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){l!esrs?ts PRACTICE DEVELOPMENT PROGRAM Assessment

Assessing Your Internal Marketing

Purpose: Assess how well your practice is implementing internal marketing as a strategic approach to laser
vision correction procedure growth and development. Analyze doctor and staff commitment to the
business and service processes that support internal marketing. Review your current patient support
materials for accuracy, currency, and consistency and identify materials for changes or updates.

Preparation: Gather the patient support materials regularly circulated in your practice.

Practice name: Date:

Doctor and staff commitment to Lvc

Yes, definitely Somewhat Not at this time

A. Regular staff meetings update everyone on goals and other information. O O O
B. Continuing education and training programs are in place for staff. O O O
C. Staff scheduling is continuously adjusted to manage Lvc growth. O O O
D. Staff are encouraged to make suggestions to streamline and improve O O O

internal systems.

E. Timeis allocated for planning and assessment of the Lvc practice. O O O
F. Abudget has been developed for Lvc internal marketing programs. O O O
G. Doctor pro-actively discusses Lvc with potential candidates. O O O
H. Staff proactively discusses Lvc with potential candidates. O O O
. Staff seeks to understand and use knowledge about Lvc. O O O
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Assessing Your Internal Marketing

Internal marketing operations

A. Incentive programs reward/celebrate success.
B. Job descriptions and duties are designed to optimize patient service.

C. Employee performance is evaluated for patient service
and Lvc teamwork.

D. Procedures for handling Lvc inquiries and follow up are in place.
E. Computer and telephone tools are available for Lvc.

F. Procedures for handling difficult patient interactions, schedule delays,
and similar situations are clearly communicated and performed.

G. Marketing calls are handled away from the front desk.

H. Telephone system is audited routinely and updated if needed.
I. Telephone protocols are developed and monitored.

J. Incoming and outgoing marketing calls are documented.

K. Marketing call data is updated at least 3 times a week.

L. Patient surveys are distributed, collected, and analyzed.

M. Magazines and books are current and well-stocked.
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Assessing Your Internal Marketing

Patient support materials

Materials list

A. Identify all of the Lvc support materials that are currently in your office or that you send to prospective patients
(Lvc brochures, flyers, newsletters, patient information packets, educational videos, etc.). Complete the form below,
using the example in the first row as a guide. Check the last column if you determine that a piece needs to be revised.

Last Follows Qtyin
Name Purpose Mail " |Current | revised | branding?| PIP3 | stock | Revise
Frequently Asked Questions address patient concerns v | v 1102 v | 10 | v

1. Check this box for pieces that are mailed.

2. Check this box to indicate that an item includes your practice’s logo, slogan (if applicable), and is consistent with other practice materials.
3. Check this box if an item is included in your Patient Information Packet.
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Assessing Your Internal Marketing

B. How often does your staff check that these support materials are in stock?
O Bi-monthly O Monthly O Quarterly O Semi-annually

C. Are all of your support materials marked with your practice’s contact information?
O Yes O No

D. Are all of your support materials marked with your logo and slogan?
O Yes O No

E. When do you offer these support materials to prospective patients?

Patient Information Packets

A. Are the materials in the Patient Information Packets packaged in the same order each time they are compiled?
O Yes O No

B. How do you package or group the materials together?

C. Do you have a master packet for staff reference?
O Yes O No

WHAT NOw?
Share your completed worksheet with your BDm as you work together to develop an Action Plan. Keep your completed
worksheet for future reference — it will serve as an instructive benchmark of your practice at this point in time.
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