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The 10¢ Decision: 
How small change pays off big





Patient’s 
Perceived 

Value
=

Today’s 
Competitive 
Advantage



Business Trends in a 
Post-pandemic era =

• Transparent
• Automated
• Human connection



• 6 Steps to Achieving an Extraordinary Guest Encounter

• Formula for Influential Communication

• A closer look at common sense

• Accurate self-analysis of communication skills

• Bonus: Vault of resources for post-event training

Today’s plan



Knowing
vs.
Doing







It’s all about the snapshot





CALL

Encounter Points

http://clearfinancial.ie/news/congratulation-to-our-winner/


The Results 
Are In!









Influential Communication
Thoughts + Presence + Words



Thoughts



Presence



Silent Signals



Words
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Words & Phrases



How are you?
Nice to see you.



Busy

Dr. Hill is currently with a patient, is 
there something I can help with? 



Toots
Sweetie

Honey

Babe

Dearie



Verbal
Vomit



Wait

If you would like to relax here,
we will call you back when you are fully dilated.



There’s nothing I can do.

That’s our policy.



No.
Actually,



Sorry.



Stuff your 
Sorries in 
a sack!  







• Environment in which you were raised during formative years

• Generation in which you were born

• Core personality – extrovert, introvert, ambivert

• Service behaviors of those you used to work with

• Example set of those you work with today

5 Influences of Common Sense



Accuate self-analysis



Shades of Brilliance
Communication by personality type



Finding your Shades of Self
Understanding your personality type & 

using it to improve workplace 
relationships

SEE SEPARATE DOCUMENT IN 
VAULT FOR HANDOUTS 

ON THIS TOPIC!



Action Steps



Showtime!

Go time,

All the time…



Anticipation of Needs



Focused Encounters

to view the video shown in this 
program visit go to Youtube and 

search the phrase 

“awareness test”



How to stay in touch, plus a bonus tip (vault)!



New Message

To: 66866

goodies

• Big 7 of Service
• It’s Showtime!
• Is My Body Language Showing?
• Scripting for Superior 

Communication
• Dealing with the Angry Person
• Level up your Thank You’s

ext to get Goodies:



Vault





This first thing I do is 
make sure that 

everyone on set is 
making the 

same movie.”

    



“It doesn’t matter how good of a doctor I am, if the patients don’t like you!”
Neil Ross, MD



“It doesn’t matter 
how good the 

baker is, 
if the cashier spits in 

your cake!”

~Laurie Guest



Professional Speaker and Trainer
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