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How to Profit from Kindness as an LNC 

Jill Lublin 
 
 

Pat: This is Pat Iyer with Legal Nurse Podcasts and today we're going to 
be talking about the benefits of kindness. They affect us as legal nurse 
consultants not only in the realm of interacting with our clients who 
are attorneys, but also the fact that lack of kindness can end up setting 
up a climate where people get angry with the care that they receive. 
They are looking for fault and they are looking for assistance to 
determine whether they have a valid medical malpractice case when 
something goes wrong. 

 Jill and I have known each other for quite a while. She's a member of 
the National Speakers Association and is a prolific author. She speaks 
on the topics of radical influence, publicity, networking, kindness and 
referrals. She has written a number of books, including four best-
selling books. Her latest book is called "The Profit of Kindness" and it 
went No. 1 in four categories. I know that I purchased it I think the 
day after it was published and really enjoyed it. I thought she could 
help bring that content to you by being part of this podcast.  

 She has over 20 years of experience working with over 100,000 
people plus in both national and international media. She teaches 
publicity crash courses at both live events and live webinars, and 
speaks all over the world.  

 Jill, I'm so pleased that you could join us for this show today.  

Jill: Thank you, I'm delighted to be here.  

Pat: Let's talk about this from a perspective of your life. I know that your 
life was dramatically changed by something that happened to you. 
Can you tell us what that event was? 

Jill: I was actually speaking, and it was an international speaking 
engagement. I literally tripped over a curb and it changed my life 
forever. I fell and fractured both ankles in multiple places at once. I 
ended up in a wheelchair for five months and was unable to do really 
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anything. I had to have a caregiver. I had to have a lot of support. I 
was unable to move. I couldn't cook, but that was kind of my favorite 
part actually. Everybody had to bring me food. I had to be driven to 
appointments.  

 It was quite a time and a time that I learned so much from. It was a 
good time in many ways besides the injury and the offset, but what 
happened from that was that I ended up doing a Twitter show called 
"Messages of Hope". Although I'm a PR expert, I've always been 
committed to using media as a primary positive force for good in the 
world. This accident kind of tipped that over, so that was really 
important.  

Pat: I know that it helped you focus on kindness. I know you were the 
recipient of a lot of kindness when you were disabled. Nurses in our 
audience would understand what non-weight-bearing means and all of 
the implications of having to rely on people, particularly when you're 
an independent person to begin with.  

Jill: Exactly. I was one of those and still am of course a high achieving, 
fast moving independent person. The next thing I know I am non-
weight-bearing. I must rely on everybody to do everything and I really 
had to ask for a lot of help. That was the part that was mostly a little 
tough.  

Pat: This made you become interested in kindness, which we're putting in 
a business context. Tell us about the profit that comes from kindness? 

Jill: It's interesting. While we were interviewing the companies for "Profit 
of Kindness", we interviewed many kinds of companies. Ones you 
recognize like Hyatt, Kleenex, Panera Bread Co. and some smaller 
companies like a local vet who had two offices. What was interesting 
is that there was a commonality among all of them and that is that 
with kindness what happens is your profits go up. Your clients are 
happier. You're happier. Your wellbeing is better. Interesting enough 
really from a revenue and profit focus, everything was accelerated.  

 In "Profit of Kindness" we have something we call "ROK" (Return on 
Kindness). Most people are concerned about "ROI" (Return on 
Investment). What's fascinating and I think important to know is that 
ROK is actually incredibly profitable. We don't it for that ever, but 
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what's wonderfully consistent that we noticed is that every company 
that was kind also was profitable. Of course, as a PR expert, I'm 
interested in why does being kind good for a company.  

 Interestingly enough I also watched that kind companies got more 
publicity, got more visibility, had more credibility and were just 
thought of more often. I know that it's that culture of kindness, so that 
was exciting to see also. 

Pat: I'm working right now with a couple of men who started an oil and 
gas drilling company. They started a welding company out of the back 
of their pick-up truck and grew it to 800 employees. One of their 
ethical principles is that they tithe a percentage of their profits. They 
put that money into helping individuals, helping communities and 
helping churches. They give it away and the result of that effort has 
been a deepening respect for them as companies, more business, more 
connections and more expansion. It's coming from their values and it 
has been very good for their business.  

Jill: I love that. That's exactly what I'm talking about.  

Pat: Tell us about the power of connecting with clients. 

