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In this module, we discuss the essential
procedures that you must undertake on a day-today basis if you are to build a very successful family
wellness practice.
As successful chiropractors undertake these in their
practices every day, I believe you should incorporate
these practice-success essentials into both your
practice and daily routines.
Dr. Glenn Maginness
B.App.Sc(Chiro), MCSc(Paeds)
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Essentials
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The Phone Call
after the First Adjustment

T

he call after your patient’s first adjustment is
very important. You may never again get the
chance to impact the parents of your child
new patient again to the extent you can with this one
simple but very powerful action. Think of the possible
scenarios you may be faced with: if the child is worse,
the parents will be so appreciative of your call; if the
child is better, the parents will love that you cared
enough to call; even if the parents have not noticed
any change in their child, they will still value and
appreciate your call. This procedure is very easy and
will have a significant impact on the families you see.
At the end of each day at your practice, you should
receive a list from your chiropractic assistant (CA)
detailing those patients (or parents) who you need
to call. This list should include the patients’ names,
the parents’ names and their phone numbers. Make
the calls and see how appreciative your patients or
parents are that you cared enough to contact them to
see how they or their children are doing. You should
make your call either at the end of your shift or first

thing the next morning. To call a family within an
hour of their child’s adjustment is probably not ideal,
so if you have adjusted a child towards the end of
your shift, it is often more appropriate to call this
family first thing the next morning, rather than that
evening.
Remember: you never get a second chance to make
a first impression. Simply making this call will improve patient retention, increase the number of patient referrals you receive and dramatically improve
patient compliance. The overwhelming response I
get from making this call is always that parents are
touched and so grateful that I took time out of my
busy day to contact them. Parents also often comment that no other health professional has ever done
this before. When a parent makes this observation,
they are in fact saying my medical doctor has never
called to see how my child is. Thus, making this call
is another way to shift their perception of the medical
doctor as being their family doctor to you, the chiropractor, as being their family doctor.

VIDEO: CALLS AFTER THE FIRST ADJUSTMENT
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If the Parent is Unhappy,
You Must Address This!

If the Parent is happy,
You Must Address This!

As family wellness practitioners, you will occasionally sense
that the parent is not happy, for whatever reason. You may be
aware of the source of their displeasure; however, in many
cases, you will have absolutely no idea why they are unhappy.

You might know that the parents are really happy with their
child’s progress—the family might be very impressed with
your practice or just happy to be a part of your ‘chiropractic
family’.

They may perceive that their child is not improving
fast enough. If the parents are symptom orientated, this
can result in unrealistic expectations as to the perceived
benefit, or expected outcome, for their child.
It may be that they feel they cannot afford your
care. However, as discussed in Course 2, Educating Your Patients, Module 4, ‘Connecting with the
Parents’, it is rare for families to not actually be able
to afford chiropractic care; more often, they might
say they cannot afford it because they do not see the
value in chiropractic. This highlights the importance
of patient education.
I maintain that if a parent has my level of understanding about the amazing benefits of chiropractic
care, they will commit whatever funds are required to
ensure their child receives the care they need. Therefore, when a parent declares they cannot afford the
care you have outlined for their child, in most cases,
what they are really articulating is that you have not
done your job properly in educating them about the
amazing potential of chiropractic.
The parent may be unhappy because someone has
questioned their decision to take their child to a chiropractor—perhaps a medical doctor, a neighbour or
maybe a mother-in-law. If parents hear enough from
others about why they should not be taking their child
to see a chiropractor—due to perceived safety concerns,
issues surrounding the scientific validity of chiropractic
or other unfounded concerns—then, unless you have
chiropractically educated them, ‘bullet proofed’ them
and made them resistant to this ‘noise’, there is every
possibility you will lose that patient and family.
Perhaps the child simply does not like coming to
your practice. They might be scared of the noise as-
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VIDEO: ADDRESSING AN UNHAPPY PARENT

VIDEO: ENGAGE THE HAPPY PARENT

sociated with the chiropractic adjustment or of your
drop-piece tables or perhaps the entire process might
be just too overwhelming for them. Maybe the child
simply does not like you. This is a very significant
issue. How the child views you may influence the way
the parents perceive and accept you.
In fact, the child’s perception of you and your practice can have a huge influence on a family’s decision
about whether to continue with wellness chiropractic
care. For example, if there is an argument between
the child and the parents every time the child has an
appointment at your practice, this is not conducive
to a wellness family being with you in two, five or 10
years’ time. Put simply, the more difficult it is for the
parents to get the child on the adjusting table, the
more likely it is that the family will drop out of care.
Whatever the reason for the parents’ discontent, the
most important thing is to first recognise it then do
your best to address it. You may say something like,
‘Lyn, I’m not entirely happy with Tom’s progress. I
want you to book a longer visit next time—at no extra
charge—so we can get to the bottom of this. Okay.
Terrific’, ‘Steven, I sense there is something on your
mind. Why don’t we set aside some extra time next
visit (at no extra charge) to have a chat?’ or ‘Lindy, I
sense there is something on your mind. Let’s sit down
now and have a chat about what is bothering you’.
This direct approach helps to put the parent’s mind
at ease. It allows the parent to tell you what is wrong.
In some cases, you may not like to hear what the parent has to say, but it is better than having the family
just disappear from your practice. At least this way,
you can discuss the perceived problem with the parent and hopefully address their concerns.

I have had many parents say to me over the years,
even before I have adjusted their child, that they feel
so at home in my practice that they know that they
are in the right place and that chiropractic is going to
make such a difference to their child. Often a parent is thrilled about the amazing improvement the
child has experienced as a result of their chiropractic
care—maybe an improvement in overall health, in
their sleeping habits or a positive change in their
behaviour.
When you get this kind of positive feedback from
the parents, it is important to respond appropriately.
In other words, you should use this opportunity to
ask for a referral. There is no greater practice builder
than patient referrals. There is no better way to build
a practice than to have a patient, or the parent of a
patient, communicate to others in the community
their thoughts about how wonderful you are, how

much you have helped them, how amazing your practice is, how great your CAs are, how much better they
feel and how much you have helped their child. You
may say something like:
Thanks so much for those lovely comments, Alice.
You know, Alice, what I would like you to do is to
think about that person who told you about chiropractic and our practice. Aren’t you glad they did?
Where would Ben be now without chiropractic? I
would love you to think of some children that you
know who you think may benefit from chiropractic—I want you to talk to their parents. I want you to
get them in here as patients. Will you do that for me?
Thanks so much.
A simple discussion such as this often results in one
or more child (and adult) new patients being referred
to your practice.
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Tell the Parent to
Call You the Next Day

