
Many practices are faced with
the challenge of being able
to effectively recruit and

retain employees in today’s highly com-
petitive work environment.
Unfortunately, staff members are often
lost to a competing practice or decide
to start a new career in a different
industry. Reasons for employee
turnover vary and include feelings of
being unappreciated, poor leadership,
greater compensation and benefit pack-
ages offered by someone else, or lack of
a clear understanding of roles and
responsibilities.

Practices that dedicate meaningful
time and resources to staff training can
better position themselves to attract
and retain a high quality team of
employees. Continuing education helps
improve staff morale, motivates
employees, and creates a higher degree
of job satisfaction. In addition, employ-
ees can be groomed for other positions
within the practice, providing them an
opportunity for advancement and per-
sonal growth.

Taking Action
To fashion a successful employee train-
ing program for your practice, take the
following action steps:

Develop a Staff Training Plan.
Creating of a detailed, written plan for
continuing education will help ensure
the success of your training initiatives.
Your training plan should include well-
defined protocols for the following
items:

• Training opportunities that are
available, i.e., in-service training, inde-
pendent study (online training, books,
videos), society-sponsored courses, ven-
dor-sponsored courses, etc.

• Oversight of the program and the
roles and responsibilities of the person
responsible.

• Frequency of training and time
allocated to employees (during their
normal work schedule) for continuing
education.

• Allocation of company funds
available to employees for external
training, such as society-sponsored pro-
grams, and reimbursement of expenses
incurred. 

• Recognition or award programs
for employees who successfully com-
plete designated training.

• Advancement opportunities within
the practice as a result of completing
specific training curriculum.

Deploy a Dedicated Training
Coordinator. Assign responsibility for
your training program to one individ-
ual. Most likely this person will be
someone in administration or manage-
ment, i.e., your human resources super-
visor, practice administrator, or a
department supervisor. Clearly define
the roles and responsibilities of your
training coordinator and solicit recom-
mendations from him/her on develop-
ment of the training plan. The training
coordinator will be responsible for
implementation and will interact with
other staff members, i.e., supervisors

who will provide input on employee
training plans, providers or other staff
members who will facilitate the train-
ing, and obviously, direct interaction
with all employees participating in con-
tinuing education programs. Develop
specific goals and objectives for this
position and include them in the
employee’s job description.

Create Individual Training Plans.
Individual training plans should be
developed for each staff member and
updated on a regular basis. Solicit input
from employees and make every
attempt to incorporate their goals and
objectives for personal development
into the training plan. Plans will vary
by employee. For example: 

• Back office personnel always ben-
efit from a close association with an
experienced colleague. New medical
assistants should be mentored by the
more experienced medical assistant to
learn the various policies and proce-
dures of the practice. Also, physicians
should make time to answer specific
questions related to products, services,
or procedures. 

• Front office staff benefits from
customer service and telephone skills
training; however, it would also be
helpful for them to participate in in-
service programs related to billing and
collections or other office functions.

• Each new employee should receive
well-defined orientation training, as
well as be provided ongoing training
related to his/her specific job responsi-
bilities.
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• To upgrade overall staff knowl-
edge, the physician and/or appropriate
management should consider hosting
“lunch time” educational programs.
The meal should be provided by the
practice. This educational venue is
generally well received by staff and
affords the physician an opportunity
to encourage teamwork, as well as
educate team members on the prod-
ucts or services most important to the
physician or practice. 

• Training plans should include rec-
ommended timelines, stated objectives
for completion (i.e., pass/fail scores),
and follow-up training if objectives are
not met. Maintain copies of the
employee training records in personnel
files for recognition during annual
work performance reviews.

Identify Courses and Training
Materials. The training coordinator
should develop a menu of available
courses and materials. This may
include:

• Allergan Access, a web-based serv-
ice with a number of valuable tools
specific to areas such as marketing,
human resources, and financial man-
agement. The training guides associat-
ed with the tools can be used for
employee education. Staff members
involved in these areas could benefit
from exploring the website and utiliz-

ing these tools.
• A list of independent study pro-

grams should be available, including
recommended books, articles, and
training guides. 

• A directory of external training
opportunities offered by medical
device, pharmaceutical, and cosmeceu-
tical companies. These resources,
though product oriented, are excellent
resources to utilize in development of
specific procedure and/or product
knowledge. In-service programs on
customer service, telephone skills,
patient counseling, etc, are readily
available. For example, in many cases,
your Allergan Dermatology
Therapeutic Territory Manager or
Allergan Botox Cosmetic
Development Manager can provide
videos and/or PowerPoint presenta-
tions to help facilitate training.

Detail an Implementation Plan.
The first step in implementing your
program is to educate staff. A general
staff meeting, with the physician(s)
present and participating, is an excel-
lent setting to inform employees of
your commitment to their ongoing
education and personal development.
During this meeting you should
review the training plan and protocols
and introduce the training coordinator
and explain his/her role and responsi-
bilities. Provide timelines for imple-
menting training and encourage ques-
tions and feedback from staff. Once
you have initiated training, stay the
course. Continue to make this a prior-
ity and highlight accomplishments
periodically at staff meetings. 

Monitor Results. Track the
progress of each employee to help
ensure he or she is meeting desired
objective(s). Schedule regular training
review meetings with staff to discuss
results and update training plans as
needed. In some cases, you may offer
salary increases or job advancement to

employees who have successfully com-
pleted a designated curriculum. In
addition to review of individual per-
formance, you should also monitor the
results of your overall program. On an
annual basis (or more frequently, if
desired), perform a review of your
plan and make necessary modifications
to improve and enhance the program.

Celebrate Accomplishments.
Recognition of individual and team
accomplishments is key to the success
of your program. Everyone wants to
be acknowledged and rewarded for his
or her efforts and achievements.
Develop a creative and fun reward
program for your employees.
Recognition can be done both pub-
licly and privately. Some ideas to con-
sider include:

•  Certificates presented at staff
meetings.

• Letters of recognition signed by
the doctor.

• Trophies or plaques
• Gift certificate for lunch or din-

ner for two.
• Balloons tied to the desk.
• Preferred parking space.
• Books, tapes, or videos.
• A special pen or personalized cup.

∑ Team celebration such as dinner at a
nice restaurant or a block of tickets to
a sporting event or concert.

All-around Impact
Whether your “success” rewards are
big or small, formal or informal, staff
will be motivated by your actions,
employee morale will be enhanced,
and practice performance will
improve. Implementing and maintain-
ing an effective employee training
program will create a better work
environment for all team members,
improve your retention rate, and
allow you to recruit the best possible
candidates. Most importantly, it will
have a direct impact on the quality of
care delivered to your patients. 
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New in Your Practice

In God You Trust? Religion may be a big-
ger part of physicians’ lives than previously

thought, according to a survey in the June
issue of Journal of General Internal Medicine.
The survey found that 76 percent of sur-
veyed physicians say they believe in God and
55 percent say that their religious beliefs
influence their practice of medicine. However,
physicians were more likely to call them-
selves “spiritual” but not “religious.” 

               


