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Part I of this article covered Abstract, Review and Smart Tip 1 to 11 – Let’s 

Continue Further from Smart Tip No. 12 

 

12. Differentiate or Die: Marketing 

Strategy Guru, Jack Trout once 

said "differentiate or die." That 

doesn't necessarily mean 

bashing the competition. It 

means knowing your relative 

strengths and weaknesses and 

positioning your services 

accordingly. The best would be 

a SWOT Analysis (Strength, 

Weakness, Opportunity and 

Threat analysis) especially from 

your clinic point of view.  

 Strengths: characteristics 

of your clinic/setup that 

give it an advantage over 

others 
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 Weaknesses: 

characteristics of your 

clinic that place your 

clinic/setup at a 

disadvantage relative to 

others 

 Opportunities: elements in 

the environment that your 

clinic/setup could exploit 

to its advantage 

 Threats: elements in the 

environment that could 

cause trouble for your 

clinic/setup 

Differentiate with value or die 

with price 

~ Jeffrey Gitomer 

 

13. Involve them and they will 

understand: Confucius once 

said  

Tell me and I'll forget 

Show me and I'll remember 

Involve me and I'll understand 

Engaging patients in treatment 

decisions can lead to beneficial 

outcomes. Patients who are 

active participants in a shared 

decision-making process have a 

better knowledge of treatment 

options and more realistic 

perceptions of likely treatment 

effects. The resulting treatment 

choices are more likely to 

concur with their preferences 

and attitudes to risk. They are 

also more likely to adhere to 

treatment recommendations and 

more likely to select expensive 

procedures.  

 

14. Have a website – build your 

online presence: A website 

serves as a very good tool and is 

paramount for any start-up. I 

would recommend a responsive 

(dynamic) website; compatible 

with all digital devices, although 

for a startup even a webpage or 

a static website would do as 

well which comes at no cost and 

low cost respectively. 

Establishing an online presence 

is an essential marketing 

strategy for dentists today. 

There are several free places to 
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create an online profile, with 

some websites and social media 

sites providing a bigger return 

on investment of your time and 

energy spent. Initially, you can 

use those free sites to get a hang 

of the things and how you want 

to go about the task of creating 

your identity online. Static or 

dynamic, the website should 

have a lot of rich scientific 

content where the patient can 

read about you, your services 

and should be patient educating 

so that patients know you and 

your services and what you do 

(in services part), before they 

call you up to take an 

appointment. A nice looking 

website also allows you to gain 

the attention of those searching 

for a great dentist online. The 

better the website is, the more 

likely that people will visit you 

online in this digital era which 

transforms into physical visits 

and further referrals as they tell 

their friends to visit it and you, 

both. A satisfied patient leads to 

another (referral chain) as the 

source (website) still stands tall 

and stays as the generator of 

new patients before the 

conventional methods including 

word of mouth (especially) take 

over eventually. 

Websites promote you 24/7: No 

employee will do that 

~ Paul Cookson 

 

15. Content and cheerful staff 

equates to content and 

gratifying patients: Great 

communication is always at the 

epicenter of health care sector. 

The patient’s first interaction is 

usually with the clinic staff 

(employee/s) in a dental clinic. 

Any dental treatment involves 

multiple visits to a dentist and 

during those repeat exercises; 

the patient interacts with the staff 

multiple times. Each of these 

interactions has a disparate 

impact on the way that patient 

feels. Whenever the patient finds 

staff in jubilant mood, the same 

feeling being contagious 
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transcends on to them. 

Alternatively, if the staff is cold 

shouldered or dentist is 

unapproachable, courtesy the 

staff, patient always feels lonely, 

un-welcome and secluded. The 

hospital / clinic is a place known 

to increase the uneasiness and 

induce indignation, if already, 

having seeds of the same. A 

study has postulated that 75% of 

frequent patients and 48% of 

regular patients are frustrated 

with their doctors / dentists / 

hospitals (in short, health care 

service providers). Ignoring such 

patients further increases the 

annoyance amongst such 

patients. A good communication 

from the staff and the dentist who 

attends the patient in an 

approachable, personal way 

increases the patient longevity. 

Such courteous and cheerful 

service often changes the 

patients’ perception and attitude 

before you even know it.  

The best thing about smiles is 

that they get returned. 

A beaming assistant or associate 

is a good indicator of a happy 

staff and the urbane culture (of 

clinic) coupled with astute work 

skills further exemplifies a clear 

correlation between staff 

engagement and patient 

satisfaction. Utilizing good 

communications skills (by us) 

not only improves the patient’s 

perception of care but also makes 

them more likely to open up 

regarding their needs and 

demands (that is the primarily the 

reason, they are here for and that 

is the prime finding, you are 

looking for) which makes your 

job tad easier, as we then know 

what to deal with and how. 