Talk about Cases
Similar to Theirs

T

T

his is another very effective
and yet simple way to say to a
parent, ‘I really do care about
your child!’ and that their child’s
health really is what is most important to you. At the end of the appointment, you may say to the parent:
Scott, will you do me a favour?
I would like you to call me tomorrow to let me know how Mia is
doing. Leave a message at the
front desk. If need be, I’ll call you
back. It will make me feel better
if I know how she is. Will you do
that for me? Terrific.
In most instances, this will mean
you receive a simple note from a
CA informing you who called and
what they said about how their
child is doing. Occasionally, it may
necessitate a follow-up phone call
to the parent. Regardless of the
action required or the response
you receive, it is very easy and
very powerful. This one straightforward action again creates that
perception that you really do care.
Remember, when dealing with
parents and their children, caring
is important, but the perception of
caring is just as important. Asking
the parents to call you the next day
says to the parent that their child
is very important to you and not
just another patient.

his is something that most successful chiropractors do
consistently every day in practice. This easy procedure
involves you ‘talking chiropractic’ with your patients,
and the parents of your patients, at every consultation. It is
an essential component of your ‘most important visit’ (see
The Paediatric CPD Program, The Paediatric Consultation,
Module 5, ‘The Most Important Visit’). I do this consistently
throughout my shift. When I have a great result with one of my
patients, I make sure that I tell everyone about it! As a family
wellness practitioner, you should consider incorporating this
procedure into your daily routine. Your CAs should also be
encouraged to participate.
Thus, you might say to the parent, ‘I saw a little guy just this
morning who had exactly the same symptoms as your child this
time last week and he has improved out of sight!’, ‘This is so
similar to a patient I saw as a new patient last month who has
improved so much’ or, ‘I am having such a great day today. You
know why? I had a great result this morning with a little baby
with colic and reflux. Isn’t it great how amazing chiropractic is?’
This entire procedure revolves around you and your team
talking chiropractic. This is where the importance of having an
educated patient—a patient who has viewed your chiropractic
educational DVDs or perhaps attended one of your chiropractic
workshops—is vitally important. Talking chiropractic to a parent who has been exposed to the ‘chiropractic message’ allows
you to expand on their chiropractic knowledge by using phrases
such as, ‘As we discussed in the chiropractic workshop …’, ‘As
you learnt at our chiropractic workshop the other night …’ or
‘As the DVD I gave you to view at home clearly emphasised
…’. Engage the parents in conversations about your chiropractic success stories. Let your patients know of your amazing
successes. This will help to broaden their perception of the
amazing potential of chiropractic care and, most importantly,
reinforce to them that they are in the right place.

anything else. You return from a chiropractic seminar and
you watch with amazement as your appointment book miraculously fills up through that and the following weeks. Why
does this happen? Is it a result of some esoteric force out in the
universe? No.
I believe a significant contributing factor to this amazing phenomenon is that, following a seminar, you and your team think
and talk chiropractic: you give your ‘running commentaries’
(see ‘The Most Important Visit’ section in The Paediatric CPD
Program, Module 5, ‘The Paediatric Special Appointment’); tell
your ‘chiropractic stories’ (see Course 2, Developing Paediatric
Referral Networks, Module 2, ‘Holding a Chiropractic Presentation’); and convey your knowledge, your belief and your passion.
You are once again excited and enthused about chiropractic.
Your team is excited and inspired by the chiropractic message. Your energy and enthusiasm is renewed. You refocus on
your true purpose. You are reminded why you do what you do.
When my entire team attends a Dynamic Growth seminar or a
Parker seminar, the energy in my practice in the following days
and weeks is different and palpable, and it always results in a
quantifiable change to the number of patients, both children
and adults, attending my practice.

End Each Visit with a Statement
At the end of every paediatric
visit, your goal should be for the
parent to have a positive impression of their child’s adjustment.
As such, you should communicate
to the parent something that will
leave a lasting impression and that
will make them feel good about
their visit to your practice: ‘That’s
really going to help Lisa. See
you next time’, ‘That was a great
adjustment. See you next time’,
‘I am really pleased with Elliot’s

The significance of talking chiropractic in your practice on
a consistent basis cannot be over stated. Perhaps ask yourself
why it is, after a seminar—perhaps a Dynamic Growth seminar,
a Parker seminar or maybe one of my Chiropractic for Kids
(C4K) seminars—that your patient numbers increase quantifiably over the following days or weeks without you doing
VIDEO: TELL THE PARENT TO CALL

VIDEO: TALK ABOUT SIMILAR CASES

VIDEO: END EACH VISIT WITH A STATEMENT

progress. See you next time’, ‘We
are really making a difference.
See you next time’, ‘Things are going very well. See you next time’,
‘What a huge improvement. See
you next time’ or ‘That’s the best
adjustment I’ve done today. See
you next time’. This leaves the parent feeling that everything is going
well, reinforces their trust and
confidence in you and articulates
to them that they are in the right
place.
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Tell Parents What They Need to Hear,
Not What They Would Like to Hear

T

his is perhaps one of the
greatest challenges for new
graduates or even for seasoned, experienced chiropractors.
Many chiropractors struggle to
make eye contact with the parents
and explain to them, from the
heart, what is best for their child.
I said in Course 2, Module 1, ‘The
Chiropractic Workshop’, I believe
you should never water down the
chiropractic message—for anyone.
The chiropractic message you
convey to every one of your families should be the same message
that you deliver to your father,
your brother or your own child.
You need to tell patients what is
best for them. You need to tell
parents what is best for their child.
Do not fall into the common trap
in practice of communicating what
is easiest for them to hear, or perhaps easiest for you to say.
I learnt this very important lesson many years ago in practice. It
was a lesson that demonstrated to
me very clearly the importance of
saying what I truly believe, rather
than what I think the parent wants
to hear. I had just completed a
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consultation with a family and
the mother posed the question to
me how often her two children
needed to be adjusted. This was
early in my career when I was not
consistent with my procedures
or the chiropractic message that
I was delivering to my patients.
I responded to the mother in a
somewhat hesitant voice that her
children should be checked perhaps every two or three months.
This mother may have sensed my
indecision or the lack of commitment in my response, for she then
asked me how often I checked
my children. I sheepishly replied
that I checked my children at least
every month. Her response taught
me more about parent and patient
communication than perhaps any
other single incident in my chiropractic career.
She looked me straight in the eye
and said, ‘Well, your children are
obviously more important than
mine’. What a reality check this
was for me. This was at a phase of
my career when my knowledge,
belief and passion did not allow me to look parents in the eye
and tell them what was best for
their child. I was perhaps afraid
of rejection, afraid of the parent
thinking I was one of those chiropractors who ‘kept people coming back’. I was just not confident
enough to call it the way I saw it.

parents the way it is. As I have
indicated, this is one of the most
challenging aspects of practice for
many chiropractors. Therefore, I
urge you to not compromise what
you say to your patients. Do not
water down the message, preempt what you think they want to
hear or try to anticipate what you
believe they might cope best with
being told. Put yourself in their
position—what would you prefer to be told? If these were your
children what would you do? Use
your knowledge, belief and passion to present to the parent what
you believe is best for their child.
You can do nothing more, but you
should certainly do nothing less.
My experience with this parent was a pivotal moment in my
career. From that day, I made
the conscious decision to look
at every child as if they were my
child and to give advice with that
thought in mind. With every single
child, I made the decision to ask
myself the question, ‘If this were
my child, what would I do?’ It is
amazing how much easier communicating the chiropractic message
becomes when you simply communicate what you believe.

