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If a member 
of your team 
always goes 
the extra mile, 
they need to 
know that 
they are 
supported, 
listened to, 
respected and 
valued

The right staff are critical to your success. Pam Underdown explains why the team you 
surround yourself with can make or break your business, how to find the right team-
players and ensure they produce a consistent experience for patients every time they visit

Setting up the right team to 
represent your medical aesthetic 
practice is imperative to the suc-
cess of your business. 

the team you surround yourself 
with can make or break your prac-
tice. getting the right team play-
ers on board is difficult and 
ever-changing, but vital to your 
success. 

Many aesthetic practitioners 
have challenges with their staff, 
who:
	Do not care about the practice 
as much as they do – for many, it’s 
just a job;
	Are not converting prospective 
patients into paying patients – in 
fact, some even chase patients 
away;
	Do not know how to promote 
the practitioner or the practice as 
the best choice to the patients.

So, do you have the right team 
in place? And, do they know their 
main job is to promote you and 
your aesthetic services and that 
starts with impeccable patient 
service? 

it’s imperative every team mem-
ber who works for you knows 
exactly what is expected of them.  
What if they aren’t pulling their 
weight? Are they going off sick all 
the time?  

perhaps targets aren’t being met 
or some team members aren’t 
upselling like they should be? 
Maybe you have even heard the 
odd story from one or two 
patients who said that staff are 
sending them elsewhere when 
they know there is a better deal 
on? 

Always complaining
Some team members always seem 
to have something to complain 
about: not being paid enough, 
targets too high, prices too high, 
not being valued enough – aka 
‘the grass is always greener on the 
other side’ syndrome.

On the flip side, you know the 
team members you do wish to 
have on board. they are the first 
to arrive – except for you – the last 
to leave and the last to take a 

lunch if someone else is not run-
ning on time.  

they are responsible for their 
own schedule, the first to work 
hard to fill in gaps, the first to 
hear the stress when a practi-
tioner is too busy, they are respon-
sible for all paperwork, they can 
operate all of the systems easily  
and they always have a smile on 
them, no matter how busy they 
are.

if a member of your team always 
goes the extra mile, they need to 
know that they are supported, lis-
tened to, respected and valued. Let 
them know you appreciate them 
and make sure that you thank 
them for doing their job well. 

All of this acknowledgement 
and praise is essential for a happy, 
productive environment both for 
your team and your patients. 
Remember, your patients deserve 
a calm, friendly and stress-free 
environment and are the first to 
pick up on the atmosphere if it 
doesn’t feel right. 

A happy team is 
a successful one
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Where can you find the right 
team players? good candidates 
are everywhere that good service 
is provided. Look for new recep-
tionists or patient co-ordinators at 
a high-end restaurant you dine at, 
at your exclusive hair salon, retail 
boutiques, the department store 
cosmetic counter or anywhere 
else where quality services and 
products are sold. 

talk with the well-groomed, 
well-trained staff that understand 
the importance of awesome 
patient service and find out if 
they are interested in making a 
change. they have already dem-
onstrated they know how to treat 
customers, so they are most likely 
going to treat your aesthetic 
patients with the same quality 
service.  

it can take a lot of time and 
money to train the right person to 
fit into a front-desk position. 
train them correctly and encour-
age their growth. it is hard work at 
the front desk – hearing other 
staff laughing and talking to each 
other and feeling like they are too 
busy to take part. 

the whole team should acknow - 
ledge and understand just how 
important the front desk position 
is. they are usually receiving the 
lowest pay but the highest 
amount of pressure.

The Disney factor
So how can you keep loyal staff 
members? Let us refer to an exam-
ple of an organisation that i have 
spoken about before in a previous 
article. this is one that not only 
looks after its ‘guests’ but also its 
employees so well that they are 
some of the most loyal in the 
world: the Walt Disney Company.  

Disney executives believe in 
MBWA or ‘Management by Walk-
ing Around’ and are commonly 
seen walking around the rides and 
exhibits, talking to the guests and 
the employees. they ask ques-
tions and they find solutions to 
make everyone’s experience, 
including that of the employees, a 
positive one. 

everyone at Disney is on a first-
name basis and they wear only 
their first names on their uni-
forms. it is in the training manual 
that all employees are to wear 
their name tags at all times. 

When Michael eisner was in 
charge of Disney, if he was noted 

not to have his name tag on while 
walking in the park or ‘on stage’, 
he was reminded by one of the 
employees that he was ‘out of uni-
form’. At Disney there is no dou-
ble standard. everyone, even 
Michael eisner, had to follow the 
rules.

Disney believes that extensive 
training of the cast members is a 
key to the employee commitment 
to quality and pride. every new 
employee including the street 
sweepers have intensive training 
before he or she is considered 
ready to ‘go on stage’ in front of 
the guests. 

All cast members know where 
every attraction is, when it starts, 
and how long the waiting time is. 
it all gets back to the Disney phi-
losophy of friendly, smiling cast 
members who are always ready to 
help you and make your Disney 
experience a memorable one. 

Disney managers and execu-
tives have recognised the neces-
sity of knowing what their guests 
are experiencing, thinking, see-
ing, touching and smelling.  

Which is why every executive 
and middle manager will spend 
several days each year as a cast 
member to understand the feel-
ings of both the front-line cast 
members and the guests.