A great employee is like a four 

leaf clover; hard to find and 

lucky to have 

~ Tammy Cohen 

16. Patient education always pays 

back: Patient education is one 

of the vital parameters in 

gauging patient satisfaction in 

my purview.   

         Listening is 
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unspoken caring. 

       

~Sir William Osler  

The patient will be more than 

happy if we stop acting like we 

are ‘Mr. Know It All’ after they 

just blabber a single symptom and 

we intervene to assume the rest 

ourselves and interrupt their talk 

which usually forms a bad 

perception about us surely. Even 

if we guess the problem in one 

go, we should try to be attentive 

purely for two reasons; one, you 

might appear stupid, if the patient 

blurts out additional symptoms 

and you have to change your 

stance and the differential 

diagnosis and second, always be 

patient, life can be full of 

surprises, however, smart you 

may be or try to become one. The 

dentist-patient interaction purely 

demands the dentist to 

demonstrate curiosity towards the 

patient using a few open-ended 

questions to gather more of the 

clinical symptomatic data, 

orienting patients to your system 

and way of working, your 

standards of care, making a 

provisional diagnosis, treatment 

plan keeping patient’s time 

schedule in mind and then 

summarizing their concerns and 

promising to deliver more than 

what you actually promise. Never 

ever promise the moon if you 

can’t even reach the tree top 

because of your facilities (at 

clinic), your caliber or your skills 

(whatever and wherever deficient 

you may be). We ought to 

demonstrate lot of dignity and 

respect whilst understanding (if 

not experiencing) patient pain as 

this will cause greater respect for 

us as a person in patient’s eyes.  

We should have the art and 

knack to overcome the anxiety 

and fear of patient:  

Fear of what?  

Fear of pain?  

Subjective fears are acquired 

fears which are based on 

feelings and attitude of patient 

that has been developed by the 

peers, adults or any one else. 
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Objective fears are the learned 

fears which are related to 

patient’s experiences or on 

recall of those experiences.  

In such situations, speak in calm 

voice and slow your breathing.  

Allow patient to vent his 

emotions.  

Actively listen to him.  

Look in eye.  

Nod while you talk.  

Don't be distracted.  

Pay full attention.  

Use effective and easy words for 

patient interaction such as – 

Instead of pull say remove; 

Instead of drill say prepare 

tooth; Instead of false teeth say 

dentures; Instead of operatory 

say treatment area and so on.  

This will surely make them calm 

and cooperative. 

Talk to educate and not to 

impress!! 

~Bhavdeep Singh Ahuja 

The ignorance of first 

consultation has been the root 

cause of so many issues in our 

clinics. The first consultation 

should be a specific and 

deliberate conversation; this will 

leave a positive mark of your 

efficiency and decide the future 

of dentist-patient relationship 

and ultimately, the retention of 

your patient. There wouldn't be 

any issues if you spend some 

time in first consultation 

discussing every aspect, details, 

consent, rates, plan of action 

rather than jumping on to the 

treatment directly in first sitting 

(unless emergency). Let the 

patient know your system of 

working, your timings, your 

routine and preferences and then 

your expectations from the 

patient and lastly the charges 

along with the time required to 

complete the treatment could be 

added. You have to explain 

them giving an analogy of a car 

which runs smoothly when the 

front two and rear two tyres are 

well-adjusted and harmonious. 

Similarly the concerned 

treatment of the patient will be 

highly effective if dentist-patient 
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act similarly. Always start the 

treatment on equal grounds. The 

dentist as well as the patient 

should know what each is doing. 

You can speculate a bit but do 

not exaggerate. Offer the best 

treatment plan for the patient 

along with flexible payment 

options and then let the patient 

decide what they want to accept. 

Never push your decision on 

patient rather pull him through 

your abilities. The option should 

be verifiable if the patient goes 

in for a second opinion. The 

patient must also disclose all the 

information that may be 

necessary for proper diagnosis 

and treatment. Similarly a 

dentist may refuse to treat a 

patient for any reason except 

race, creed, colour etc. Your 

communication with the patient 

sometimes has to end 

prematurely due to time 

constraints. Attentive ears, 

gathering medical history of the 

patient, exploring patient’s 

expectations, explaining your 

treatment plan, involving 

patient’s views, answering 

patient’s queries should be in 

the schedule to save the 

upcoming or anticipated 

problems up next on same. 