Send Notes to Patients Saying ‘Thank You’
Sending a note of thanks to a patient is another way
to communicate that you do care and they are not just
another patient or family. Once again, it is not only
caring that is important, but also the perception of caring.
Your thank you note may be to thank them for a referral or an
acknowledgement to them for simply being a great patient. You may
VIDEO: SEND THANK-YOU LETTERS
wish to send a thank you to a patient for being so understanding when
you kept them waiting the day before or even to thank them for making your day special. Why not send a
thank you letter to a child with a simple, ‘Thank you for being my friend’? In short, you can send a thank you
note for any reason you feel is appropriate. With children, you do not even need a reason.
When my children were little, they got so excited when they received something in the mail. I am sure that
those of you with children will have experienced this. It does not matter if it is a sale at a local surf shop or
an invitation to a party. Children love to get mail. A card saying ‘g’day’ is all you need to make their day,
make them feel special and build their trust. A thank you letter in the mail is a fine example of what we call a
‘practice anchor’. The importance of practice anchors is discussed in a previous module.

When that parent challenged
me, I realised that I needed to tell
VIDEO: TELL PARENTS WHAT THEY NEED TO HEAR
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Present-time
Consciousness
The importance of present-time
consciousness is considered in The
Paediatric CPD Program (www.
cpd.c4k.com.au), Module 5, ‘The
Paediatric Special Appointment’ as
part of the discussion on the most
important visit. Those of you who
have run busy practices may have
noticed that the time and care you
take with each patient is, unfortunately sometimes, inversely
proportional to how busy your
clinic is. In other words, the busier
you are, the less likely you are to
connect with your patients. The
more patients you see in a session,
the less time and care you may
take with each patient. This can be
a serious challenge for chiropractors. The ability to connect with
your patients, the ability to be
there for your patients, regardless
of how busy your day is, is very
important.
When you are with your patients, you simply must be with
your patients. As a family wellness
practitioner, realise that the most
important part of your patient’s
day is often visiting your practice
for an adjustment. They need to
feel that their appointment is also
an important part of your day.
Truly successful family wellness
practitioners give their patients
their complete and undivided
attention for the entire time that
they are in that appointment
room. Successful chiropractors
practise present-time consciousness with every patient.
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Managing
Your Patient List

Retaining Patients
and Identifying the Reasons for Discontinuation of Care
Managing your list is very important because it will help you to ‘plug the leaky bucket’.
Adding new patients into your practice—that is, into your bucket—only to have them leak
out the bottom will not help you build your family practice.

VIDEO: MANAGING YOUR LIST

T

hose of you who have run busy practices may also
identify with another not uncommon occurrence: the
ability to keep track of your patients is often inversely
proportional to how busy your practice is. In other words, the
busier your practice gets, the more patients you see each week,
the less likely you are to know whether a patient or family has
dropped out of care, be aware of those children or families who
have not returned after their last adjustment or be aware of
those patients who have not rebooked or perhaps cancelled an
appointment.
You are also far less likely to be aware of the perceived reasons for this. This often results in you not responding appropriately in these situations. It is very important for you to be aware
that those patients who drop out of care do so for a reason. An
important aspect to running a successful family wellness practice lies in your ability to identify those reasons and, through
this greater understanding, attempt to minimise the impact of
similar situations on your practice into the future.
There is a number of reasons why it is important to have a
structured approach to keeping track of your patients—what
we refer to in our practice as ‘list management’. Your ‘list’
comprises all the patients who you have seen as new patients
in your practice. ‘Managing your list’ involves knowing at any
point in time where each of these patients is in their adjustment
schedule. Some patients will be in initial intensive care; some
will be progressing through rehabilitative care; hopefully many
will be happily participating in wellness care; and inevitably,
some of your patients will have dropped out of care. Successful
chiropractors manage their patient list on an ongoing basis and
always have a good understanding of where their patients are,
therefore enabling them to respond appropriately.

Managing your list will also help you to identify
the reasons why a patient or family stopped attending your practice. Did the family drop out of care due
to lack of finances? If this is the case, this suggests

your education procedures are not as effective as they
should be. Did the family drop out of care due to perceived poor service from the chiropractor or perhaps
from a CA?
If you identify this as a reason for the family dropping out of care, this is definitely something that
also needs to be addressed. If one patient perceives
they have received poor service, whether from the
chiropractor or the CA, there is every possibility that
other patients perceive this as well. It could be that
the parent perceives you did not spend enough time
with their child during the consultation. Again, this
may indicate a problem with your patient education
procedures. However, this is frequently to do with
patient communication. Parents often perceive that
you do not spend enough time with their child simply
because you are not communicating with the parent
throughout the consultation. Do you always give your
running commentary as you adjust the child? Are
you talking chiropractic throughout the consultation?
Do you finish the child’s appointment with a positive
affirming statement? Are you practising presenttime consciousness with your patients? Remember
that perception is reality for parents. If the parent’s
perception is that you rush their child through the
appointment, are not thorough in your approach with
their child or you simply do not care, this family will
leave your practice never to return.
Then again, the parents may not have had aa firm
reason for stopping attending your practice; perhaps
they just drifted away. They might have been meaning
to book but have not ‘found the time’. Maybe a medical doctor influenced their decision as to whether their
family should continue with chiropractic care.
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Responding
Appropriately

R

egardless of the reason why
a family discontinues care,
this is important information that you need to know so that
you can determine an appropriate
response. Your response may vary
depending on the patient, as well
as that child or family’s particular
circumstances or relationship with
your clinic.
In other words, your response to
the discontinuation of a wellness
family whose members have been
great patients for years may be
very different to your response to
the discontinuation of a crisis care
patient who only attended your
practice a few times.
In our practice, we have a graded approach, ranging from a very
gentle reminder to a not-so-subtle
response. Our ‘gentle reminder’
consists of our CAs sending a copy
of our clinic newsletter. Sending
a newsletter to the patient simply
reminds the patient that we are
still here and if they require our
services in the future, we would
love to hear from them.
As part of our structured approach to keeping track of our
patients, we often send a lighthearted ‘time for an adjustment’
card. This may be in the form of
a Snoopy or Tweety Bird card or
something similar that is colourful
and humorous.
Children just love getting these.
It is a great way to reactivate chil-
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dren as patients. The card reminds
them what a fun place our practice
is and often results in them pestering their mother or father to make
an appointment. On the back of
the card, we have the following
message printed:
At Mt Eliza Family Chiropractic, we encourage you to think of
chiropractic care as you would
good dental hygiene or good
nutritional care—always essential for your child’s general good
health. It’s time for ………’s chiropractic check-up. Please call for
an appointment.
Another great procedure we
frequently use in our practice is
what we call our ‘competition
card’ reminder. We always have a
competition for children running
in our practice such as a colouring
competition or ‘name the teddy’
competition. Regardless of what
the competition is, children love to
participate.
We send out our Dorothy the