Jill: I have seven points of "Profit of Kindness" or the "Return on 
Kindness Principles", the "Rocks" we call them and one of them is 
"Connection".  

 It's interesting in today's world because we are so connected that I 
think in a way we've become disconnected, meaning people crave the 
connection. People crave the opportunity to interact with each other 
and to speak to each other. I think that's important. As much as emails 
are fabulous and great ways to connect, I just think it's important that 
sometimes you pick up the phone and you really talk to people.  

 I teach these publicity courses and we have a lot of alumni. At first, 
we were connecting with people via email and inviting them back as 
our guest. We then started picking up the phone and saying, "Guess 
what, you can come back to the publicity course as Jill's guest" and 
people were thrilled to receive the calls. People started coming more 
because of that.  
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 That's what I'm talking about and I think that's important. It's that one 
sees the benefits of what's possible through the connection. What I've 
noticed Pat, is that things happen in person through a connection, over 
the phone or even as we're private messaging on Facebook, LinkedIn 
or whatever mode you might use. There is still more of a connection.  

 Now the interesting thing is we're all busier than ever, so one thing 
I'm big on is to keep connections focused, quick and to the point. 
Don't take a lot of people's time and they respect that. I think that's 
important, that you set up parameters and boundaries. You know how 
much time will you connect and what's needed so that people 
understand that.  

 I remember doing a session with someone and their session was an 
hour and a half. Well, I didn't have 90 minutes to spare. The "Profit of 
Kindness" was just coming out and so for me that was a lot of time. I 
had to say, "We're going to do half the session now and half the 
session later," but that wasn't communicated to me in advance. I do 
think it's important that one knows the connectedness parameters, but 
also that you connect and that you reach out to your clients. That you 
reach out to your prospects and that you start connecting in new ways.  

Pat: Tell us about the "Bucket Brigade" and how does the "Bucket 
Brigade" relate to kindness? 

Jill: One thing about buckets is either you're filling them or you're 
emptying them. One of the things that we want to engage and 
empower people to do with their buckets is to fill them. That means to 
reach out to others, to think consciously, "How can I contribute?" 

 Particularly the people on your call are contributors anyway because 
of the nature of the service of your work. I would tell you that one of 
the things we recommend for "Profit of Kindness" is to practice 
conscious acts of kindness. People talk about practicing random acts 
of kindness and I say let's practice conscious acts of kindness, and 
that's important now. That's a real key and I think important.  

Pat: Let's talk about regular praise and recognition. I think that's a 
fascinating piece that you cover in your book from many perspectives. 
Putting it in the medical errors perspective, if people don't feel 
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appreciated and they don't think what they're doing makes a difference 
they can get sloppy in their practices.  

 Healthcare has multiple opportunities for errors to occur just because 
of the sheer complexity of what's necessary to take a person from the 
waiting room of a same day surgery unit, where I was on Monday, 
through discharge three hours later with all the steps and the process 
so that nothing goes wrong.  

 What does the research tell us about the importance of receiving 
regular praise and recognition? 

Jill: There is a lot of it. In "Profit of Kindness" what we found from the 
research is that individuals, companies and even generally people who 
receive regular recognition and praise they increase their individual 
productivity. They increase engagement among your colleagues, so 
that's wonderful. You're far more likely to stay with the organization. 
You receive high loyalty and satisfaction scores from your customers, 
which of course is so important. Of course, more important and very 
important is that you're safe.  

 People who get regular praise and recognition have better safety 
records and fewer accidents on the job. That's important. Stress, 
consideration and all these things that we have daily on our jobs 
interestingly enough is somewhat lowered because of that praise. 
Keep saying, "Great job everyone," that's important.  

Pat: Before I continue with the show, I’ll take a minute to share a 
resource that will make it even easier to create solid relationships 

with your clients.  

I have a lot of tips in my 2017 book, How to Manage 
Your Legal Nurse Consulting Business: Top Tips for 
Success.  
 
You’ve gotten your legal nurse consulting business 
started, you’ve gotten clients, and you want to sustain 
your success. Business development and client 
management are intertwined. Both are necessary for 
a stable business. In this book I tackle how to control 
your money and your goals, to subdue the evil twins of 
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perfectionism and procrastination, and to get more done through 
outsourcing. You can reach a stressed-out state as a business owner. I share 
tips for managing your stress and health. 

Ready to hire an employee? I added a chapter on the process of interviewing 
and hiring. 