Lessons to be learnt
What lessons can your practice 
borrow from Disney? First, Disney 
leads by example. Most Disney 
executives come from within or 
from the bottom up. Disney has a 
rigorous selection process for all 
its employees. no one is selected 
after a single interview. 

employees that don’t work out 
in the job they were given are sel-
dom dismissed. Disney assumes 
the person was right but the job 
was wrong and they are retrained 
for another position. 

those employees that do a good 
job are promoted within the 
organisation. Consequently, 
Disney reports one of the lowest 
employee turnover rates in the 
entertainment industry.

Make sure your employment 
process is also very selective. 
ensure that every applicant 
watches a video on the philoso-
phy of your business and the 
expectations for all the employ-
ees. When some candidates learn 
about the dress code and the team 

The whole 
team should 
acknowledge 
just how 
important the 
front desk 
position is. 
They are 
usually 
receiving the 
lowest pay but 
the highest 
amount of 
pressure

Disney 
believes that 
extensive 
training of the 
cast members 
is a key to the 
employee 
commitment 
to quality and 
pride
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PROBLEMS 
WITH THE 
TAX MAN?

HMRC tax investigations and disputes 
create diffi cult and stressful times.  

As an award winning fi rm of tax experts, 
our highly experienced partners specialise 

in resolving problems relating to tax 
investigations and disputes with HMRC.

To fi nd out, in confi dence, how we can help call 
0800 734 3333.

‘Here to help. Not to judge.’

Gilbert Tax Consultants LLP   |   Offi ces in London, Leeds and Newcastle   
T: 0800 734 3333   |   E: enquiries@gilberttax.co.uk

www.gilberttax.co.uk
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member philosophy, they may 
not pursue their application any 
further, as it may not be right for 
them.  

One of the most important 
things that contributes to the suc-
cess of any top-performing prac-
tice is the ability to transform all 
of the right staff into a dream 
team of ‘A’ players. 

strong leadership
it all starts with a strong vision of 
leadership. However, there is an 
important difference between 
‘leadership’ and ‘management’.

Management is a bottom-line 
focus: How can i best accomplish 
certain things? Leadership deals 
with the top line: What is the out-
come? What are the things i want 
to accomplish?  

in the words of business expert 
peter Drucker: ‘Management is 
doing things right; leadership is 
doing the right things.’ if you are 
‘managing’ the people who work 
for you, then you only have 
‘staff’. 

But if you provide leadership 
and vision, then your team gets 
aligned with your purpose. they 
will love working for you and 
making your business a success, 
because they know it will affect 
their lives as well.

there are times when your staff 
may burn out from overbooked 
scheduling and demanding 
patients, so it’s easy for them to 
feel overworked and under-appre-
ciated when working at a fast-
paced, busy practice.  

Rather than deal with their 
leaving and you scrambling to 
replace them, which is costly and 
time-consuming, you need to do 
everything you can to keep hold 
of the best team members by pre-
venting problems before they get 
to that level. 

Here are a few strategies that 
work:

1 hold staff lunch meetings. 
Once a month (weekly is bet-

ter), have lunch catered in and get 

your staff together for a fun meet-
ing. talk about what’s going well, 
what could be better and open it 
up for suggestions on how to turn 
your practice into the best of its 
kind. Staff will perform better 
when they are part of the team 
and you listen and hear them and 
their suggestions.

2 Work as a team – celebrate 
as a team. You want staff to 

share fun memories with each 
other and not just see each other 
as colleagues in a busy, stressful 
environment where there is no 
time to chat and relax. 

At least once a year, hold your 
annual staff party where they can 
let down their hair.

3 Finding good people is only 
half the battle. The other 

half is retaining them. Building a 
high-performing team starts with 
goals, roles and reviews. 

However, they are looking for 
leadership and encouragement 
from you. Keep it simple. tell 
them what you expect from them, 
give them the training they need, 
listen to their input, give them 
goals to strive for, make them feel 
part of the team and, by all 
means, show your appreciation.

4 say ‘thank you’. A simple 
thing to do that carries a lot 

of weight is to say ‘thank you’ 
every night to every team mem-
ber as they walk out the door. 

if you do this, you’ll have a bet-
ter chance of them walking 
through the door again in the 
morning.

5 conduct an anonymous staff 
survey to really find out what 

your team enjoy or don’t enjoy 
about working at your practice. 

Ask for ideas and input about 
improvements and then get every-
one involved to ensure buy-in and 
engagement. 

Pa m el a  Un d e r
down (r ight)  is 
chief executive at 
Aesthetic Business 
Trans form ations

reasons for qUITTIng
Here are the most common reasons why your staff may move on:
	Lack of recognition and appreciation (huge one)
	Lack of communication (another huge one)
	Lack of leadership and vision from the management 
	They don’t feel part of the team and feel isolated
	They are not getting along with other staff
	They lack clear job descriptions and expectations
	Their work doesn’t feel meaningful
	They feel as though they are not contributing and don’t feel valued
	feeling stressed and overworked
	Higher salaries and benefits elsewhere 
	There’s no career path/training: they feel they’re not going anywhere

FANCY A VACATION IN CANNES? 
Newly renovated, furnished, two-bedroom flat with two 
bathrooms available to rent. 
The artist-designed flat (visible in picture above) with spectacular 
views overlooking the old port, five minutes’ walk from centre of 
town offers: 
l Spacious living room  l	Wifi internet 
l	Dining room  l	TV
l	Modern kitchen  l	Balcony
l	Lift  l	Beaches
l Easy public transport to l	Flower, vegetable and fruit 
Antibes, Nice, MonteCarlo      markets nearby

Contact: ninafromkaur@hotmail.com

Yes, we Cannes!


