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Introduction 
Are You Growing? 

 

     ²ƘŀǘΩǎ ȅƻǳǊ ƴǳƳōŜǊ ƻƴŜ ŎƻƴŎŜǊƴ ŀōƻǳǘ ȅƻǳǊ ǇǊŀŎǘƛŎŜΚ IŜǊŜ ŀǘ GPN Technologies, 

we talk to a lot of practice owners and managers, and we ask this question frequently. 

As much as any other answer, we hear that they are frustrated by the business growth 

rate ς or the lack of it. 

 

     Lƴ ǘƻŘŀȅΩǎ ŜƴǾƛǊƻƴƳŜƴǘΣ ǿƘŜǊŜ ǇǊŀŎǘƛŎŜǎ Ƴǳǎǘ Ƴŀƛƴǘŀƛƴ ǳƭǘǊŀ-lean margins to be 

competitive, the difference between surviving and thriving can be just a few key 

choices, made at the right moment. With the data points of a few thousand practice  

 

 

 

locations at our disposal, we asked ourselves what routines or behaviors are common 

among those practices who are consistently producing growth from year-to-year. 

 

     The data results of successful EDGEPro practices include high performance in many 

of the benchmarks that consultants and business experts talk about and teach on. They 

have healthy capture rates, high anti-reflective rates, low patient-owned frame 

instances, and significant, sustained annual-supply contact lens sales, among many 

others. These are the data points we all strive to improve because we know they are 

hallmarks of health in our industry. 

 

     The fact remains that good data performance is actually the result of business 

activities, rather than the cause. So, we looked a little further upstream, at the  

άΧǘƘŜ ŘƛŦŦŜǊŜƴŎŜ ōŜǘǿŜŜƴ ǎǳǊǾƛǾƛƴƎ ŀƴŘ ǘƘǊƛǾƛƴƎ Ŏŀƴ 

ōŜ Ƨǳǎǘ ŀ ŦŜǿ ƪŜȅ ŎƘƻƛŎŜǎΣ ƳŀŘŜ ŀǘ ǘƘŜ ǊƛƎƘǘ ƳƻƳŜƴǘΦέ 
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business practices being put into play by the highest-performing practices in the nation. 

We also ǎǇƻƪŜ ǿƛǘƘ ŦƛǾŜ ƻŦ ǘƘŜ ƛƴŘǳǎǘǊȅΩǎ ƭŜŀŘƛƴƎ Ŏƻƴǎǳƭǘŀƴǘǎ ŀƴŘ ǇǊŀŎǘƛŎŜ ƳŀƴŀƎŜƳŜƴǘ 

experts and asked them to share their own observations with us. We put a very simple 

question to them: ά²Ƙŀǘ Ƙŀōƛǘǎ Řƻ you see being applied in successful practices that 

are growing from year-to-ȅŜŀǊΚέ 

 

     Our findings were fascinating; these industry leaders shared a wealth of information 

on every topic in practice management ς ŦǊƻƳ ŦǊƻƴǘ ŘŜǎƪ ǘƻ ƻǇǘƛŎŀƭ ǘƻ ŎƘŀƛǊΦ ²ŜΩǾŜ 

assembled the top 10 answers shared by these experts about what these practices do 

to stay ahead of the competition and keep their businesses growing and thriving. 

 

 

Get Out of the Comfort Zone 
 

! άŎƻƳŦƻǊǘ ȊƻƴŜέ ƛǎ ŀ ǇƭŀŎŜ ǿƘŜǊŜ ŜǾŜǊȅǘƘƛƴƎ ƛǎ familiar and certain. 

Routines are well-ŜǎǘŀōƭƛǎƘŜŘΣ ŀƴŘ ǇŀǘǘŜǊƴǎ ŀǊŜ ŎƻƳŦƻǊǘŀōƭŜΦ LǘΩǎ ŀ ƭƻǿŜǊ-

stress environment, with little anxiety; human beings are naturally prone to seek 

settings where the comfort zone is well-established and rarely challenged. 

Unfortunately, comfort zones, while pleasant, rarely give rise to active or sustainable 

ƎǊƻǿǘƘΦ ²ƘŜƴ ƛǘΩǎ ǘƛƳŜ ǘƻ ǘǊŀƴǎƛǘƛƻƴΣ ƎǊƻǿΣ ƻǊ ǘǊŀƴǎŦƻǊƳΣ ǿŜ ŎŀƴΩǘ ƎŜƴŜǊŀƭƭȅ Řƻ ǘƘŀǘ 

without stepping outside of our individual or professional comfort zones. 

 

    Our experts do not advocate making employees uncomfortable. What they observe 

in growing practices is the habit of elevating the comfort zone itself ς moving practice  

 

 
       



 

10 Habits of a Healthy, Profitable Practice 

 

4 

 © 2020. GPN Technologies, LLC. All rights reserved. 

performance to progressively higher levels while simultaneously challenging and 

equipping their team to function at new standards of productivity and achievement. 