Dinosaur card, which informs
the child of the competition and
finishes with, ‘When you are in for
your next adjustment, get mum
or dad to get your entry in for a
chance to win the prize’. This is a
great incentive for the children to
get their parents to rebook at our
practice. Often the whole family
rebooks because the children have
repeatedly pestered the parents to
call.
In our practice, we also sometimes send a personal letter as a
reminder to a child, an adult or a
family. The content of the letter
is varied to suit each patient or
family as necessary; for example,
according to whether they were
a wellness patient, attended our
workshop or the entire family
came in for care. The content of
the letter is therefore determined
by that patient’s or that family’s
level of involvement and commitment to their chiropractic care.
Finally, in certain circumstances,

we use a phone call to reactivate a
patient. The patients who receive
a phone call should be those you
specifically identify who would not
find this too confronting.
Thus, the patients I usually make
this type of call to are those who
have been terrific patients, who I
know understand the importance
of chiropractic care and are committed to lifetime wellness care
but simply have not been in for a
while. The call is universally well
received. People frequently appreciate my concern and, more often
than not, the call results in that
family rebooking.
When a patient or family drops
out of care, it may be that your
practice has failed to meet that
patient’s or family’s expectations.
Thus, calling them provides the
opportunity for them to tell you of
this if they wish, which may help
you to become a better chiropractor and your practice to be able to
better serve others in the future.
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Create the ‘It’s Normal
for Children to be
Adjusted’ Mindset

GLENN MAGINNESS

Highlight
Your Successes

Create a
Photo Wall

Talk About the
Number of Children
You See

Another very effective method to create the
‘it’s normal for children to be adjusted’ mindset in your practice is to show the parents your
photo wall of children. In our practice, at the
child’s first visit, we show the patient through to
our family room, where we have two huge walls
filled with photos of happy, smiling, healthy
children. We have photos of children smiling as
they are receiving their adjustments. There are
photos of hundreds of children.

Talking with those families new to chiropractic about how many children come to your
clinic is a further effective way of generating
the ‘it’s normal for children to be adjusted’
mindset. Once again, this is as much the role of
the CAs as it is of the chiropractor. You can talk
about how many children you have as patients
in your clinic or the referrals you get from
medical doctors, paediatricians, hospitals and
health centres. Why not talk about the children
of medical doctors who come to see you? Create the perception for these families that children throughout your community, from many
different sources, attend your practice.

One of the most effective ways to create this
perception is to generate conversation at your
practice’s reception.
This requires the participation of the CAs
as well as the chiropractor. Your CAs need to
be trained to take full advantage of a parent’s
positive experiences with chiropractic to educate other parents in the reception area about
the amazing potential of chiropractic. When a
CA is made aware of a great chiropractic result
with a child (perhaps by the chiropractor), they
should ask the parent what changes they have
noticed since beginning their chiropractic care
(preferably with a full waiting room).
VIDEO: IT’S NORMAL TO BE ADJUSTED

One of the greatest barriers for parents to
getting their baby or child checked is their
perception that it is not normal to take a child
to a chiropractor. Parents need to feel certain
that they are in the right place. Your role as a
family wellness practitioner is to set the parents’ minds at rest by creating in their minds
the concept that it is normal for a newborn or
child to be adjusted and that it is normal to visit
the chiropractor regularly with your family. You
must make the parents think that the child who
is not adjusted is the exception to the rule.
Creating this mindset is an essential ingredient in building a family wellness practice. Following, a few ways you can create this mindset
in your practice and in your community are
discussed.
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The question should be asked in a clear
strong voice, and then that parent should be allowed to educate all your other patients nearby,
telling everyone just how wonderfully their
child is doing. Watch that parent create a positive healing environment in your reception area
as they detail their child’s chiropractic story to
all those listening.
If I have a parent who tells me how happy
they are with their child’s progress, or how
great their child is doing, or how wonderful
they think I am, then at the first opportunity I
say quietly to a CA to ask them how their child
is doing: ‘Ask Richard how Chloe is’. All my
CAs know what to do next. They know to ask
in such a way to let as many people as possible know just how well that child is doing as a
result of their chiropractic care. When parents
hear the benefits of chiropractic for children
from other parents, it often gives them the
confidence to have their infants checked, and it
also reinforces to existing families that they are
in the right place.

As a result of this, families new to our practice cannot help but think, ‘How could it not be
normal for children to be adjusted, when so many
children are receiving chiropractic care?’ When a
child new patient walks into your adjusting room
and over to your photo wall and begins to identify
photos of friends from school, children from the
neighbourhood or maybe other extended family
members, this simply adds to the perception for
these parents who are new to chiropractic that it
is normal for children to be adjusted.

15
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Summary

Have Fun in Practice

W

You may wish to create an open-plan family room where families can see other families
getting adjusted. An environment in which
parents and children see other children leaping
onto the table with happy, smiling faces often
removes the fear of the unknown, and sets the
minds of the parent and child at ease. When
parents see children receiving their adjustments
and obviously enjoying the experience and feel
the energy in the room, this helps to create the
mindset that it really is normal for babies and
children to be checked and adjusted.
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It is imperative that you understand that one
of the greatest barriers for parents to getting
their baby or child checked is their perception
that it is not normal to take a child to a chiropractor. As a family wellness practitioner, it is
essential that you have procedures in place in
your practice to address this issue. Perhaps sit
down with your team and have a brainstorming
session on ways you will create this perception
in your practice.

hy is it so important to
have fun in practice?
As a family wellness
practitioner, children should be a
large part of your practice. An important aspect to creating a family
wellness practice is ensuring that
these children enjoy their visits to
your practice and, perhaps most
importantly, have fun every time
they see you. There is no doubt
that the more fun you and your
team have in practice, the more
fun your patients will have. Having
fun and enjoying practice supports
your team vision. I truly believe
that if you find it a challenge to
have fun in practice and if turning
up to practice every day is a chore
for you, you will struggle to build
a family practice, a practice full of
children.