These skills of having the 

conversation makes the patient 

feels at comfort and agree on the 

plan dished out by you, almost 

immediately. Therefore, a non-

communicative session without 

proper care and attention to finer 

details can be the root cause of 

many difficulties at the 

beginning of the treatment and 

treatment results later on (based 

on satisfaction or 

dissatisfaction) 

Learn every day, but especially 

from the experiences of others, it 

is cheaper! 

~ John Bogle 

 

17. Never try to contradict, argue 

or match wits with 

patients: There are always 

minimum two ways of dealing 

with a situation and 
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manyatimes, bluntly telling the 

patients that they are 

misinformed about anything on 

face is nothing but just plain 

rude. The respect to opinion is 

one aspect I always lay stress 

upon in all my talks and write-

ups. Opinions are to be 

respected if you don’t even 

partially agree with them.  

Always do your best and you 

will find that you never need to 

compare yourself to others!!! 

~Rich Simmonds 

Patients may have incorrect 

information (courtesy Dr. 

Google), but that should still be 

dealt with showing respect. The 

different (from theirs) or the 

correct viewpoint can always be 

explained politely with genuine 

and verifiable reasoning, albeit 

in a softer undertone. As a 

healthcare professional, our 

primary goal should be to 

communicate to explain 

followed by explain to 

communicate. The 

communication should be 

crystal clear and transparent 

which should help patient make 

an informed decision after 

knowing and understanding 

what treatment is going to be 

instituted. Patient have to feel 

very important in the scheme of 

things as us, primarily, because 

there has been a paradigm shift 

in the treatment philosophy 

where the doctor had been the 

‘best judge’ for decisions to an 

autonomous informed choice by 

the patient or may be a shared 

decision making by both as a 

middle road pathway. 

It is not the employer who pays 

the wages; employers only 

handle the money, it is the 

customer who pays the wages. 

               ~ 

Henry Ford 

 

18. Avoid technical terminology 

using simple words in 

communication with 

patients: Although 

medical/dental science is full of 

technical terminology and 
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sometimes, we find it difficult to 

decipher and convey a few 

words in patient language lest it 

should be mistaken by the 

patient in any way, for e.g. 

explaining what is a RCT to an 

illiterate or a village back 

ground patient can be a little 

tricky and cumbersome 

sometimes; some colleagues 

explain the same as a treatment 

to ‘deaden’ the tooth. Believe 

me, sometimes, this translation 

is not taken to be very kindly by 

many patients, especially the 

ones with less educational 

background. So, dentists 

sometimes to avoid this kind of 

unsavoury predicament resort to 

throwing up complicated jargon 

to the patients, but it has shown 

to result in misunderstandings 

and sometimes, errors as well. 

The latter is extremely 

undesirable in today's 

competitive healthcare 

environment. We, as dentists 

have to make absolutely sure 

that our explanations are not 

clouded with excessive and 

complicated verbiage to be 

labeled as extremely lengthy 

discussions. It is best to be brief 

and to the point. On the flip 

side, this does not mean that we 

have to be silent always. Rather 

as a true professional, we should 

go out of the way to explain 

things in simple, declarative 

sentences. Our patients want to 

connect us on an emotional 

level. We can use stories, 

metaphors and colorful 

anecdotes instead of just clinical 

facts by engaging maximum of 

their senses possible. It might be 

very surprising to believe this 

truth that such stories 

convincingly tap into the 

emotions adding depth to the 

talks, making it surreal 

sometimes. We just have to 

make sure that our stories are 

relevant enough, concentrated 

and should attract full patient 

attention making sure to avoid 

idle gossip or unnecessary 

prolix.  
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Whenever you see a successful 

business, someone once made a 

courageous decision. 

~Peter F. Drucker 

I will quote a few stories as an 

e.g. here. We all usually explain 

to the patient that a tooth has 3 

layers. The other way is to tell 

them, it is like an Indian family 

where generally it is the role of 

father to protect family; same as 

enamel to protect tooth. Dentin 

protects the tooth but is sensitive 

just like mothers who are 

sensitive. The one who needs 

maximum protection are the 

children much like the pulp 

(nerves).  Similarly for 

orthodontic treatment, the story 

can be weaved as “You are 

unique and beautiful in your 

own way. God has made only 

one of you. I am suggesting the 

treatment to treat the 

functionality, not looks”. If the 

patient is esthetic conscious, 

“God has blessed you with 

strong functioning face, I am 

suggesting treatment to enhance 

your looks and it will be fine 

with your inputs because God 

didn't take your feedback while 

making you. But I am not God, 

so let us enhance your beauty 

with your feedback and inputs, 

so that this time you have more 

control over your beauty”. For 

implants patients, there are 

many convincing points, but the 

end line can be, “I can shave 

your natural teeth to give you a 

‘Bridge’ but then we have no 

backup. With implants you still 

have ‘Bridge’ or the ‘FPD’ as a 

backup”. The back up can be 

correlated with their life: for e.g. 

