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Carroll says it’s the 
O&P professional’s job 
to help the patient to the 
best of his or her ability. 
If the co-pay is too big, 
or insurance won’t cover 
something, then prac-
titioners need to try to 
help in whatever way they 
can and seek out other 
options. He does not dis-
miss patients if they don’t 
have insurance; instead, 
he tries to educate patients 
about available resources 
to help get the person a 
much-needed prosthesis. 

Sometimes the office 
staff has to help walk the 
patient through the insur-
ance and co-pay process, 
he says. “In the meantime, 
that patient still has to get 
up and walk. And we have 
to do our best to provide 
the most appropriate care 
for that individual. They 

might not get a micropro-
cessor knee, but they will 
get the best we can [offer]. 
The art of this will be get-
ting the best solution for 
the individual.” 

To try to make up the 
difference between pro-
viding the best device and 
getting the best reim-
bursement, Bulow says 
his business cuts corners 
in ways that won’t impact 
patient care. 

“One way we’re trying to 
bridge that gap is that as 
we grow in scale, we can 
have shared expenses,” he 
says. “We can have one 
chief compliance officer 
instead of seven. [And] we 
buy in bulk.” 

Rosen says his business 
also tries to save in ways 
that won’t impact patient 
care. 

“When the cost of some-

thing is going up and reim-
bursement is going down, 
you deal with it appropri-
ately,” he says. That might 
mean keeping a little less 
stock on hand or trying to 
negotiate with manufac-
turers. “The bottom line is 
you have to be smart about 
what you buy.”

In his case, Rosen says 
he flew out for an in- 
person visit with one of 
the manufacturers with 
which the practice con-
tracts and promised to pay 
them every ten days in 
exchange for a lower rate 
on devices. 

“It became a win-win,” 
he says. “The manu-
facturer wins because 
they have cash flow. You 
win because you have 
a discount. And the 
patients win because they 
have quality service and 
quality care. There are 
creative ways to meet your 
patients’ needs.” 

Attracting Patients 
Through  
Professionalism 
Just like the Field of 
Dreams adage, “If you 
build it, they will come,” 
the same philosophy will 
work for an O&P prac-
tice the experts say. If 
you build a professional 
and ethical practice, the 
patients will come. It 
doesn’t matter how much 
money a practice spends 
on advertisements or if 
it tries to undercut the 
competition, the experts 
say, having the utmost 
professionalism is the best 
thing any practice can do 
to attract new patients. 

“The greatest business 
comes through word-of-

mouth marketing,” Rosen 
says. 

Carroll agrees. The 
word of someone else is 
much more valuable than 
a clinician talking about 
him or herself. This can 
be tougher than a quick 
ad buy, but it’s ultimately 
more valuable for the 
practice, he says. “You 
have to earn that respect. 
It takes time and it will 
not happen overnight.” 

Even the best marketing 
team in the world can’t 
be as effective as happy 
patients who tell others 
about the professional-
ism and great care they 
received from an O&P 
practice. 

“To go to company X 
instead of company Y, the 
difference is not the sales-
man who goes knocking 
on the door,” Rosen says. 
“The difference is your 
reputation in the commu-
nity, and if you are known 
as a professional with 
integrity.”

The professional stan-
dards that are already in 
place by credentialing 
bodies are easy to accept 
and follow, despite how 
tight business may be or 
the obstacles a practice 
has to overcome, Rosen 
says. 

“Regardless of what the 
times are, those are the 
standards,” he says. “If 
you do not meet those 
standards, you shouldn’t 
be in business. If you meet 
or exceed those standards, 
there is no concern about 
competition, because 
people will come to you.” 
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