 

     The result of consistently and persistently pushing goals and benchmarks upward is a 

practice culture that cultivates excellence and growth. To do this successfully, Jay 

.ƛƴƪƻǿƛǘȊ ŜƳǇƘŀǎƛȊŜǎ ǘƘŜ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ǳǎƛƴƎ άƛƴŎǊŜƳŜƴǘŀƭ ƛƳǇǊƻǾŜƳŜƴǘǎΣέ ƳŀƪƛƴƎ 

small steps toward a larger growth goal. Small changes can be more easily 

implemented, and ς most important ς sustained. When a small, incremental change is 

successfully integǊŀǘŜŘ ƛƴǘƻ ǘƘŜ ǇǊŀŎǘƛŎŜΣ ƛǘΩǎ ǘƛƳŜ to move the goalposts, and take 

another step forward. 

 

5ƻƴΩǘ hǾŜǊƭƻƻƪ ǘƘŜ 9ȄǇŜǊƛŜƴŎŜ 
 

Dtb ¢ŜŎƘƴƻƭƻƎƛŜǎΩ /hh ŀƴŘ Ŏƻ-founder Evan Kestenbaum says successful 

practices, including his own, are acutely aware of the patient experience, as 

a whole, in their offices. What you see, he notes, when you walk into your own practice 

is probably not the same thing your patients see. Familiarity with any environment 

makes it very easy to overlook issues that may stand out to first-time visitors. 
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     The habit of walking into the practice periodically with a fresh pair of eyes is 

invaluable to preserving the quality of the patient experience. Sit where the patients 

sit, smell what they smell, make a critical review of the entire encounter. Look up, 

down, right, left. Are the ceiling tiles stained? Does the signage in the optical look tired? 

Is it legible from the seating areas? Are you getting the proper impact from your POP 

materials? Is your décor dated? 

 

     Patients and customers are more likely to take a critical view of the environment, 

and far less likely to overlook the negatives, small or large, that impact their 

experience. Growth-performance practices often solicit opinions from visitors, patients, 

vendors, consultants, or even friends and family, to help them cultivate the best 

experience for their patients and customers. 

Utilize Vendors as Partners 
 

±ŜƴŘƻǊǎ ŘƻƴΩǘ ƘŀǾŜ ǘƻ Ƨǳǎǘ ōŜ άpeople who sell you stuff.έ They often have 

significant resources dedicated to assisting their customers (you) and relish 

the opportunity to help practices become more proficient, knowledgeable and effective 

with their products. 

 

     Where some providers may not be able to budget for training and development 

resources, vendors can bridge the gap, bringing big-business tools to smaller practices 

ƻǊ ƛƴŘŜǇŜƴŘŜƴǘ ǇǊŀŎǘƛǘƛƻƴŜǊǎΦ 5ƻƴΩǘ ŦƻǊƎŜǘ ǘƘŀǘ ȅƻǳǊ ǾŜƴŘƻǊǎ ƘŀǾŜ ŀ ǾŜǎǘŜŘ ƛƴǘŜǊŜǎǘ ƛƴ 

your success. When you succeed, they sell more product. Working together as de facto 

partners (where possible and appropriate) can help build both businesses. 

 

     Many vendors offer resources like point-of-purchase materials, purchase incentives, 

patient education, and training programs. Any or all of these can be leveraged to 

improve your sales, margins, product knowledge, and optical merchandising ς serious 

advantages for business owners. Top-growth practices are both aware of their vendor-

sponsored options and willing to selectively make use of them wherever possible. 
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Commit to Process Improvement 
 

A business environment that fosters growth has many healthy habits, but 

Yvonne Pelkey, Director of Training and Education for EDGEPro, says this 

habit of productive thinking is vital to progress. Practices thrive when they are led by 

people who are committed to ς and unafraid of ς analyzing and refining their 

processes. These may be processes around billing, inventory and merchandising, 

patient handling and communication, or any other part of the practice that requires a 

system or process. 

 

     Effective practice managers are typically willing to ask themselves and their team 

some hard questions, examine practice activities analytically, and pursue constant 

improvements: 

¶ Lǎ ǿƘŀǘ ǿŜΩǊŜ ŘƻƛƴƎ ǿƻǊƪƛƴg? 

¶ Where can we improve all or part of a process? 

¶ How are others handling this process? What can I learn from them? 

¶ How does this process help my patients / team / business? 

¶ How can I expand my own skills to make improvements? 

¶ How can I help my team perform at their best? 

 

Process improvement is not a set-it-and-forget-it event, notes top consultant Mark 

IƛƴǘƻƴΦ ¢ƘǊƛǾƛƴƎ ǇǊŀŎǘƛŎŜǎ ŀǊŜ Ŏƻƴǎǘŀƴǘƭȅ ŜƴƎŀƎŜŘ ƛƴ ǘƘŜ άƘƻǿ-can-we-make-this-

ōŜǘǘŜǊέ ŎƻƴǾŜǊǎŀǘƛƻƴΦ ¢ƘŜȅ ŘƻƴΩǘ ǿŀƛǘ ŦƻǊ ǉǳŀǊǘŜǊƭȅΣ ƻǊ ŜǾŜƴ ƳƻƴǘƘƭȅ ƳŜŜǘƛƴƎs. They 

connect weekly, and huddle daily to keep initiatives on track. They follow their KPIs 

closely, constantly making small adjustments as needed to insure they are continually 

improving. 