VIDEO: HAVE FUN IN PRACTICE

Having fun in practice means
that you will enjoy your days more,
enjoy your life as a chiropractor
more and, as a result, be more successful.

Creating Fun at Your Practice
There are many ways you can
have fun in practice. You can have
fun during Easter with colouring competitions and with Easter
eggs for the children. At Christmas
time, we have a huge Christmas
day each year. We have Santa
come, face painting, photos with
Santa, lots of competitions and a
jumping castle—all to make a visit
to our clinic fun for the child and
enjoyable for the parent.
The competitions for children,
mentioned earlier, that we run at
our practice also generate a sense
of fun. We have held competitions in our practice for children
to guess the number of jellybeans
in a jar or choose a name for a cute
and cuddly stuffed animal that we
have on display. Our competitions
are always tremendously fun and

create interest within our practice but, as discussed previously,
also provide us with a great recall
opportunity for those patients or
families who may have dropped
out of care. We use the competitions to encourage children who
have not been in for a while to
come in for an adjustment and
to enter our competition at the
same time. The children are sent
a fun card informing them about
the specific competition. This has
worked wonderfully well. Often
parents have informed us that
their children repeatedly pestered
them until they phoned to make
an appointment for everyone.
In addition, your practice needs
to be set up in such a way that it
easily caters for children. We have
a family room with a large variety
of fun activities and children’s toys
and a ‘kids’ corner’ in our reception area that is also full of fun
children’s stuff: photos of children, pictures the children have
coloured in, a blackboard, toys and
books, children’s furniture and
paintings or stickers on the wall.
In the past, we have had a mural
of zoo animals painted on the wall
by a local artist (who also happened to be a patient). Every few
years, we update our kids’ corner
to keep it fresh and interesting for
children. A kids’ corner should be
a place that children are attracted
to. They should walk through your
front door and head straight for it.
This obviously makes it easier for
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Safety for Children
in Your Practice
the mother or father, but it also
has the added benefit of allowing
the parents to view the Microsoft® PowerPoint presentations
on your plasma or LCD screen in
the reception area without being
interrupted (see Course 2, Module 3, ‘Creating Lifetime Wellness
Families’). Having a kids’ corner
also makes it easier for the CAs, as
it keeps the children occupied and
happy. It is important to keep children occupied so that they do not
disturb other patients who would
prefer to sit quietly and relax prior
to their adjustment.
You can also make your practice a fun place to visit for a child
by making sure that every child
receives a special ‘surprise’ at
every visit. I believe a child should
come to your clinic expecting to
have a great time, expecting to
receive their special surprise. The
treat after the adjustment is a part
of their positive experience. We
have a variety of different treats
including healthy treats to eat.
We also have a big box of goodies
from which children can take their
pick. This includes balloons, toy
cars, plastic farm animals, small
dolls, whistles plus many others.
We have stickers, colouring sheets
and ink stamps of smiley faces and
animals for the back of the child’s
hand. There is no doubt that a
child who enjoys their visit and is
literally bursting to return to your
practice, is more likely to remain a
patient.
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One way of ensuring your practice continues to be a fun place
for a child is to make sure that the environment is safe for
them. This includes placing safety plugs in all electrical outlets,
padding all sharp corners and making sure there is nothing that
could topple over and injure a child. A very worthwhile exercise
is for the chiropractor and CAs to get down on their hands and
knees and crawl around the entire clinic.
Only when you are at the level of a toddler can you fully
appreciate the dangers that may be present. It is also very
important for the CAs to have a clear view of the front door to
ensure children do not run outside while their parents are being adjusted. There are a hundred and one things that need to
be considered when assessing how safe the environment is for
children.

Have a Change Table
for Parents with Babies

A

n inevitable result of a
family practice that sees
many babies is the occasional child with a dirty nappy.
It is essential that you have somewhere where the parent can feel
comfortable changing their child.
Parents with babies need to feel
welcome and supported. Thus, we
recommend providing not only a
change table in the clinic toilets
but also a full array of products
that the parent may require, including baby wipes, tissues, baby
powder and lotions. The more
welcome a parent with a baby feels
at your practice, the more likely

it is they will return. The more
ill at ease the parent is, the more
uncomfortable they feel at your
clinic, the less likely it is they will
return. For example, if the parent
feels awkward or embarrassed because they have to change a smelly
nappy in the reception area or perhaps an adjusting room, they may
be hesitant to come back, worried
that it might happen again.
Another very good reason why it
is essential that a change table be
provided in your practice is that
you need to contain the smell from
that dirty nappy. Quite simply,

you need to be mindful of your
other patients. As discussed, there
will be patients in every family
practice who are less tolerant of
children. You do not want these
patients thinking of your practice
as ‘that practice that smells of
dirty nappies!’ A change table in
the toilets will circumvent any of
these problems and send a positive message to those parents with
young children still in nappies. It
will say to them that your practice
does care.

Catering for Families
An important part of ensuring that the families who
attend your practice enjoy the experience is arranging
your practice in such a way that it caters well for
families. Can you see five family members in one
adjusting room? Do you have adjusting tables for
children and adults?
The easier it is for families to visit your clinic, the
more likely it is that they will remain lifetime wellness
patients. Have a family room children love to visit. Have
a horse or child adjusting table. Hang mobiles from the
ceiling. Have lots of toys.
In summary, your practice should be a place where
children and families feel comfortable and at home; a
place they love to visit.
VIDEO: CHANGE TABLES
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More Success
Essentials . . .

Have a Fee Structure that Rewards
Good Patients & Encourages Attendance

W

hile we know that
countless research
studies indicate that
chiropractic care is more effective and less expensive than other
forms of health care for similar
conditions, the fact is that you
need to reward those patients and
families who choose the chiropractic wellness lifestyle.

encourages patients to become
wellness patients. You should
also reward families for coming
in as families by having a special
fee structure for family visits. In
a family practice in which a large
number of paediatric patients is
seen, generally less per patient is
earned than if all the patients were
adults or perhaps insurance cases.

Expecting families to pay full
price for every member of their
family every time they visit your
practice, be that weekly or monthly, will most likely result in that
family dropping out of care.

However, it is important not to
be too focused on what you earn
per patient. Instead, you should
perhaps focus on the fact that
seeing children in practice is more
fun, less tiring and often far more
rewarding.

For this reason, I believe you
must have a fee structure that
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In addition, with children, you

will often have far less to adjust
than you do with the average
adult, which means that more
often than not you can see two or
three times the number of patients
in the same timeframe. I also find
that ‘chiropractic miracles’ tend to
happen more often with children,
which makes life in practice so
much more interesting and rewarding.
Thus, I believe you should focus
on the difference you are making to a child’s life rather than on
what you are earning. As such, you
should set up your financial procedures to maximise the number of
children you see in practice.