for a  home maker; just like you 

save money hidden from your 

husband as a back up which can 

be life saving when the situation 

arises, for a businessman; back 

up just like you have various 

investments for hard times to 

save you, etc. We can actually 

create lots of stories depending 

upon patient perception and 

attitude classification. 
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Most of us spend our lives as if 

we had another one in bank 

~Ben Irwin 

 

19. A word of mouth promise 

should never be broken:  

Promise a lot and give even 

more 

~ Anthony J D’Angelo 

We all make so many unfulfilled 

promises to our patients which 

we usually don’t keep. A few of 

them are: 

"We provide the best care in the 

area”,  

"Please be on time for your 

appointment to help us treat you 

on time”,  

"Why worry? I will complete all 

work in 3 sittings”  

“We use the best quality of 

dental materials” etc. etc. 

The difference between empty 

talk and promises is that 

promises must be kept and if it 

turns out, you over-promised, 

but under-delivered, just 

remember to own up to it. 

Under-promise and over-

delivery should be the mantra of 

every practice, making sure 

customer (patient) is the king. 

Being honest usually does pays 

off in the long run.  

All of us strive hard on patient 

retention and accumulation; we 

want our patients to be loyal to 

us.  

But are we standing up to the 

expectations that patients carry 

for an 'Ideal Dentist'?    

Let us check out what all they 

desire: 

a. Personal: Just like we want, 

patients also want them to be 

treated as individuals and not 

OPD numbers. So always 

have an interest in knowing 

about the patients name and 

have a good interaction with 

them. 

b. No sympathy but empathy: 

Try to understand what a 

patient feels, what he 

experiences and many a 

times communicating rightly 

with them makes us know 

them properly. 
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c. Confidence: Be confident in 

your words, in your work, in 

your skills; that confidence 

in you will make patient 

confident about you. 

d. Be compassionate: Be 

careful and kind to patient 

while explaining them the 

treatment options in their 

simple language and making 

sure they understand it. 

e. Respect: It's very simple 

''Give respect, Get respect.'' 

 

Patience is a big gifted virtue 

needed especially by the 

Dentists. 

~Bhavdeep Singh Ahuja 

Balance is everything in life.  

Too much impatience has never 

helped anyone and so it won’t 

help you either. This sentiment 

is usually a reflection upon 

someone's ability to wait for 

something. By calling patience 

a virtue or state of moral 

excellence, it leads all of us to 

believe that an ability to wait 

without agitation is an 

admirable quality. Patience is 

known as one of the seven 

virtues, the lesser-known cousins 

of the seven sins.  

Let us visualize its application 

in personal life and clinic:  

In personal life, of course, 

patience is in itself not static, for 

e.g. 

 We may be highly 

impatient, but once we 

have children, suddenly we 

become more patient, but 

ruthlessly, we have less 

time to spare for those who 

waste our time. 

 As we become more 

successful in life, we 

become more comfortable 

to let the clock run out and 

be laid back in our 

approach. 

In clinic life, especially when 

doing a procedure and behaving 

frantically like  

 when trying to extract a 

bent (curved) rooted 
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mobile molar moving 

grade 3 but still not coming 

out or  

 when trying to bypass a 

sudden developed 

emergency of a separated 

instrument in a narrow MB 

canal of an upper molar 

and an implant/bridge 

already there in waiting 

area or for that matter,  

 when trying to establish 

parallelism in a bridge case 

between the abutments and 

the FMR case is there in 

the waiting already  

All these are almost similar case 

scenarios, where you need 

oodles of patience. Dentistry as 

a profession demands this from 

us and we ought to be doing the 

needful when need arises. 

However, the good news is, 

patience is a skill that can be 

learned over time. The more we 

exercise patience, the less likely 

we are to become agitated when 

forced to wait for something. 

Mastering this virtue will 

always make for a happier life.  

Promise a lot 

and give even more 

     ~ 

Anthony J D’Angelo 

Remember, whenever you lose 

faith and trust in your life, that 

is the time, you will be the most 

afraid & frightened person. 