The second part of the book shares tools and techniques for deepening your 
relationships with your clients. This is where you discover how to deepen 
your relationships with your clients. You will find out how to win over and 
retain the clients you want and recognize those who are too much 
trouble. Mastering negotiation, business communication and conflict are 
essential. I show you how. This is the book to use to build a stable 
foundation for your business. 

Get your copy at http://LNC.tips/Creatingseries and get a 25% discount by 
using the code Listened in the coupon box during check out. Let’s 
return to the show.   

 

   

 

Pat: There are so many of those factors that are important for how a 
business runs. Just one factor that you talked about in terms of 
turnover has an enormous impact on a business. It has a massive 
impact in healthcare with the cost of hiring a person to a new 
environment (for our listeners have employees). 

 They are concerned about frequent turnover among their staff. They 
understand the cost of advertising, interviewing, hiring, orienting a 
new person and the point that individual must go through to develop 
competence on the job. If that cycle keeps repeating over-and-over 
again, it can be very damaging to a company. 

 

Jill: Exactly and the damage to companies seem to almost come from the 
inside out. One of the things in "Profit of Kindness" is on training 
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companies and having these discussions with teams like what creates 
more kindness. Particularly in the healthcare field where kindness is 
so much more needed and where there are a lot of issues.  

 I'm finding myself in discussion with teams around,  

 "What does that mean?" 

 "How can we increase it?"  

 "What can we do with our clients and customers?"  

 "What can we do for each other?" 

 "What can we do for our community?" 

 These are all important conversations to have.   

Pat: Absolutely and drawing attention to it. Making it a part of the 
discussion is so important because I think it's in something that's been 
low level, not valued and maybe an assumption people are performing 
their jobs with kindness. That assumption is not always warranted, so 
drawing attention to it, helping people talk about it and recognize it is 
important.  

 I'm reminded of something that I saw recently at Johns Hopkins where 
my husband and I go for medical care. They have established an 
Office of Civility. The purpose is to focus on compassionate and kind 
communication between the healthcare staff and patients.   

Jill: I love that.  

Pat: While we're talking about health care, can you give us some thoughts 
about burnout and stress, and how that leads to less compassion for 
patients? 

Jill: Let's be honest. With any of us when we're tired, burned out or 
stressed, obviously it's going to be harder to be present with your 
patients and to have patience. Funny enough, another ROK principle 
is "patience" and when you're tired it's hard to be patient. "Positivity" 
is one of my ROK principles. It's hard to be positive. It's hard to have 
"compassion", another ROK principle.  
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 All are very important aspects for care to have that compassion, that 
patience, that positivity and that connectedness. They are all ROK 
principles.  

 When you're stressed and burned out, it's not the right time and 
usually not the right place in your own spirit to be giving to others. 
Kindness also means taking care of yourself and that means having 
good boundaries.  

 It's interesting because people say to me, "You wrote a book on 
kindness, does that mean we always have to be nice?" I got that 
question and I'm like, "Actually being kind is not about rolling over or 
being a pushover. It is about having a wonderful way about you, a 
good heartfelt approach and being kind."  

 I think we all really understand what that means truly in our hearts, 
but also that means having boundaries or parameters. You need to 
know what it takes to take care of yourself. You need to know what it 
takes to get your job done, to be done in a way that avoids as much 
possibility of burnout and stress as possible.  

 It's not going to be a perfect world, but it's taking a step to take care of 
yourself. For me, sometimes that means I will take a nap in the middle 
of the day. Sometimes that means I must cancel a client because 
there's a moment where something happened, and I need to take care 
of myself. I will take a bath at night and that helps. Different things 
that are self-care must be in your own agenda.  

Pat: I know in your book you mentioned a simple technique that we can 
use to restore compassion. What is it? 

Jill: Basically, it's meditation. I like awareness meditation. I think it's 
important to be aware, but certainly practicing meditation on a 
consistent basis really makes a significant difference. Just put 
something in your life, whether it's two minutes in the morning or 
when you're in the restroom. It's getting yourself back.  

 We find doing four deep breaths and outline it in the "Profit of 
Kindness", a certain breathing technique that's helpful for decreasing 
stress and increasing your presence. As healthcare professionals you 
need to be so present.  
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 I know there's always stress coming at you. You need to find your 
own ways to keep present, to keep your stress level manageable, to 
remember to be grateful and that's another ROK principle. We talk 
about journaling or just even for me I say aloud five things I'm 
grateful for every single day. That really helps to keep me focus on 
what's so good in life because there are so many remarkable things 
happening.  

