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D
o you want to be viewed as a 
successful administrator? Do 
you want your employees to 
unquestionably respect, trust, 
and like you? 

While having the technical 
skills to do your job is required 

to be an effective leader, another skill 
set is also needed—interpersonal skills. 
Strong interpersonal skills, which are 
sometimes referred to as people skills 
or soft skills, are essential in a dynamic 
practice setting, where interacting close-
ly with others is a professional necessity. 

CASE STUDY
Dr. Fay, the physician owner of a small, 
but busy New England practice, has 
received several complaints from staff 

regarding a newly hired practice adminis-
trator. While the administrator is extremely 
knowledgeable in practice operations, it 
appears her personal skills are lacking. 
Several staff members report that she is not 
able to clearly convey instructions to staff, 
and when asked to clarify, she quickly loses 
her temper. This behavior makes some staff 
members reluctant to ask her questions. In 
addition, when mistakes are made, she is 
quick to assign blame. Since the admin-
istrator is new to the practice, Dr. Fay is 
reluctant to demote or let go of her at this 
time, but he doesn’t want to disregard staff 
concerns or ultimately see some of them 
leave. In an attempt to solve the situation, 
Dr. Fay enrolls his administrator in a 
leadership course that emphasizes interper-
sonal skills. “I hope this works,” he thinks, 

“otherwise, I’m going to be looking for a 
new administrator.” 

TOP 10
If you can’t communicate effectively or 
get along with others, you likely won’t 
achieve lasting professional success. 
Luckily, interpersonal skills can be 
developed or sharpened like many other 
skill sets; it just takes time and dedi-
cation. Your commitment to improve 
your interpersonal skills will be well 
worth it, as these skills transcend the 
workplace and can be applied to one’s 
personal life. Below is a list of interper-
sonal skills needed to be successful in 
your professional (and personal) life. 

Verbal skills. As a leader, being able 
to communicate effectively is impera-
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Those who 
have strong 
interpersonal 
skills usually 
find more 
professional 
success, and 
there is no 
reason why 
that person 
shouldn’t be 
you.

“
tive, as others look to you for direction. 
Good communication skills include 
choosing your words carefully, being 
clear and direct with your message, 
and confirming comprehension. This 
applies to both spoken and written 
correspondence. With good communi-
cation, everyone on staff is more likely 
to be on the same page and practice 
operations can run more smoothly. 

Nonverbal skills. Not only do your 
words send a message; so does your 
body language. Your facial expres-
sions, eye contact, posture, and hand 
gestures can reveal your true attitude 
and feelings. While these cues may be 
subtle, those around you will often pick 
up on them. Similarly, pay attention to 
the body language of those around you 
when communicating information to 
gauge attention and reception. Nonver-
bal cues should support —not conflict 
with—what’s being said. 

Composure. Leaders need to remain 
calm and composed in any situation 
that arises. In a busy practice setting 
there will undoubtedly be situations 
that elicit stress, frustration, anger, 
sadness, joy, and a multitude of other 
emotions. It is important to rein in 
your feelings during such times. The 
ability to self-regulate your emotions 
and remain composed is always ideal 
when in a position of authority. 

Good manners. Do not underesti-
mate the importance of being respectful 
toward others. Proper and appropriate 
manners create a sense of goodwill, 
which can help keep relations positive 
and prevent situations from turning 
volatile. Even simply saying “please” 
and “thank you” can go a long way. 
Having good manners is particularly 
important in today’s digital world, where 
anyone—a patient, an employee, or a 
vendor—can post an online review or 
comment on the practice for all to read. 

Trust in others. As a leader, your 
employees want you to believe in 

them. You can show your confidence 
in them by allowing staff members to 
handle tasks with little to no oversight 
when they are ready. Delegating tasks 
helps build a firm foundation of trust 
with your employees and also allows 
you to accomplish more in your role. 
How employees feel about their boss 
frequently determines their job perfor-
mance and their respect and loyalty to 
the workplace.

Active listening skills. Great leaders 
are great listeners. They recognize that 
good ideas and important informa-
tion can come from others no matter 
their position within or outside the 
organization. Therefore, it’s important 
to not monopolize conversations. Take 
a talk-less, listen-more approach. When 
listening, be sure to keep an open 
mind, avoid distractions, and don’t 
interrupt the speaker. You never know 
what you may learn. 

Questioning skills. The ability to ask 
relevant, probing questions is dependent 
upon active listening. Questioning not 
only allows you to obtain more infor-
mation or clarity regarding a topic, but 
it can inspire a productive, worthwhile 
discussion. To initiate such a conversa-
tion, ask questions that require more than 
a yes-or-no answer, otherwise known 
as open-ended questions. Improving 
the quality of communication taking 
place in the practice can be as simple as 
asking the right questions. (For questions 
that break creative blocks, see “Advancing 
Your Superhero Powers—The Genius of 
Inquiry,” coming in the Jul/Aug 2017 issue 
of AE.—Ed.)

Problem-solving skills. A typical 
day for a leader likely involves the 
emergence of multiple problems. In 
many cases, speed is not as important 
as approach when it comes to solving 
problems successfully. Remaining 
objective is essential to developing good 
solutions. Listening to others, keeping 
an open mind, asking probing ques-

tions, and relying on your own knowl-
edge of the situation is a great way to 
reach a fair and informed decision.

Accountability. While making good 
decisions is the goal of all leaders, not 
every decision will produce a successful 
result. When you make a mistake, it’s 
important to admit your error rather 
than ignoring it or blaming it on other 
factors or personnel. Unfortunately, 
acknowledging your mistake—which is 
never easy—sometimes is not enough; 
you also have to try to remedy the situ-
ation. By holding yourself accountable 
and tackling the situation head on —by 
owning it—you will earn the trust and 
respect of those you work with and lead. 

Assertiveness. While it’s important 
to consider the input of others, at 
the end of the day, it is important to 
remember that you are the leader. You 
are responsible for making decisions, 
instructing others, and overseeing daily 
operations. Have confidence in your 
abilities, ideas, and decisions. If you 
respect your own professional opinion 
and skills, others will too, allowing you 
to lead effectively. 

INTERPERSONAL SKILLS LEAD TO 
SUCCESS
It’s far easier to acknowledge these 
interpersonal skills than it is to imple-
ment them. Yet, given the nature of a 
medical profession, practice admin-
istrators need to be personable when 
conducting their management duties. 
Those who have strong interpersonal 
skills usually find more professional 
success, and there is no reason why that 
person shouldn’t be you. AE
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