Insecurity from your neighbours 

(read Dentists), peers, 

colleagues and friends will ruin 

your otherwise peaceful life. 

Insecurity leads to envy, 

jealousy and shame. Envy and 

jealousy are primal emotions 

that frequently overlap.  This 

also has an application in 

personal life as well as clinic:  

In personal life, we see many 

people call themselves as our 

friends but they envy the most 

whenever their best friends 

(you) out grow more than them. 

In clinic life also, we have to 

shed off your insecurity of more 

patients than your 

rival/neighbour/nearest 
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competitor and the day we do 

that, we start growing manifold. 

So, it is better and the right time 

to change the attitude in that 

regards. 

The best always is to make your 

minds fertile, mature and you 

are sure to grow effortlessly. 

Insecurity stems from the 

infertile mind 

~Bhavdeep S. Ahuja 

  

Coming back to the promises 

part, from where we started the 

discussion on this point, we all 

make so many unfulfilled 

promises to our patients which 

we usually don’t keep. A few of 

them, I mentioned at the start.  

Firstly, let me be very clear; I 

am not saying all of us make all 

these promises, secondly, all of 

us break these promises and 

thirdly, it is just an example of 

many tall promises made by 

colleagues in various parts of 

our country. We all know the 

childhood saying, “A promise 

breaker is a shoemaker.” We 

have to make sure we follow it. 

Do your best without even 

bothering to stick your neck out 

to see how many patients your 

neighbour is having or making 

your assistant do the same job. It 

leads to nothing but envy, 

jealousy and negative feelings, 

otherwise. Also, you really don't 

have to bad mouth your 

colleagues, undermine the 

materials they are using or 

malign their lab work to justify 

your good or superior work. 

Your work should speak for 

itself and not the comparisons. 

Comparative advertising does 

nothing but create a bad blood 

in the longer run. Remember 

after all things, Karma is also 

there and I am myself a strong 

believer in that. 

There are always other ways in 

life to professionally climb up 

without using your competitor 

(neighbour) as a step (ladder). 

~ Bhavdeep S. Ahuja 
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20. Pull, don’t push the treatment 

options: You and your team 

should be an advisor to your 

patient and not a 

salesperson. Your demo videos 

(demonstrations) & case 

presentations should focus on 

patients, their needs and wants, 

not you and your treatment 

alone. Patients want to be 

empowered and informed, not 

sold. Avoid the jargon with 

phrases like, ‘Here’s what you 

must get done,’ or ‘You need to 

get this ASAP’. Instead use 

phrases like, ‘You may want to 

consider our recommendation 

for your particular case,’ or 

‘This is what many of our 

patients choose to do or have 

chosen to do’. Always 

remember, there is a very thin 

line between persuading and 

dragging the things. 

A good 

dentist never 

gets on your 

nerves.  

                                      

~ Unknown 

21. Give choices or options to 

your patient: People like being 

pampered; they feel happy when 

they are spoilt for choices. They 

want to feel they have control, 

especially when it comes to their 

mouth and their money. We 

always got to give our patients; 

different choice or alternatives 

to reach the same goal (read 

treatment outcome) and side by 

side or in the end, present our 

best recommendations for the 

same, never worrying about the 

fate of the same (whether it 

would be a YES or a NO by the 

patient) and leave the final 

decision to them. When it comes 

to costing, give those options 

that don’t stress their budget and 

these may include cash, cheque, 

net banking or a credit / debit 

card. We have to be always 

flexible in our patient approach 

in our clinics. 
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Having only one 

option is not an 

option 

     

       ~Unknown 

We all believe that lots of 

choice is great, right?  

Yes and No!! 

The fundamental right to choose 

how we live our lives is 

definitely essential for our well 

being.  

But do we need 40 varieties of 

toothpaste and if so, which 

variety should we choose? 

Studies reveal that not only is 

too much choice so confounding 

that it can result in inaction; it 

can also be detrimental to our 

well-being. 