Pat: You just mentioned gratitude journals and I know that you've added a 
little twist to that. Can you tell us about the variation that you 
recommend for a gratitude journal?  

Jill: If you're at work, it's a simple thing of keeping it on your computer. 
For me, I just say it aloud. I as much as possible keep things simple, 
so it's whatever works for you. For me, I like to say it aloud. Some 
people like to journal. Some people keep it on their computer.  

 It's really what are you grateful for and its five things that you notice 
that are positive. It could be simple things like, "I got a great parking 
space for my appointment today" and I'm always happy about that. It's 
whatever makes sense for you, but keep paying attention to things that 
are working.  

Pat: That's an interesting perspective because I know for many people the 
default is to think about what went wrong, what is the negative thing 
that happened in my life today. I've discovered from studying negative 
people at a distance (because I try to keep them far away) is the 
negativity that they exude is contagious. It becomes a "What" that gets 
deeper and deeper, but you can switch that and say, "How can I be 
positive?" "What am I grateful for?" What went well today?"  

 "The sun shined. I was able to get out in my pool yesterday and 
submerge up to my neck. I could take a walk on the road and there 
was a deer that crossed my pathway." 

 Those are all the things that happened to me in the last 24 hours that 
I'm grateful for. By focusing on gratitude what I think you're saying to 
us is to use that to deal with stress. Flip through that gratitude journal 
periodically and remind yourself of all the things that you have that 
you might take for granted.  

Jill: Absolutely, that's what's so key.  
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Pat: Do you have any other tips for maintaining positive communication? 

Jill: In the "Profit of Kindness" we did interview a lot of people and did a 
lot of different research. There's a lot of science base in it and then 
there's just wonderful interviews with fabulous people giving us some 
terrific tips.  

 A couple of things we found that were consistent with positive 
communication is you must let people know you're listening to them. 
Paraphrase and summarize after a person finishes talking, "I heard you 
say". That really helps. Also, using people's names like when you see 
your patient. "Hello Mrs. Smith" or she likes to be called Ginger, so 
call her that. Find out how people like to be addressed and that feels 
good.  

 Smiling - people forget to smile. It's so interesting to me Pat, because 
I speak all over the world. I look out at my audience and some people 
smile and some people don't. What's wonderful is to see some people 
smile right back at you. It just feels so good. Just put that smile on 
occasionally as you're talking to someone. Smile at them and they will 
feel more connected to you.  

 Look at people when they're talking. It just amazes me at networking 
events or different gatherings that people will be off-footing 
somewhere. I think many of us are used to tracking multiple things 
going on, but please look at people when they are talking and mirror 
body language. That's helpful. It helps build trust and communication.  

 Those are some wonderful things to do to increase positive 
communication and make a difference for the people around you.  

Pat: You've given us so much to think about, Jill. How can our listeners 
find out more about you? 

Jill: First, at www.JillLublin.com you can find out all kinds of things about 
me. I'm happy to help in anyway I can whether it's consulting, 
speaking or my publicity course perhaps. Also for the book, go to 
www.profitofkindness.com and that will take you through to all your 
favorite places to buy it like Amazon and Barnes & Noble. 
www.profitofkindness.com will also give you some wonderful other 
tips for you to consider.  



Copyright 2018 The Pat Iyer Group www.legalnursebusiness.com 11 
 

Pat: Thank you, Jill. I appreciate you spending your time with us and 
sharing your expertise. The book again is "Profit of Kindness: How to 
Influence Others, Establish Trust and Build Lasting Business 
Relationships". I highly recommend it as a book that changes your 
perspective on interacting with your clients and with other people.  

 Thank you, Jill for being part of the show.  

Jill: Thank you, Pat so much for having me. I appreciate it.   

Be sure to look at the book I described in this show: How to Manage Your LNC 
Business. Stop being frustrated by these issues and get your copy at 
http://LNC.tips/creatingseries and start applying the information to make life easier 
for you. 
 
Check out the webinars, teleseminars, courses and books at 
legalnursebusiness.com. Expand your LNC skills with our resources. 

Explore mentorship opportunities with Pat Iyer at LNCAcademy.com to get more 
clients, make more money and avoid expensive mistakes. 

Invest in the monthly webinars at LNCCEU.com for 2 webinars each month 
designed to deepen your knowledge and skills.  

 