 

   !ǾƻƛŘƛƴƎ άǎƘƛƴȅ ǇŜƴƴȅ ǎȅƴŘǊƻƳŜέ ƛǎ ǘƻǳƎƘΦ hǳǊ ŜȄǇŜǊǘǎ ǎŀȅ ƛǘΩs vital to follow through 

on your plans. Evan Kestenbaum put ƛǘ ǎǳŎŎƛƴŎǘƭȅΣ ά5ƻƴΩǘ ŦƻǊƎŜǘ ǿƘŀǘ ȅƻǳ just said 

ȅƻǳΩǊŜ ƎƻƛƴƎ ǘƻ ŘƻΦέ Lǘ ǘŀƪŜǎ ƳƻǊŜ ǘƘŀƴ ŀ ŦŜǿ ŘŀȅǎΣ ƻǊ ŜǾŜƴ ŀ ŦŜǿ ǿŜŜƪǎΣ ǘƻ ƛƳǇƭŜƳŜƴǘ 

real and lasting change. We must stay the course on our initiatives in order to reap the 

full benefits of them. 
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     Planning for those initiatives should be based on solid data, looking into past 

performance within the practice, and taking external sources ς like patient reviews ς 

into account as well. Effective managers use their research to lay their plans carefully; 

then they give those plans sufficient time to bear fruit. 

 

     Of course, adjustments need to be made from time to time. Tracking progress and 

refining your method of attack is critical. But nothing frustrates or demoralizes a staff 

more than a practice manager who changes focus frequently, leaving partially executed 

programs littering the landscape. Staff members appreciate a predictable and 

consistent approach, and so does the bottom line. 

 

Efficient, Accurate Third-Party Billing 
 

Revenue is always a matter of some concern; maintaining efficient 

methodologies for billing and collecting from both patients and third-party 

sources is fundamental, according to our experts, to ensuring business health and 

growth. They listed two important billing routines that can significantly improve a 

ǇǊŀŎǘƛŎŜΩǎ ŎƘŀƴŎŜǎ ƻŦ ǎŜŜƛƴƎ Ǌƻōǳǎǘ ǊŜǎǳƭǘǎ ŦǊƻƳ ŎƻƭƭŜŎǘƛƻƴǎΦ 

 

¦ƴŘŜǊǎǘŀƴŘ ²Ƙŀǘ ¸ƻǳΩǊŜ ²ƻǊƪƛƴƎ ²ƛǘƘ 

     Third-party billing is a complicated process with a number of potential pitfalls, 

including overlooked billing opportunities, denial of claims, rebilling, etc. All of these 

represent either missed revenue opportunities or elevated administrative costs. 

Practices that navigate these procedures most successfully are those that have at least 

one person who has invested the time to dig in and learn everything they can about 

third-party billing with each of their managed care plans. Many vision plan providers 

offer resources, training modules, manuals, and even continuing education courses for 

participating practitioners. 

 

     ¢ƘŜǊŜΩǎ ŀƴƻǘƘŜǊ ǇƛŜŎŜ ƻŦ ǘƘŜ ŎƻƭƭŜŎǘƛƻƴǎ ǇǳȊȊƭŜ ǘƘŀǘ ƛǎ ƛƳǇŀŎǘŜŘ by knowledgeable 

ŀƴŘ ŀŎŎǳǊŀǘŜ ōƛƭƭƛƴƎΣ ŀƴŘ ǘƘŀǘΩǎ proper patient collections. Having a complete 

understanding of the patient responsibility at the time of sale prevents 

misunderstandings as well as over- or under-charging. Correctness here generally 
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improves the effectiveness of patient collections and fosters positive relationships 

between patients and practice. 

 

Self-Policing Insurance Claims 

     Insurance expert Stephen Farebrother sees a significant gain in results when 

practices conduct periodic self-audits on insurance claims. These regular spot checks 

mean that a practice is far more likely to be prepared in the event of an external audit 

and enjoy a much lower rate of declined / denied payments and rebills. 

 

 

Build a Culture that Celebrates 
 

When someone fails, what do successful practitioners do? As often as not, 

they thank them for making the effort. Our experts pinpoint the habit of 

celebrating individuals and the team as a key habit in high-performing practices. 

 

 
 

     άtǊŀŎǘƛŎŜ ŎǳƭǘǳǊŜέ is a term that describes the beliefs and behaviors that determine 

Ƙƻǿ ŀ ōǳǎƛƴŜǎǎΩ ŜƳǇƭƻȅŜŜǎ ŀƴŘ ƳŀƴŀƎŜƳŜƴǘ ƛƴǘŜǊŀŎǘΦ LǘΩǎ ǎƻƳŜǘƘƛƴƎ ǘƘŀǘ ƎŜƴŜǊŀƭƭȅ 

develops organically, but it can ς and should ς be influenced by making deliberate 