As per studies, greater choice: 

a. Increases the burden of 

gathering information to 

make a wise decision 

b. Increases the likelihood that 

people will regret the 

decisions they make 

c. Increases the likelihood that 

people will anticipate 

regretting the decision they 

made, with the result 

d. That they can’t make a 

decision at all increases the 

feeling of missed 

opportunities, as people 

encounter the attractive 

features of one option after 

another that they are 

rejecting 

e. Increases expectations about 

how good the chosen option 

should be 

f. Increases the chances that 

people blame themselves 

when the choice has failed to 

live up to expectations 

But health care or as such 

dentistry per se in my purview is 

an exception to this especially 

when dentists have mixed target 

group of patients and the more 

options given means something 

else when compared to 6 points 

above: 
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a. You cater to every class of 

patient and you have 

something for everyone 

b. More choices means you are 

well read and updated with 

all newer upgrades in your 

industry 

c. Each option comes with your 

recommendation, you can 

easily filter out the lesser 

ones 

d. The patient will rely on you 

to make the decision rather 

than regret it later 

e. More chances of you making 

the sales with one option or 

another 

f. The adage comes true; 

nothing is cheap or 

expensive as you get what 

you pay for. 

g. Confidence build up in you 

by the patient especially 

when you are confident of 

the product you recommend 

h. More referrals generated via 

this thought 

i. Googled options bypassed 

easily 

j. Another adage; when you 

can’t convince, confuse 

comes true especially if you 

can’t convince with your 

singly offered option as to 

why it is expensive. 

 

There are so many more when I 

think of using this option 

 

I have had many cases, where 

patients picked up a lesser 

option and immediately called 

me up when they reach home to 

shift to a higher version. 

Never ever in the past 20+ 

years, they have downgraded the 

option they selected but only 

upgraded after a talk with family 

to choose a better option in 

healthcare. 

 

So if you are not exploring this 

angle of making a sale, you 

better think about it. 

Too many options don’t always 

spoil the cook or the broth; both 

~Bhavdeep Singh Ahuja 
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22. Create your own Benchmark 

or high service standards to 

emulate: One of the biggest 

obstacles in improving the 

patient experience in dentistry is 

our industry’s insular nature and 

the way this makes its problems 

self-reinforcing.  

You never know how strong you 

are until being strong is the only 

choice you have. 

~Bob Marley 

Putting it in simpler way, we 

compare ourselves to each other, 

to the clinic next door, to the 

dentist close by in 

neighbourhood and benchmark 

their customer (read patient) 

services accordingly. There is a 

proverb in hindi which goes like 

"Andhon Mein Kaana Raja" 

which loosely means that in a 

group of foolish people even the 

one with meager amount of 

intelligence is considered 

brainiest. Literally, it means that 

in a group of blind people, half 

blinded (blind from one eye) is 

considered the king. It just has 

the symbolic meaning and it 

reminds people who consider 

themselves great amongst the 

crowd of foolish that they are 

just a frog in a well. Applying it 

here in the point it means that if 

your benchmark (comparative 

point) is weak, in all 

probabilities, your own set 

standards would be pretty weak 

and shaky as well. 

Let your past achievements be 

your motivation; not your 

benchmark 

~5haili 

23. Cross the bridge of patient 

expectations by performing 

beyond them: Anger mostly 

stems from hidden frustration 

and usually frustration creeps in 

with unmet expectations. 

Delivering more than what you 

promise should be your main 

mantra in clinic because 

exceeding your promises does 

you and your practice a great 

favour only. The usually cause 

of frustration and anger by 

patients (if at all, it happens) in 
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our clinic is because of over 

promise and under delivery. 

Whenever you over deliver, 

make sure, you let the patient 

know the same tacitly, but an 

advice, never ever always over-

deliver, because that moves the 

bar up and becomes the 

expectation for every time. Your 

service should always be ‘value 

based’ making sure your patient 

understands that sometimes 

there are necessary constraints 

on their wants and you don't 

disappoint them ‘cost wise’. 

Under-promise and over 

delivery should be the mantra of 

every practice. 

Expectation is the root of all 

heartache 

                       ~ William 

Shakespeare 

24. Create entry for more 

patients by attracting 

them: When it comes to our 

health, we tend to trust family 

and friends over any other 

marketing channel or rate list 

because we know it is the job of 

advertisers to sell something and 

although, we can very well see 

the in-built marketing involved, a 

personal recommendation is 

totally another story entirely. 

These recommendations usually 

include a caring dentist, clear and 

informed communication, the 

ease of operation and working 

and the enhanced level of 

comfort. The positive aspects of 

personal recommendations 

extend all the way to social 

media platforms and third-party 

review sites. By delivering on to 

them, we can do our image build 

up amongst existing patients and 

attract new ones. Patient care, 

though, is a double-edged 

sword. A dis-satisfied patient 

has been known to pull off nine 

or more patients (as per studies). 

Some health care managers treat 

the same as a high-risk, high-

reward case, but logically 

speaking, there are no major 

risks at all in this. You just have 

to do your job with full zeal and 

aplomb and let the system work 
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its course. High patient 

satisfaction does pulls in new 

patients, courtesy the value of 

‘tongue’ (word of mouth). It 

may be called old-fashioned and 

obsolete but as a marketing 

strategy, word-of-mouth still 

triumphs much more efficiently 

over other jazzy, costly ways 

and means of advertising, 

promotion and marketing 

tactics. The psychology behind 

this, if put in one line is “Sharing 

your experiences”.  