Have a Camera
at Reception

Have a ‘Thank You for
Your Referral’ Board

Use a Paediatric Model Spine
when Educating Parents

We have discussed the importance of a photo board in your
practice to create the ‘it’s normal
for children to be adjusted’ mindset. Thus, having a camera at your
reception desk to take photos of
all of your child new patients is
essential.

It is so important to thank your
patients for referring others to your
practice. Acknowledging how much
you appreciate this can mean so
much to a patient. Sending a thank
you letter or placing the patient’s
name on a referral board located in
a prominent position in your practice makes the patient feel good
about what they have done.

When explaining chiropractic to
parents, you should use a paediatric model spine to help explain
the chiropractic concept. Parents
often have the misguided view that
their child’s spine is not perfectly
or fully formed.

When printing the photos, print
two of each—one for your photo
wall and one for the parent to take
home with them at their next visit.
In our practice, we have a specific
area on the wall where all our new
photos are displayed so that each
child can find their photo and take
it off the wall and give it to their
parent.
This not only creates a sense
of fun in our practice, it is just
another way to say to parents that
it is normal for children to be adjusted. The parents of a child new
patient will see the many photos
of recent patients who have visited
your practice, which will only
serve to reinforce their belief that
they are in the right place.

Those patients who have referred
other patients to your clinic should
have their names recorded and
the board should be updated every
week. I am sure that many of you
have experienced the situation
where a patient will come into your
clinic and be very excited about the
fact that they have referred a new
patient to you. Having a ‘thank you
for referral’ board is a terrific way
of acknowledging that patient’s
referral. It says we, as a team, appreciate you and we also thank you.
One of the most important reasons
for doing this is because patients
will be more likely to refer again.

Using a paediatric spine allows
you to educate the parents better.
You should use a paediatric model
spine because parents will identify
with a smaller spine much better.
Children are not just scaled-down
adults. If you use an adult model
spine, which might be as much
as twice the size of the infant,
this can be very confusing for the
parents.
It is very difficult to convey an
accurate and easily understood
explanation of the spinal biomechanics of a six-month old baby
using an adult spine. At best, this
is likely to create a misleading impression for the parents; at worst,
totally confuse them.

Another idea, which is perhaps
more powerful, would be to thank
them on a slide in your PowerPoint
presentation showing in reception.

VIDEO: HAVE A THANK YOU REFERRAL BOARD

VIDEO: USE A PAEDIATRIC MODEL SPINE
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Have a Vision and a
Mission for Your Practice
Take Advantage of the
Your Practice’s Name
Patients You have on File Now Should Reflect What You Do
Whether a practice is new or has
been around for many years, it will
have ‘inactive’ patients on file who
have not had an appointment for
12 months or more. You should
have a structured procedure in
place to contact them with the
goal of reactivating them again as
patients. This may be something
you do on a weekly or perhaps
monthly basis.

As a family wellness practice, it
makes good sense, if possible, to
have the word ‘family’ included in
the name of your practice. As an
example, my practice is Mt Eliza
Chiropractic—The Family Clinic.

In our clinic, we have many
thousands of patients on file.
While some of these patients may
have moved away, passed away
(I have been in practice in Mt
Eliza for many years) or now be
seeing other chiropractors, there
is always a number who are just
waiting for something to give them
that little push towards reconnecting with my practice. Often a recall
letter will be that catalyst.

The name of your clinic should
be aligned with and support the
vision you have for your practice.
There is every chance that you
might limit the number of children you would otherwise see in
practice if your clinic were called
‘The Back Pain Clinic’ or ‘Sports
and Spinal Therapy Clinic’, for
example.

VIDEO: TAKE ADVANTAGE
OF YOUR PATIENTS ON FILE
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The name of your practice
should project to the
community what your clinic is
about, what you stand for.

This information is perhaps
more useful to new graduates
or associates who are thinking
of opening their own practice at
some time in the future. I encourage you to give special thought
and consideration to what you will
name your clinic.

O

ne of the primary factors that distinguishes
successful practices from those that are not
so successful is the clearness of their ‘vision’.
Successful teams have a clear picture of what they
are creating together. Successful practices are excited
about their purpose and their common vision. As a
team, do not be shy about proclaiming that you have
a huge vision! Be proud of a vision that is inspired,
imaginative and exciting.
Your vision should be what you would create in a
perfect world. Work together as a team in your practice to create a vision that will stretch every member
of your team … then extend that vision just a little
further.

Small visions are not worth committing
years of your life to. Think big … be big!
Successful practices also have a ‘mission’. A practice mission is very different to a practice vision. A
vision inspires the mission. The ‘mission’ is the action
verb of a vision. Your vision is born out of your imagination, your vision informs your mission and your
mission guides your plan of action. Add persistence
and your knowledge, belief and passion and you will
have a tried and tested recipe for success.
It is important to sit down with your team and
spend as long as it takes to create your inspired and
exciting team vision, then to use this vision to create
the mission statement for your practice. Determine
with your team what your purpose is, what it is that
drives you, what gets you up in the morning, then
design a mission statement to reflect this.
Once you have a vision and a mission statement
then you will know as a team what your true purpose is, as well as how you are going to achieve it.
If you do not know what your purpose is, or your
practice’s purpose, then how will your patients or
the community?

Collect Statistics
Record keepers are record breakers. All successful practices keep statistics. Statistics allow you to
know exactly what is happening in your practice at
any given time. Along with tracking the health of your
practice, keeping statistics will also help you measure
progress towards your goals, show you when it is
necessary to make adjustments to your procedures or
strategies and let you know what is and is not working in your practice.
Statistics should be collected on a number of key
practice areas. These include:
• the number of new patients who attend your
practice—this can then be broken down into
the number of new patients for each individual
practitioner
• the average number of visits a new patient has
when they visit your practice
• the ‘patient visit average’ (PVA), also known as
‘patient retention’—this is derived by dividing
the total number of patient monthly visits by
the number of new patients who have attended
your practice in that month. The generated
figure, while not perfectly accurate, will give you
a general indication of your patient retention
for that month. Obviously, in some months you
might have a significant influx of new patients,
which will reduce your PVA, while, in others,
your new patient figures might be down, which
will increase your PVA. For this reason, the more
monthly averages you take into account, the more
accurate this patient retention figure will be
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Educate
Your Friends
• the conversion rate of new patients to care—to
calculate this, add up the number of patients who
started care during a month then divide the result
by the total new patients you had that month
• all aspects of your workshops—as discussed in
Course 2, Module 1, ‘The Chiropractic Workshop’,
it is vitally important that you have a clear
understanding of how effective your workshops
are. The best way to assess this is to collect
data and information on every aspect of your
workshop procedures

• your current practice records, your best and
busiest weeks—you should clearly record your
best week for patient visits, the most number
of children seen in a week, the busiest week for
each of your associates, the most number of new
patients seen in a week. In a nutshell, you should
know what your goals are and know when you
achieve them, so you can celebrate these wins!
From tracking trends to monitoring the effect of
changes in practice procedure and celebrating successes—none of this would be possible without statistics.

