GUEST EDITORIAL

Ophthalmology Practice Pearls: Pitfalls and
Patient Satisfaction Skills — Leading the way to
Doctors’ Protection Act

Dear Members,
Greetings for the New Year!

At the outset, I would like to offer my thanks and best wishes to the Editorial team
of the Journal of TNOA headed by Dr. Chalini Madhivanan. They have done a
commendable job in bringing out this renewed version which is at par with the best
ophthalmic journals.

An important issue at hand to be addressed is the recent condemnable attack on our
colleague ophthalmologist in Maharashtra. As all of us are aware that this is not the
first time a medical professional has been ill treated and subjected to such disgraceful
acts. But, in spite of public outcry from time to time, nothing has been achieved, no
action has been taken and no legislation has been passed.

Two things have to change in the current scenario: First, the public perception that
people can get away after committing such criminal acts. Second, the government’s
inaction in bringing the guilty to task and also in putting a deterrent in place which
will prevent people from behaving irresponsibly.

We, as doctors cannot be taken for granted and ill treated and we certainly cannot
work in an atmosphere where there exists a possibility of being attacked, abused and
humiliated. Medical professionals all over the country have worked hard to reach
where they have. Our journey has never been one of shortcuts or settling for less.
All we seek to do is to cure, provide comfort and help our patients. WE CERTAINLY
DESERVE BETTER!

Karnataka is the fifth state after Andhra Pradesh, Tamil Nadu, Punjab and Haryana
to come out with a law exclusively to deal with such violence. On July 18, 2008, the
Govt. of Tamil Nadu passed an Ordinance No.3 of 2008. This has been welcomed by
the Medical fraternity of Tamil Nadu.

The message that is to be learnt here is “Patient Satisfaction”. Accountability has
become the buzzword of the ‘90s. More and more, physicians are compelled to show
that they have acceptable levels of patient satisfaction.

The key lessons to strengthen physician-patient relationships, improve patient
satisfaction and enhance patient compliance are as follows: staff training, establish a
sense of trust, effective patient-staff communication, uncover patients’ actual needs,
think dialogue- not monologue, always follow up, and team work.

Developing a sense of trust with the patient is a crucial first step in any patient
encounter. Always greet your patients by name. We must learn to be perceptive
listeners and careful observers of small details that give us a glimpse into the lives
of patients and enable us to understand their values, goals, challenges and interests
over time.
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Developing strong patient relationships with high levels of satisfaction is challenging,
but it is a realistic goal. The trust that evolves will create a foundation we can build on
for years to come. However, good the infrastructure of the clinic or the hospital, if there is
no HUMAN TOUCH, everything is lost.

Webster illustrates both the importance and limitations of expanded patient satisfaction
measurement in his comment: “The perfect health care delivery is a perfect outcome and
a perfectly happy patient.”

By consistently connecting with your patients, you not only build bonds with them, but
you make them ambassadors to your practice. This is critical because referrals come
through word-of-mouth.

In the context of the attacks on Medicare Professionals, 1 would like to quote the words of
Barack Hussein Obama II, the 44th President of the United States of America-
“....This victory alone is not the change we seek. It is only the chance for us
to make that change. And that cannot happen if we go back to the way things
were.... It can’t happen without you, without a new spirit of service, a new spirit
of sacrifice....”

Change? Yes we can!
With best regards,
Dr. S.NATARAJAN
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