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Are You Growing?
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we talk to a lot of practice owners and managers, and we ask this question freque
As much as any other answer, we hear that they are frustrated by the business g
rate ¢ or the lack of it.
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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 tlodspractice

locations at our disposal, we asked oursemdst routines or behaviors aremmon
among those practices whave consistently producing growth from yeto-year.

The dataresultsof successful EDGEPro practices include high performance in r
of the benchmarks that consultants and business experts talk about and teadhey
have healthy capture rates, higimti-reflectiverates, low patientowned frame
instances, and significant, sustained anrsibplycontact lenssales, among many
others. These are the data points we all strive to improve because we know they
hallmarks of health in our industry.

The fact remains tht good data performance is actually thesultof business
activities, rather than theause So, we looked a little further upstream, at the
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business practices being put into play the highes{performing practices in the natio
Wealsod LJ12 1S 6AGK FAGOS 2F GKS Ay Rdza i NE Q:
experts and asked them to share their own observations with uspdyea very simple
question to themd 2 K I & K yod dJedibeingiR@iedin successful practices that
are growing from yeato-2 S| NX £

Cur findings were fascinating; these industry leaders shared a wealth of inform
on every topic in practice managemen¥ N2 Y FTNRYy O RSai G2
assembled the top 10 answers shared by these experts about what these practic
to stay ahead of the competition and keep their businesses growing and thriving.

Get Out of the Comfort Zone
() I aO02YF2NI T 2y S¢ A& familidrdant @%aing K ¢

Routinesarewelf a G 6 f AAKSRX FyR LI (0SSN
stress environment, with little anxiefy)uman beings are naturally prone to seek
settings where the comfort zone is weltablished and rarely challenged.
Unfortunately, comfort zones, while pleasant, rarely give rise to active or sustaina
ANPoOGKP 2KSYy A0Qa GAYS G2 GNIyYyaaxdaAzy
without stepping outside of our individual professionacomfort zones.

Our eperts do not advocate making employees uncomfortable. What they obse
in growing practices is the habit of elevating the comfort zone itseibving practice
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performance to progressively higher levelkile simultaneously challenging and
equipping their team to function at new standards of productivity and achievemen

The result of consistently and persistently pushing goals and benchmarks upw
practice culture that cultivates excellence and growth. To do this successfully, Ja
CAY126A0GT SYLKEFaAAT S& GKS AYLRNIFyOS
small steps toward a larger growth goal. Small changes can be more easily
implemented, and; most importantc sustained. When a small, incrementhlange is
successfully intdgd 4§ SR Ay G2 { K& mhiNdhegoalpass Sanditake) &
another step forward.
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practices, including his own, are acutely aware of the patient experjersc
a whole in their offices. What you see, he notes, when you walk into your own pre
Is probablynot the same thing your patients see. Familiarity with any environment
makes it very easy to overlook issues that may stand out tetiirs visitors.
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The habit of walking into the practice periodically with a fresh pair of eyes is
invaluable b preserving the quality of the patient experience. Sit where the patien
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 signhage in the optical look
Isit legible from the seating areas? Are you getting the proper impact from your P
materials? Is your décor dated?

Patients and customers are more likely to take a critical view of the environmel
and far less likely to overlook the negatives, droalarge, that impact their
experience. Growtiperformance practices often solicit opinions from visitors, patie
vendors, consultants, or even friends and family, to help them cultivate the best
experience for their patients and customers.

UtilizeVendors as Partners

+ SYR2NA R2Yy Qifpedple @hs sell wu sPuéfiZhey oftershave

significant resources dedicated to assisting their customers (you) and r.
the opportunity to help practices become more proficient, knowledgeable and effe
with their products.

Where some providers may not be able to budgettfaining and development
resources, vendors can bridge the gap, bringingobiginesgoolsto smaller practices
2NJ AYVRSLISYRSY (G LINI OGAUGA2YSNEBD® 52y Qi
your success. When you succeed, they sell more pitotorking together as de fact
partners (where possibland appropriat¢ can help build both businesses.

