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Staying abreast of new information
just might be the greatest chal-
lenge in medicine today. All of us

suffer from information overload, a phe-
nomenon of relatively recent onset that
can only get worse.

Five hundred years ago,
Leonardo da Vinci could be
an artist, an engineer, a mu-
sician, a scientist, and an in-
ventor. One hundred years
ago, a physician could actu-
ally aspire to know virtually
all there was to know about
medicine at the time.

Today, with a body of
medical knowledge that is
estimated to double every 3-
5 years, keeping current is an
exercise in futility. Further-
more, as our medical knowledge in-
creases in depth, we are forced to sur-
render its width—with the perennial
fear that we eventually will end up, as
the old joke goes, knowing everything
about nothing.

This is the age of information, but it
is also the age of cyberspace, and the In-
ternet was supposed to help us solve our
information problem. Computers, we

were promised, would give us paperless
offices, instant continuing medical edu-
cation, and a venue for gathering new in-
formation as it became available and or-
ganizing it efficiently.

Some progress has been made. All of
the major dermatology print
journals are now available on-
line. But the Internet
promised us so much more.

Wouldn’t it be great if there
were a real-time online forum,
devoted exclusively to derma-
tology, where new therapies,
fascinating and rare cases, and
controversial ideas could be
exchanged with other derma-
tologists from around the
world? One where you could
get virtually instantaneous an-

swers to pressing medical questions and
share hard-to-find information at the
speed of light?

As a matter of fact, there is. RxDerm-
L, the brainchild of Dr. Arthur C. Hunt-
ley, is a medical forum that does all of
that and more. And it’s free. I joined sev-
eral years ago, and I’m not sure how I
ever got along without it.

An e-mail list open only to dermatolo-

gists, RxDerm-L currently has about 1,500
members from all over the world. We
have residents eager to share the latest
data, retired practitioners with decades of
priceless experience, and everybody in
between.

Think of it as the “Schoch Letter” on
amphetamines.

Every day, I have the ability to discuss
issues of importance to our specialty
with excellent clinicians in the United
States, Canada, Mexico, South and Cen-
tral America, Europe, India, Australia,
New Zealand, and the Middle East. They
look at my interesting cases (via digital
photos), and I look at theirs. They sug-
gest treatment options I’ve never heard
of, or have forgotten about. They offer
their opinions on every medical subject
imaginable and I offer mine, and we
rant and debate and, in general, have a
great time. Continuing education was
never so much fun.

When I have a baffling case, I present
it on RxDerm-L. Within hours I’ve ac-
cumulated a world class clinical sympo-
sium with plenty of ideas for therapy.

When I need clinical photos for a
presentation, at least one list member
has them, or knows where I can get

them. If I’m writing a new patient in-
formation handout or a consent form,
list members will share ideas with me
and critique the result.

We discuss new ideas, concepts, and
treatments long before they become
generally known. Biologic therapies,
topical calcineurin inhibitors, cy-
closporine and related compounds, filler
substances and botulinum toxin, the
sentinel lymph node controversy, lasers,
blue lights—all of these topics (and
countless others) were discussed exten-
sively on RxDerm-L long before they
became mainstream.

There is no charge to join either fo-
rum—all you need is a computer and In-
ternet access. Both RxDerm-L and
DermChat are open only to dermatolo-
gists and dermatology residents, so if
you are not a member of the American
Academy of Dermatology, you will have
to furnish some other form of proof that
you are a dermatologist. ■

DR. EASTERN practices dermatology and
dermatologic surgery in Belleville, N.J. To
respond to this column, or to get
information on RxDerm-L membership, e-
mail Dr. Eastern at sknews@elsevier.com.
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Making Learning Fun
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Keep Employees, Patients Happy to Ensure a Healthy Practice
B Y  M I R I A M  E . T U C K E R

Hire great employees. Train and
treat them well. Give a lot of pos-

itive reinforcement. 
Those were three pieces of advice of-

fered by Dr. Suzanne L. Kilmer at a cos-
metic dermatology seminar sponsored
by Skin Disease
Education Foun-
dation (SDEF).

Allowing your
employees auton-
omy and letting
them rise to the
occasion while
providing a com-
fortable environ-
ment in a state-of-
the-art facility will go a long way toward
ensuring a harmonious workplace. Of
course, offering competitive pay and
benefits will also help. But above all: “Al-
ways keep your patients’ happiness a pri-
ority,” said Dr. Kilmer, of the Laser &
Skin Surgery Center of Northern Cali-
fornia, in Sacramento. 

In her 41-employee practice—which
includes five physicians and one nurse
practitioner—there are several man-
agers, including a practice manager
who coordinates with the all the physi-
cians and answers directly to Dr. Kilmer.
In addition, the staff includes a front of-
fice manager, a back office manager,
and a business manager.

“It’s very important to have good
people at the top to set the tone, and
to make sure that all management has

your philosophy in mind,” Dr. Kilmer
said in an interview. Be sure to hire pos-
itive team players. “It’s better to have a
smart, happy, trainable employee than
a trained, unhappy, slow-to-learn, or
set-in-their-ways person,” she said. 

Use of a 3-month probation period for
all new hires allows time to make sure

that the right
people have been
chosen and that
they fit in with
other employees. 

All employees
should be given
thorough initial
training that
matches their
job description.

Follow that with ongoing updates and
in-service training for all levels of em-
ployees. Continuing medical education
training should be encouraged and sup-
ported by management. Hold month-
ly staff meetings to help employees
keep up to date on what is happening
in the practice. And when you attend a
meeting, be sure to relay any pertinent
information to all employees to offer a
true sense of transparency. 

A positive attitude is key. In addition
to hiring people with positive atti-
tudes, always remember to have a pos-
itive attitude yourself during interac-
tions with staff. 

Negative personal issues should not
be brought into the office. Nonetheless,
any employee problems—personal or
work-related—should be handled with
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‘It’s better to have
a smart, happy,
trainable
employee than a
trained, unhappy,
slow-to-learn’
employee.

DR. KILMER

respect, being sensitive to personal needs.
To keep the staff positive, be careful not
to over-work or over-schedule them.

Your facility should reflect your high-ex-
pectation philosophy. All necessary tools
to best facilitate practice needs should be
available, including high-quality devices,
tables, instruments, and equipment. Keep
all waiting room and treatment areas
clean and comfortable. 

If possible, provide a separate check-
out station with products, payment for
procedures, and scheduling for future
appointments. 

Obtaining accreditation as a certified
ambulatory surgery center (such as that of-
fered by the Accreditation Association for
Ambulatory Health Care, www.aaahc.org),

can help ensure quality and raise the bar. 
Do everything you can to ensure your

patients’ happiness. Happy patients are: 
� Greeted warmly on arrival;
� Escorted courteously to the room;
� Well educated about their treatments
via pamphlets, DVDs, Web site informa-
tion, and direct communication with staff;
� Successfully treated with minimal side
effects; and
� Provided with satisfaction surveys to
complete. 

Dr. Kilmer’s overriding approach comes
from a department store: “Keep in mind
the Nordstrom’s philosophy of exceeding
expectations.”

SDEF and this news organization are
both owned by Elsevier. ■




