 
environment best suits you?
	 • What are my values? This is 
not your ethical orientation, but your 
core values beyond ethics. Ethics are 
essential and necessary to build char-
acter. Values refers to characteristics 
such as authenticity, loyalty, author-
ity, boldness, community, and fair-
ness.
	 • Where do I belong? Everyone 
is a on a journey to find where they 
belong. Physicians usually decide on 
their careers early, but they wanted 
to be doctors, not run a business. 
Success cannot be planned; you can 
only be prepared and hope to bump 
into opportunity.

	 • What should I contribute? 
Value creation is more than a buzz-
word. It is a critical construct. The 
idea of value creation is profound 
because it starts with the custom-
er or patient. If you start with the 
premise that you hope to create 
value, that provides clues about how 
to contribute.

	 Start  with the intention to 
help yourself grow and be open to 
where the process takes you. This 
is a problem-solving process that 

can help you move toward excel-
lence. Stop trying to control what 
is beyond your grasp and take ac-
count of what is. Taking personal 
stock is difficult, uncomfortable, 
and time consuming; that is why 
so many people don’t do it. Be dif-
ferent and have a good talk with 
yourself; you might just like what 
you hear!

The best way to reduce the risk 
of negative reviews is to skillfully manage the 

entire patient experience

High-Performance Work (from page 110)
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Return on Management
TABLE 1

Productive Energy Released
Time and Attention Invested

	 Allies of High Return	 Enemies of High Return
	 on Management	 on Management

Critical performance variables are 	 Employees are not sure what they
known, communicated, and the judge of	 are accountable for and how they will
managerial effectiveness.	 be measured.

Managers know their key diagnostic	 Employees have no idea or awareness
measures intimately, and they are kept	 of what the priorities are or why
simple.	 they matter.

Clarity exists about which people, 	 Planning, budgeting, and control
projects, or processes are outside the	 systems have a life of their
objectives of the practice.	 own.

Adapted from Simons and Davila5
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tion. You must align your incentives 
with your expected outcomes. If you 
do not believe investing in your em-
ployees, HPWP will not work for 
your practice.
	 The financial health of your prac-
tice and the success of your team will 
hinge on exceptional human capital 
management.8 Your people are the 
critical asset and determinative of 
the patient experience. Investing in 

your people builds your practice, and 
the revenue should follow. It starts 
with you knowing what you want to 
achieve because if you lack clarity, 
your employees will be confused by 
the conflicting messages you send.

How Do You Get Clarity?
	 There is no shortage of “how-to” 
tools, but there is a paucity of “what 
to do” tools. This reflects the differ-
ence between fixing a known issue 
versus trying to manage an uncertain 
future. Getting clarity is complicated 
by the fact that there are no data 
about the future. We cling to the past 
and what works because it is known 
and comfortable, but over time what 

increasingly vocal about it. Negative 
reviews are opportunities.
	 Your patient spends more time 
with your staff and navigating your 
processes and procedures than with 
you, which is why paying attention 
to your staff is the critical factor in 
improving the patient experience. 
One of the factors that contributes 
to patient satisfaction (or dissatisfac-
tion) and goes unnoticed is the cu-
mulative experience.7 It wasn’t that 
the patients were dissatisfied with 
any one experience; it was the cu-
mulative total of their experiences 
with your practice. This is why you 
cannot just fix individual problems 
but must address the entirety of the 
patient experience.
	 Healthcare is moving away from 
a sickness model and implementing 
a wellness model that is more inclu-
sive and holistic. Physicians have to 
re-orient and align their practices to 
resonate with the new reality. You 
cannot re-align without improving 
the practice of leadership, increasing 
employee engagement, and optimiz-
ing your workforce. Failure is guaran-
teed if you do not involve your whole 
team in the process of identifying and 
improving the patient experience. A 
great place to start is by adopting 
high-performance work practices 
(HPWP).
	 HPWPs are ways of organizing 
work that allow employees to have a 

real impact on their jobs by partici-
pating in decision-making. Adopting 
these practices requires a commit-
ment to creating a culture that values 
performance and where achievement 
is a way of life. The cost of imple-
menting HPWP can be recouped only 
though enhanced productivity and 
improved patient outcomes. This phi-
losophy is consistent with the direc-
tion of change in healthcare and pay-

ments. A coherent set of consistent 
practices can be a source of competi-
tive advantage and value creation.
	 Working toward a high-perfor-
mance culture demands that you 
pay careful attention to the driv-
ers of human capital management 
(Table 2). The platitude that “work-
ers are our greatest asset” is often 
spoken but rarely realized. Improv-
ing your hiring practices is essential 
to make sure you attract and hire 
people with the capacity to excel in 
an achievement-oriented culture. All 
too often, businesses hire great peo-
ple and immediately shackle them, 
preventing them from using their 
abilities. Achievement-oriented peo-
ple want recognition and compensa-
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Drivers of Human Capital Management
TABLE 2

	 Leadership Practice	 Employee Engagement	 Workforce Optimization

Communication is open and effective.	 Work is well organized, leveraging and	 Work process are well defined, and
	 challenging the skills of employees. 	 training is effective.
 
Managers eliminate barriers, give 	 Jobs are secure, employees recognized, and	 Working conditions support high
timely feedback, and are worthy of 	 advancement possible.	 performance, and high performance
confidence.		  is expected and rewarded.

Managers collaborate with employees 	 Workload allows employees to do jobs well	 New hires are chosen on the basis
and invite input.	 and enables good work/life balance.	 of skill and complete a useful
		  orientation.

Adapted from Bassi and McMurrer8

Failure is guaranteed if you do not involve 
your whole team in the process of identifying and 

improving the patient experience.



	 3) The theory of the business must be well known 
and understood in your practice.
	 4) The theory of the business must be challenged and 
tested frequently.

	 The largest companies lose their way in spite of their 
resources and analytical reach—they lose their way by 
failing to focus on what matters. The factors of change 
rarely are obscured; they are plain to see for all who 
look. The focus of attention is constantly captured by the 
pressing urgency of the moment. It is natural to lose your 
way as things change, and it requires significant effort to 
correct your course.

Conclusions
	 Physician review portals are an opportunity. They 
provide the unfiltered feedback to tell you how you are 
doing. Your patient doesn’t know if they get good medical 
care or not; they only know if they feel better and how 
they were treated. Reviews are about the aspects of the 
experience your patients can competently comment on, 
and you should listen. Give patients an experience that 
deserves a rating of excellence.
	 Your patient wants an authentic and transparent ex-
perience, and they will put up with lots of inconvenience. 
They put up with inconvenience because they know 
going to the doctor is serious business. Honor their will-
ingness to endure by getting serious about the business 
and take the steps to transform to a high-performance 
practice. You might like what you see on Yelp! PM
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we do must shift to stay aligned with the present reality. 
The healthcare system is trying to adapt, but it is not 
completely clear what to adapt to. The frenetic efforts at 
change being grasped at across the healthcare field seem 
helter-skelter.

	 Drucker argues that you need to have a valid theo-
ry of your business to be successful. The theory of the 
business is your assumptions about the business envi-
ronment, the mission of the business, and the core com-
petencies necessary to be successful. To get clarity you 
should address four deceptively simple factors:9

	 1) Your assumptions about the mission, environ-
ment, and necessary core competence must fit the cur-
rent reality.
	 2) The three assumptions should fit with one another.
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Your patient doesn’t know if they get good 
medical care or not; they only know if 

they feel better and how they were treated.
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