Many vendors offeresourcedike point-of-purchase materials, purchase incentive
patient educationand training programs. Any or all of tleesan be leveraged to
improve your sales, margins, product knowledge, and optical merchandjsegous
advantages for business owners. Tgnowth practices are both aware of their vendc
sponsored options and willing to selectively make use of them exesrpossible.
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— / Commit to Process Improvement

A business environment thédstersgrowth has many healthy habits, but

Yvonne Pelkey)irector of Training and Education for EDGESagsthis
habit of productive thinkings vital to progres$ractices thrive when they are led by
people who are committed tq and unafraid of; analyzing and refining their
processes. These may be processes around billing, inventory and merchandising
patient handling and communication, or any other part of thragtice that requires a
system or process.

Effective practice managers are typically willing to ask themselves and their tei
some hard questions, examine practice activities analytically, and pursue constar
improvements

TLA 6KIFIG gSQHB R2AYy3I Gg2NJAY
Where can we improve all or part of a process?
How are others handling this process? What can | learn from them?
How does this process help my patients / team / business?
How can | expanthy ownskills to make improvements?
How can | help my team perfr at their best?

= =4 =2 =2 =1

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

|l AYyi2yd ¢KNAGAY I LINF Ol A OS aniviNdaketha-y 4 U
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connect weekly, and huddle daily to keep initiatives on track. They follow their KF
closely, constantly making small adjustments as needed to insure they are contin
improving.

| G2ARAY 3 GaKAye LISyye azlyRnNRidsslew thrcugh
on your plans. Evan Kestenbaput A i & dzOOA Yy Ol f & 3 jasbsaig Qi
@2dzONBE 3I2Ay3 (2 R2®deg LG GF1Sa Y2NB 0
real and lasting change. We must stay the course on ouatinis 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 sourcéke patient reviews;
into account as well. Effective managers use their research to lay their plansligare
then they give those plans sufficient time to bear fruit.

Of course, adjustmentseed to be made from time to time. Tracking progress ar
refining your method of attack is critical. But nothing frustrates or demoralizes a s
more than a pactice manager who changes focus frequently, leaving partially exe
programs littering the landscape. Staff members appreciate a predictable and
consistent approach, and so does the bottom line.

Efficient, Accurate Thirarty Billing

Revenue islavays a matter of some concern; maintaining efficient

methodologies for billing and collecting from both patients and tipedty
sources is fundamental, according to our experts, to ensuring business health an
growth. They listed two important billingputinesthat can significantly improve a
LINF OGAO0SQa OKIFIyOSa 2F aSSAy3a NRoOdza
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Third-party billing is a complicated process with a number of potential pitfalls,
including overlooked billingpportunities, 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 thaataast
one personwho has invested the time to dig in and learn everything they can abot
third-party billingwith each of their managed care plans. Many vision plan provide
offer resources, training modulesyanuals and even continuing education courdes
participating practitioners.

CKSNBEQa | y20KSNJ LIASOS 27T {yEnovidedidedbld C
YR | OOdzNI G S pyopdrdatient eblectibng. Rlaving<aconplate
understanding of the patient responsibility at the time of sale present
misunderstandingas well a®ver- or undercharging Correctness hergenerally
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improves the effectiveness of patient collections and fosters positive relationships
between patients and practice.

SelfPolicing Insurance Claims

Insurance experStgphen Farebrotheseesa significangainin results when
practicesconductperiodicselfaudits on insurance claims. These regular spot checl
mean that a practice is far more likely to be prepared in the event of an extauati
andenjoy a much lowerate of declined / denied payments and rebills.

Build a Culture that Celebrates

When someone fails, what do successful practitioners do? As often as
they thank them for making the effort. Our experts pinpoint the habit of
celebrating individualandthe team as a key habit in higlerforming practices.

at NI Ol A G tebroitiaiiddsbiiBes the beliefs and behaviors that determi
K2g | odzaAySaaQ SyLX 2eSSa |yR Yryl3S
develops organically, but it cagand should; be influenced by making deliberate
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