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Training , reminders

In class we discussed many of the important parts of understand-
ing medical terms.  One of the most crucial is the ability to build 
words. Below are some reminders of those discussions.

Medicine has a large vocabulary, but you can learn much of it by 
word building. When you put words together from their parts, you 
are word building.

1. All words have a word root. 

E	 The word root is the foundation of a word. Trans/ port, ex/port, 
im/port, and sup/port have port as their suf/fix. Pre/fix, af/fix, 
and fix/ation have fix as their word root.

E	 The foundation of the word is the word root. The word root in 
tonsill/itis, tonsill/ectomy, and tonsill/ar is Tonsill.

2. Compound words can be formed when two word roots are used to 
build the word. Even in ordinary English, two word roots are used to 
form compound words. Example: Shorthand

3. A combining form is a word root plus a vowel. In the word 
therm/o/meter, therm/o is the word root. 

E	 In the word speed/o/meter, speed/o is the combining form. In 
the words micr/o/scope, micr/o/film, micr/o/be, micr/o is the 
combining form.

4. The combining form of word roots is also used to build compound 
words. 

E	 The previous examples, therm/o/meter, speed/o/meter, micr/o/
scope, and micr/o/film are compound words.

E	 Compound words can also be formed from a combining form 
and a whole word. Thermometer is a compound word built from 
a combining form and a word. Example: therm/o/meter.		

Listening and Empathy

In class we discussed being able to say things the right way. 
Sometimes customers hear things differently then we intend. It is 
important for claims professionals to appreciate that what they 
say can be interpreted in many ways, and to learn to say things the 
right way. Below are some reminders of those discussions.

Trying to get a customer to be patient:

The adjuster says, “Sir, you’re going to have to be patient.”

The customer hears, “Sir, since I’m not taking your situation 
seriously, and I’m overworked, and don’t really have the time 
necessary to do a good job for you, you’re going to have to be 
patient.”

The adjuster should say, “Sir, I understand the need to get this 
claim resolved promptly and efficiently for you. I will do every-
thing I can to keep it moving.”

Trying to get a customer to trust him/her:

The adjuster says, “Sir, you are going to have to trust me on this.”
	
The customer hears, “Sir, I have no reason for the things I do 
or say. If I did, I would explain them to you in a way you could 
understand. So, question everything I tell you. And for heaven’s 
sake, DON’T TRUST ME.”

The adjuster should say, “Sir, you have every right to question the 
process. You, like me, want to make sure you get everything you 
are entitled to. I’ll do my best to make things clear.”

Trying to get a customer to calm down:

The adjuster says, “Sir, I don’t know if there is any reason to get 
excited over this.”

The customer hears, “Sir, you have no reason for your actions, 
and your feelings have no value. What a hysterical moron you 
are.”

The adjuster should say, “Sir, I can understand why you are frus-
trated. Let me see if I can help.”

Trying to get a customer to be reasonable:

The adjuster says, “Sir, you are going to have to be reasonable 
about this.”

The customer hears, “Sir, you are not a reasonable person. I’m 
going to make you change your mind. And when you do, you’ll 
be proving that I was right for calling you unreasonable.”

The adjuster should say, “Sir, I understand your points. You are 
obviously a reasonable person. You are entitled to an explana-
tion, and I’d like to provide that to you now.” K
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