Q: We are having problems with complaints of a large account when our travel patients get to the
reception area.

A: We don't advertise our prices either. The girls will give out the price for a couple of vaccines
when asked, although this is discouraged. Sometimes if people ask, they are told on average it
can be $200-$300, however, it very much depends on their vaccination history and destination.

Jonathan and the doctors always discuss precise costs when recommending vaccines, kits or
medications, prior to giving them. Sometimes this will narrow vaccinations down to a few most
essential, other times, clients go home to think about what they want or come back to have it
another time. The doctors give people the option to be vaccinated (Yellow Fever aside), take
meds or kits based on the recommendations given. This gives clients control over their care and
expenditure. Ditto for kits and medications.

Also are you giving intradermal rabies vaccines? This halves the cost.

Our reception staff are very good at picking up cues. They will mention if a client has a lot of
vaccines and say that they won't need many next time (or to that effect). And how do you set a
price for your health? Most clients, when informed beforehand, will bear the costs.

| imagine you will always have grumbling patients, we do too.
Suggestions include:

e Doctors or nurses are always to discuss costs and options with the clients. Give them the
opportunity to think about kits etc

e Make sure they know there is no obligation to proceed with anything, the patient will if
they want to go ahead

e Sympathetic and caring attitude towards costs. Yes, health care is expensive, but what is

the cost if they become ill overseas. (Most people who seek travel health advice tend to

be pro-active)

Your vaccines/meds etc are cheaper than most chemists etc (make sure this is true)

Vaccinations and medications are covered by most extras private health insurance.

Point out that they get most of the consult back on Medicare

If a client spends a lot of money, have the receptionist throw in a freebie, i.e. Dermasoft,

a free blue medication bag for their toiletries.

e Bill children of families at rebate level so they get all the consultation back (and have this
explained to them)

e 10% discount for large amounts eg family of 5 all taking Malarone

e Make sure clients have a copy of the information on kits sheet (on website) which lists
gastro meds, kits etc.
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