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 Sell and trust

Platinum system is used by thousands of chiropractic doctors in 18 countries, over the 5
continents.  Millions of chiropractic health cards have been distributed to chiropractic
patients around the world.  As the Founder and President of Platinum System, I have
personally been in many hundreds of clinics around the world.  My visits to all these clinics
gave me the opportunity to observe all kinds of chiropractic management systems.  I
personally made installations on site and trained doctors and CA seeing anywhere from 0
patient (new doctor in a new clinic) to hundreds of patients in one single day.  I have seen
new clinics growing very quickly and some others very slowly.  

Why does it seem easier for some doctors to grow their practice and for some others so
difficult?

This is the question that came to my mind at some point and I wanted to find out the
answer so I could make Platinum system much better for growth.  

It is not:

It is not whether you use care plans or not.  I have seen huge chiropractic practices with
care plans and some others without any type of care plan.  One of the practices based on
single appointments had a waiting list and still has after 20 years of operation.  

It is not whether you are cash practice or insurance. I have seen many large practices and
they can either be cash or insurance oriented, or a combination of both.  

It is not about spending tons of money for marketing.  Marketing is good to attract new
patients in but if you cannot convince them to stay, marketing is no help.

It is not about the bad economy.  Patients will spend their money somewhere else anyway.
A patient who suffers is open mind to invest in his health and in chiropractic care.  It is all
about priority.

It is not about if the CA is good or not.  The CA is an important part of the team and she
(he) can help but she (he) is not responsible for the growth of the practice.

It is not about how good the doctor is for adjusting patients.  Doctors, you are all very good
at what you went to school for.  You are all dedicated to your profession and all of you want
to restore good quality of life to all your patients.

It is:

The answer is simple.  It is all about Sell and Trust.  In the end, only one word makes sell
and trust happen: Integrity.



Let's make it clear, step by step.

Step 1 - Sell:  
A new patient does not know you much.  At this point, there is no trust.  We are at the Sell
stage.  This applies to referred patients as well.  The first few visits are crucial.  In a very
short period of time, with great integrity, you (and all your team) need to:

1. be convinced that the patient needs chiropractic care
2. explain the situation to the patient
3. convince the patient to start chiropractic care
4. convince the patient to follow your recommendations

Step 2 - Trust:  
If step 1 has been successful, then you have to work on building trust from the patient
towards the doctor, the team and the overall practice.  Building trust is all about integrity.  

In the waiting list office I have seen, I heard the doctor say to a new patient:  “With what I
can conclude from my diagnosis, I do not recommend chiropractic care and will refer you
to ...”.  I also heard “You have been here for 7 visits, you have responded very well to
chiropractic care and your pain has gone away.  Now, we will stop chiropractic care.  Keep
exercising and eating well, this is very important.  If your pain comes back again, then
come back and we will see where we stand.  You reacted very well to my care and I am
very confident things will be going very well for you.”

I am not saying you have to send new patients to other professions neither stop their care
early to build trust.  But you need a well defined plan (strategy) to build Trust.  When
patients have full trust, they come back for any other problems they may have in the
future.

The recipe to kill trust (True story):
A close friend of mine quit chiropractic care.  This is how he explained to me:  “I went to a
chiropractor who convinced me that I need treatments 3 times per week for a period of 8
weeks.  He insisted on how important it was to follow the recommendation of 3 times per
week.  I started care but at the third week, I missed 1 appointment.  During the next visit,
the doctor asked me why I missed the appointment and insisted to make sure it would not
happen again.  I trusted the doctor.  Suddenly, 2 weeks later, the doctor had to close his
clinic for 2 days, stating he had to go to a seminar for improvement.  When I asked him
how I could make it 3 times that week, he said it would be ok for that week to come only
twice.”  My friend understood that the importance of following his care recommendations
was based on the doctor's schedule, not on his health condition.  He lost faith, lost trust
and quit care instantly.

Building a chiropractic office based on Sell and Trust is a slow going process.  You will not
double your practice overnight.  But your growth will be strong and consistent.  It is a 3 to 5
year process.  This is the most economical growth process.

Building growth on Sell and Trust is exactly what Platinum System does, with great
success.  It is a long term view.

Include in your Sell & Trust plan the technology you are using such as Platinum



System and any other you may have in your office. Patients like to see your efforts to
provide them the best care investing and using the latest technology.

Task

Make a plan for your Sell process.

Make sure all members of your team are well trained for the plan.

Make a clear plan, on paper, for the “Building trust” strategy.

Make sure all members of your team are well trained for the Trust plan.

Make sure all members of your team understand Sell and Trust are two different aspects
of your practice.

Every month, review those plans with your team and make sure they are up-to-date.  

Have discussions on Sell and Trust plans regularly with your team.

Consistency is the key.  
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