VIDEO: KEEP STATISTICS

I

constantly communicate with
chiropractors all over the world
every week, and one of the
things that constantly amazes me,
which often surfaces during these
discussions, is that so many chiropractors have friends who are not
chiropractically educated.
Be aware that some of your
greatest sources of referrals can be
from your circle of friends. For this
reason, it is very important that you
educate your friends about the wonderful potential of chiropractic.
Let me relate a brief story to
illustrate this point. Many years
ago, we lived where my clinic is
today located. At that time, our
family consisted of Lindy and I,
Tom who was four and Hayley
who was three. (We have since had
another child, Brianna.) We had a
number of friends, many who had
children of similar ages to ours. It
was a constant source of frustration to me that some of my very
best friends had very unhealthy
children. My friends would tell me
that their children were constantly
sick with ear infections or tonsillitis or chest infections.
I was forever being told that
their children had picked up
another bug at crèche or kindergarten or somewhere. This was
despite the fact that, from the
moment their children had been
born, I had encouraged my friends
to bring them in for a chiropractic assessment. My friends would
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simply nod and agree that it was a
good idea, but, as time went on, it
became evident that it was simply
not a priority for them.
Not one of my friends brought
their children in to see me and
this was really frustrating! I felt
that my friends did not trust me
enough to follow my advice. I
knew it was not a money issue; I
was not going to charge them and
they were aware of that.
However, as time went on, due
to a number of conversations and
discussions with my friends, I
soon realised that the only reason
they did not bring their children in
for an assessment was they simply
did not see the point. I had not
educated them sufficiently about
the importance of chiropractic
care for children or conveyed to
them the wonderful potential of
chiropractic. Their reality was that
chiropractors are back doctors, so
why would they take their young
children to see one?
So one weekend, out of sheer
frustration, I decided to change
all that. I invited five families to
my house on a Saturday evening
for a barbecue. They all arrived
between 5 and 6 pm, because with
young children, barbecues start
early. I promptly told them that
nobody was eating or drinking
anything until they had sat down
and listened to what I had to say
for about 45 minutes. So, I sat
them down and went through a

chiropractic workshop. Something
I should have done five years
earlier.
The outcome from this very low
key, relaxed chiropractic workshop
was that every family subsequently
brought their children in for care.
The most satisfying aspect for me
was the amazing changes in those
children’s health over the following weeks and months. No more
tonsillitis, no more ear infections,
no more chest infections, no more
recurrent coughs and colds. From
a health point of view, they were
essentially completely different
children.
Since then, every one of those
families has continued with wellness chiropractic care at various
clinics all over the country. Two
of these families have moved to
Queensland and two have moved
to Sydney and one is still in Melbourne, yet they have continued
care for themselves because they
now understand the importance of
chiropractic wellness care.
This all occurred as a result of
that one Saturday evening workshop. Perhaps the most pleasing
aspect of all of this is that not
only did those children benefit in
so many ways but also I received
many ongoing referrals from my
friends once they realised the
amazing benefits of chiropractic.
The message is that you simply
must educate your friends.
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Educate
Your Family
This theme of educating
those close to you can
be extended to include
educating your own family.
The importance of educating
your family about the amazing
potential of chiropractic care just
cannot be overstated.
A great source of referrals for
your practice can be your mother,
father, sister, cousins, brothers or
even your children. However, they
will not refer to you if they do not
understand what it is that you do.
I am sure they will know you are
a chiropractor, but do they know
that you see babies with colic? Do
they know the potential of chiropractic in managing children with
ear infections and growing pains
and bedwetting? Do they know
that chiropractic may help period
pain or migraines?
Why not hold a chiropractic
workshop for your family?

Educate them about what you
do and you might create a
terrific source of referrals for
your practice in the process.

VIDEO: EDUCATE YOUR FRIENDS & FAMILY
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Give the
Parent Options

3 Investments
1

3

Invest in Yourself

Invest in Your Clinic

I have an absolute belief that every dollar you spend
on professional development for yourself you will recoup 100,
perhaps 1000 times over. Professional development is a process of continually progressing and refining your character and
qualities as a chiropractor, educator and leader in your community.

Investing in your clinic is not unlike investing in yourself or your team. Many years ago,
I attended a Charles Ward seminar with my wife
and my brother who was working as an associate
for me at that time. I vividly remember being totally
overwhelmed by this seminar.

Thus, I urge you to make a commitment to attend seminars
through the year and encourage you to purchase professional
development CDs and DVDs. Personally, I have hundreds of
audio and visual materials covering an enormous range of
subjects and topics. Investing in your personal and professional
development is a commitment made to lifelong learning and
growing as an individual.

Charles Ward succeeded in expanding our perception of the
clinic we were capable of creating, but the enormous amount of
work we had ahead of us to achieve this was somewhat intimidating to say the least. Together, the three of us wrote many,
many pages on the changes we were going to make to our clinic.

2

Invest in Your Team

This same principle can be applied to the importance of investing in your team. Whatever you invest will be
rewarded back to you many times over.
There are many ways you may choose to invest in your team,
such as taking your team to seminars, purchasing CDs and
DVDs for your team, taking your entire team to a Dynamic
Growth or Parker seminar or organising a team-bonding weekend away. The benefits your team will acquire from these experiences will be translated into improved team focus, increased
team harmony and inevitably, practice growth.

VIDEO: INVEST IN YOURSELF,
YOUR TEAM & YOUR CLINIC

As a result of these commitments we made on paper, over
the next three to four months I spent in excess of A$30,000 on
changes in my clinic. These included structural changes to the
clinic itself; expanding our educational material, audio tapes,
videos and posters; changes to my team; changes to the image
my practice projected to the community; and changes to our
promotional strategies—changes were made to all aspects of
our clinic.
At that time, a patient visit cost around $15. Thus, when
$30,000 is extrapolated into today’s figures, you will appreciate that in those days this was quite a large sum. In addition, it
was money that I did not have. At the time, to commit that level
of investment into my clinic was for me an enormous leap of
faith, especially when you consider that my cash flow could not
support it. However, I had the firm belief that whatever I put
into my clinic I would get back, and this belief turned out to be
true. Perhaps the most important thing, though, is that because
of the changes, I began to practise the way I really wanted to.
Going to work was more fun. Investing in my clinic enabled me
to do what I loved.
It is important to note that I do not believe that you necessarily need to have a purpose-built clinic to run a successful
business. Use what you have, improve on what you have, make
the most of and get the very best out of what you have available.
It is not what you have that creates practice success; it is what
you do with what you have.