Your most unhappy customers 

are your greatest source of 

learning 

~ Bill Gates 

25. Earn more by giving that 

extra zing in patient 

care: Various surveys have 

exemplified that patients are 

always willing to pay more to 

get treated from the dentist of 

their choice. According to the 

various patient satisfaction 

surveys, health care practices 

with high patient loyalty can 

command a higher price for 

their superior services without 

losing profit or market share. In 

other words, greater patient 

satisfaction lends dentists, the 

ability to charge higher prices 

for the same services as fellow 

colleagues are offering for low. 

The reason lies in providing that 

extra zing in patient care which 

you can achieve by patient 

satisfaction. There is also that 

sensitive issue of flaunting high 

OPD’s amongst friends and 

colleagues. Treating quality 

over quantity always takes 

precedence in my purview. A 

dentist has a very short shelf life 

to earn money because his neck 

and back are always at a risk. 

So, I think it is always better to 

treat less (in number) by 

charging more so that your neck 

and back bear less of stresses. 

This aspect has many facets and 

so many hidden benefits too. 

The more personalized and 

comprehensive care you give to 

your patient, the more satisfied 

your patient would be and less 
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traumatized your body will be. 

This reinvigorates the dentist 

giving him further zeal and 

motivation to delve deeper into 

the patient psyche understanding 

him more and delivering beyond 

his ways and means. The 

number of quality patients goes 

on increasing who can afford 

you and your services and it 

automatically filters out the less 

important ones or say limits the 

quantity automatically. The 

dentist motivation levels 

increase to keep the existing 

ones happier so that they don’t 

keep coming back for the same 

issue again and again because 

that extra time along with 

detailing helps the dentist to 

always treat better and charge 

more willfully. 

We make a living by what 

we get but what we make 

a life by what we give 

                            ~Winston 

Churchill 

 

 

DISCUSSION 

To be successful in our practice via 

marketing; internal or external, we 

ought to have a firm marketing plan 

which must address the below 6 key 

points:  

 

1. Objective/ Goal: What are you 

trying to accomplish?  

2. Your Target (Patients in our 

case): Who are you trying to 

reach? 

3. Strategy: How will you progress 

to achieve your goal? 

4. Tactics: What special activities 

you are going to invest in? 

5. Timeline: Till when will you 

achieve your goal? 

6. Budget: How much are you 

going to spend? 

 

Unless we have answers to these 6 

key questions, we really can’t expect 

any project to finish profitably. 

The final point for me will always be: 

Hakuna Matata  

Hakuna means “there is not here,” 

and matata means “troubles or 

problems”. 
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"Hakuna-matata" is a Swahili 

language phrase from East Africa, 

meaning "there are no troubles or 

worries". The phrase was used in the 

1994 Disney animated film The Lion 

King and its 2019 remake. It is a 

philosophy that Timon and Pumbaa 

live by and they teach Simba the 

same to pick him up and help him to 

discover himself. The song is often 

heard at resorts, hotels and other 

places appealing to the tourist trade. 

The philosophy can also be roughly 

translated as “all is well” or 

“everything is okay”. Irrespective of 

what literal meaning you derive from 

the original East African Swahili 

phrase, it encourages us to stop 

worrying unnecessarily and trust that 

everything will be alright. The core 

message of the phrase is to live your 

life without any worries and believe 

that everything will be alright. It is a 

problem free, philosophy. Stressing 

about the problems in life will not 

make them go away nor will it make 

you any happier or productive. We 

need to understand that bad things 

happen in life and there is nothing we 

can really do about it.  

What leading a Hakuna Matata 

lifestyle actually should entail for you 

1. Pamper yourself – We all work 

so hard, so take some time to 

treat yourself. 

2. Keep negativity out of your life 

– Attitude is everything, so 

surround yourself with those 

that bring out the best in you! 

3. Be yourself – There is only one 

you! Whether your aroma lacks 

a certain appeal or you feel just 

a little different from everyone 

else, always stay true to you. 

4. Embrace the spotlight – 

Everyone deserves their moment 

of glory. You can do it — own it 

and enjoy the attention! 

5. Don’t be afraid to try new things 

– We know, we know. New 

things can be intimidating, but 

you will never get to experience 

all that life has to offer without 

taking a few leaps of faith. 

