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N
ow is the time to go beyond
the basics. You may be using
technology but not max-

imizing it, or using non-physician
providers but not to the “top of their

license.” This issue of Doctor’s Digest will help you
aim higher and achieve more. We start from the ground
up, bolstering your commitment to being a 5-star prac-
tice, helping you develop a plan to become one, then
offering specific advice on how to make it a reality.

Author Deborah Gesensway talks about what an
exceptional practice does and the various ways it
can look. She goes into detail about how to improve
your customer service from rethinking your col-
lections process to updating your décor. Next she
explains why having non-physician providers in
your office is critical and how to address fears

of misuse. No practice can reach the 5-star level
without analyzing its use of technology, from EHRs and

smartphones to new applications for older equipment. Our technology
chapter tells you what are “musts” for the exceptional practice. Finally,
Deborah acknowledges the obstacles that may deter you from under-
standing or even addressing your practice’s shortcomings and offers in-
sights into how you can move forward to excellence.

One way is to have access to important, timely information. In con-
junction with the Institute for Safe Medication Practices, I’m proud to
offer REAL-TIME Medication/Hazard alerts that can be sent directly to
your e-mail. Just sign up for PracticeRx, the instant e-mail alert notifi-
cation service at www.doctorsdigest.net/ismp.

If you’re looking for 5-star advice about your personal finances, 
don’t miss the next issue of Doctor’s Digest-Money Matters. Go to 
doctorsdigest.net and click on Money Matters to find out about greater
tax deductions for medical equipment, why you should consider switch-
ing from a traditional IRA to a Roth IRA now, updated information on
how to pay investment advisors, and much more.

I remain dedicated to helping you bridge the gap between the practice
of medicine and the business of medicine. As always, I look forward to
hearing from you. Contact me at jbrandofino@doctorsdigest.net or by
fax to 516-364-2575.

Jeannette Brandofino
Publisher

e-mail: jbrandofino@doctorsdigest.net

Dear 
Doctor:



Now, instantly and securely 
report medication safety errors 
and receive REAL-TIME Instant 
Medical and Hazard Alerts from 
ISMP with our FREE iPhone/iPod 
Touch/iPad App under the Medical 
Category in the Apple iTunes Store.

� ISMP Med Safety Alerts: Urgent audio alerts in 
Real time!

� Medication Errors Reporting Program (MERP): 
Report errors securely and directly to ISMP.

� Essential Practice Management Tips from 
Doctor’s Digest: In text, audio and video format.

� Free e-subscription to Doctor’s Digest-Money 
Matters: Personal financial tips for MDs from 
the experts.

To register, please go to iTunes App 

Store and search for PracticeRx. 

Reach Your National Patient Safety 
Goals With Our 

Free iPhone/iPad App

PracticeRx 
by Doctor’s Digest

Don’t have an iPhone? Go to www.doctorsdigest.net/ismp  

to sign up for REAL-TIME Medication/Hazard alerts to be 

sent directly to your e-mail address.



What Makes a 5-star Practice?    8
Consider what an ideal practice might look like, then walk through the
steps to achieve that reality for your practice.     

Great Customer Service         28
Discover the 10 tips that will help your practice offer 5-star customer
service. 

Non-physician Providers in Your Office    50
Find out how to use mid-level providers to leverage your hard work. 

Must-have Technology  60
Learn what your EHR must be able to do, how to re-think older tech-
nologies, and why your next move online should be interactive. 

Overcoming Obstacles 70
Determine how a new approach can help your quest for excellence survive
the often-difficult process of change.

For More Information 78

What makes a primary care practice exceptional: providing quality

care, having a smooth-running office, focusing on teamwork, or

using the latest technology? It may be all of that plus what may be

an underestimated ingredient: communicating your caring attitude to

your patients. This issue of Doctor’s Digest takes a unique look at

what constitutes a “5-star practice” and how to become one.
We start by talking about what makes for a top-tier office including

whether you need an outside stamp of approval and what patients ex-
pect from an “excellent” experience. We make a case for providing
customer service that exceeds your patients’ expectations, then out-
line practical ways to put that into practice. Next we talk about the
best ways to use non-physician providers in your office—and address
concerns about doing so—then walk you through the specific train-
ing, pay rates, and other factors you need to know about these
providers. We next encourage you to expand your comfort zone by
considering what analysts consider to be must-have technologies.

Finally, we address the hard work involved with making all these
changes. We offer ways to ease the transition and dispel misconcep-
tions so that you can remain focused on becoming the practice of the
future—today.

Becoming a 5-star Practice