I

n a family wellness
practice, it is vitally
important that you
give the parents options when discussing
the health of their child
or their family. You need
to communicate options
to parents so they do not feel
pressured when making decisions regarding the health of their
children.
Yet, at the same time, you should
always aim to present the options
in such a way as to enable the
parents to choose the most empowering response—for example,
adhering to the suggested schedule
of care as opposed to a watereddown version, or perhaps choosing
wellness over crisis care.
When you give the parents
choices they are more likely to
follow through because there are
options available. They are more
likely to feel comfortable with, and
therefore to follow, your advice
because it is their decision. Always
communicate what you believe—
tell them what you would do if
this were your child—but allow the
parents to make the choice.

VIDEO: GIVE THE PARENTS OPTIONS
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Keep it
Simple.
I

t is human nature to take something very simple and make it
much more complicated than
it need be. In the chiropractic
profession, I see this phenomenon
happening all too often.
There are many fantastic adjusters in our profession, there
are many superb clinicians, but,
unfortunately, many of these chiropractors are frustrated by a lack
of success in practice. In many
cases, what they lack is the ability
to explain to their patients the very
art that they have mastered.
Until these chiropractors learn
how to tell the chiropractic story in

a simple manner, I believe they will
not achieve the level of success that
they might otherwise. The subluxation approach to chiropractic is
logical and it need not be detailed,
complicated or confusing:
This is the brain, this is the
spinal cord, these are the spinal
nerves and this is your child’s
organs and cells. For your
child’s body to work, messages
must travel from the brain,
down the spinal cord and over
the spinal nerves. If a message
is interrupted, and the message
from the brain is not transmitted to your child’s organs or

Recognise
‘Early Departure
Warning Signs’
VIDEO: KEEP IT SIMPLE

cells, then your child’s body will
not function at 100 per cent and
your child’s health will be affected. Chiropractors specialise
in finding and removing these
interruptions to the nerve flow,
which are called ‘subluxations’,
so that your child’s body can
function as effectively as it can.
Keep the explanation simple so
that the chiropractic story can be
repeated over and over again. Not
just by you, but by your patients
and by the parents of your patients.

Be Consistent
All successful chiropractors have this one trait in common.
They are consistent with their procedures in practice. You may
currently have a successful practice, but the chances are it will not
stay that way unless you consistently continue to perform those
procedures that created your success in the first place. In practice,
VIDEO: BE CONSISTENT
there is a natural tendency to coast when all is well in your practice, when things are busy and running smoothly, and then to panic when things slow down, when all
is not well. That is not the way to run a successful practice. If you find yourself experiencing a lack of
growth, if your usually busy clinic is experiencing a quiet period, this can usually be traced back to a
lack of input on your part. A failure to stick to those tried and tested success procedures. To continue
to grow, you must do something to contribute to that growth on a consistent basis.
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Have you ever had a patient or family you thought
was happy with their care simply disappear, never
to be seen again? Of course you have!

D

o you sometimes wake up in the middle of
the night and think, ‘Whatever happened to
the Robinson family?’ or ‘I haven’t seen the
Martin family for ages’? Often it seems like patients
cease care without giving us so much as a hint about
why they have made that decision.

• ‘You know, my children are doing so well, but
my husband still doesn’t like the children coming.’ This person is really asking for help in
communicating the value of chiropractic to their
spouse, otherwise they may have to stop bringing
the children to your practice.

However, it is possible that there were warning
signs that we, as a team, simply missed. There will
often be an abundance of early departure warning
signs, but, more often than not, you will fail to pick
them up. In a family wellness practice, it is essential
that, as a team, you notice these and have strategies
in place to deal with them effectively.

• ‘My child doesn’t seem any different.’ When a
parent says this to you, this is an early departure
warning sign that should not be ignored. Unless
you address this immediately, they are likely to
leave and never return to your clinic.

There will often be definite early departure warning signs that come up in your conversations with
parents of patients. These should shout out to you to
do something, to say something, to react in a positive
manner and command your full attention. You need
to listen actively to what your parents are saying and
watch their body language. Some examples of early
departure warning signs are:
• ‘I’m really happy with my son’s progress, but
I’m really concerned that my health insurance is
going to run out.’ This is a classic early departure
warning sign. What this parent is really saying is
that even though they are happy with your care,
they will be leaving because of financial concerns.
In essence, they are saying loud and clear to you
that they do not see the value of chiropractic care.

In a family wellness practice, you and your team
will be faced with early departure warning signs
all the time. Your challenge is to first recognise
them and then to react appropriately.
Both the chiropractors and the CAs in your team
should have the chiropractic confidence, the knowledge, belief and passion to communicate their message to your patients so that they can make any
decisions about discontinuing care from an informed
position.

VIDEO: DEPARTURE WARNING SIGNS
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Practice Success Essentials

GLENN MAGINNESS

Hold Child
Chiropractic Workshops

T

here is no better way to
strengthen the foundation
of your practice than to
educate the children in your practice. Children have an insatiable
thirst for knowledge and a sense of
wonder about their bodies.
These children grow up one day
and may then bring their families in to see you. For those new
to practice, this may seem a long
way down the track, but, believe
me, it will happen sooner than you
think. For me, it seems like only
yesterday I opened my doors in Mt
Eliza and I now regularly see the
children of parents who I saw as
patients when they were children.
Educate children and you will have
them as patients for life.
Giving a children’s health talk
also offers you a great opportunity
to educate the parents further. After the workshop is over, perhaps

bring the children and parents
together and ask the children to
share their experience.
With your coaching, the children will explain what they learnt
about chiropractic, thus allowing
their parents to understand the
chiropractic story on a simple level
without you coming across in a
condescending way.
After children attend your
workshop, you may find they
become like little chiropractic
commandos—letting their parents
know when chiropractic visits are
scheduled, pointing out to them
the importance of keeping good
posture and regular exercise, and
reminding them how adjustments
will keep the family healthy.

It is important to ensure any
presentation to children is fun and
interactive. It should include information on the subluxation, nerve
and brain function, the chiropractic adjustment, the many causes of
the subluxation, as well as many
other important health issues. The
talk I present to children in my
clinic is the same talk I deliver to
preschoolers. You should also keep
in mind their attention span; aim
to hold a talk that is no more than
20 to 25 minutes long.
The most important advice I
can offer with these workshops is
to make sure you have fun: if you
have fun, the children will have
fun, and the more fun they have,
the more they will learn.

Often, children will also demand
their parents make an appointment after any fall they may have.

CONCLUSION
VIDEO: CHILD WORKSHOPS
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Discussed here are those essential procedures that contribute to the
success of a family practice. As I said earlier, these are what successful
chiropractors all over the world do, every day. For this reason, if you
want to be a successful family wellness practitioner, I encourage you to
implement these practice-building essentials in your clinic.
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