6. Watch your mouth – We often 

say things we don’t entirely 

mean. Words can have a mighty 
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impact on your attitude and 

those around you, so don’t 

underestimate their power. 

7. When all else fails, shake that 

mane – Hakuna matata! Life is 

too short for worries. Get out 

there and live it up 

 

CONCLUSION 

The above 25 tips on Practice 

Management are my assembly of 

ideas and theories and a collection of 

a few practical and methodical 

approaches that I have been 

compiling ever since my M.B.A.’s 

finished and also from my 20 

completed years of private practice 

(01.1.2000-31.12.2019). As a parting 

note, I am giving you a few more tips 

(11) and quotes (15) in addition to the 

top 25 above making it a total of 51 

for you: 

 
11 Tips 

1. Patients are people too and no 

one likes to wait, so ideally keep 

a zero waiting time in clinics.  

2. Try working strictly on 

appointment basis only so that 

you finish on time as your 

family needs you and your time 

also. 

3. Do not over-schedule your 

working hours; a tired dentist is 

more dangerous and liable to 

cause damage when forced to 

work. 

4. Give importance to yourself, 

take out your ‘Me time’ 

everyday and analyze yourself 

about mistakes made and how 

you can improve them. 

5. Differentiate with Value or Die 

with Price as people don't care 

how the product is made and 

what it costs (price); all they 

care is what the product does for 

them (value).  

6. It is important for us to look 

beyond our walls and sense 

what is going on around us; our 

patients do have many options, 

it is up to us to convey them all 

the possibilities, the specialties 

we offer. 

7. Get yourself to know what you 

are aiming at and at the start of 
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each day, plan a little so you can 

do a lot more. 

8. Identifying your goals is of 

paramount importance. To 

achieve the targeted goals, we 

need both proper planning and 

execution. By planning, we can 

develop brilliant strategies and 

by executing them well, we save 

our time as well as money.  

9. Marketing is telling the world 

that you are a rock star. The best 

way to practice is marketing 

yourself and your clinic well 

and lemme tell you marketing is 

not selling; but selling is a part 

of marketing. 

10. The difference between being 

ordinary and being 

extraordinary is by doing a little 

more. It is by pushing through 

when most people would quit. It 

is about never giving up on your 

dreams no matter how far away 

they may feel. 

11. Self-confidence is the 

fundamental basis from which 

leadership grows. Not only does 

the confidence allow a leader to 

take tough decisions, it is also 

reassuring to employees. It 

allows the leader to lead the 

team with authority, to accept 

candour from employees and 

open communication and show 

the force of his will. 

 

Your customer doesn’t care how 

much you know until they know how 

much you care 

~Damon Richards 

 

15 Self Written Quotes  

(Author: Dr. Bhavdeep Singh 

Ahuja for all these below) 

1. You got to grab whatever life 

throws at you, especially when 

you are a beggar and not a 

chooser. 

2. In realms of uncertainties, lie 

opportunities – You just need to 

grab them with both hands. 

3. Opportunity rarely strikes twice, 

grab your love first time with 

both hands or get lost in the 
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wilderness – sulking and 

cribbing. 

4. When you know you have only 

the final straw left, you handle it 

with care, lest you should lose 

this one too. 

5. Improve on daily basis and not 

wait till tomorrow because we 

all know, that tomorrow never 

comes – Sometimes, there are a 

lot of unfinished things which 

can’t wait till then.  

6. In times of distress, lie HIS 

directions – we just need to 

follow them for our life – 

because HE wants only better 

for us.  

7. If you make your resolutions, 

stick on to them – who knows, 

your story might be waiting to 

be published in the world, 

someday to act as an inspiration 

for the rest. 

8. Search within and dig out your 

hidden or lost art/talent – It is 

never too late even if we think 

so.  

9. Never let temporary hiccups on 

the way abandon your long term 

journey (goals). 

10. Aim high and work towards it 

with full zeal even if there is a 

gallery full of people to 

demotivate you on the way. 

11. Work out your priorities or 

somebody else’s will make way 

for you always. 

12. Know your core strengths – 

back them and make plans to 

invest on them – they will be 

always your assets to bank 

upon. 

13. Always plan, do it well and 

follow it 80-90% of the time – 

don’t let time be an excuse for 

anything in life – you got to take 

out time and stretch and push 

your limits   

14. Always keep a margin for any 

kind of error in the plan or else 

there will be more getaways 

than work output. 

15. Dedication and passion should 

not always be fruit oriented 

(different from goal oriented) – 
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Sometimes, the road to success tests your patience too. 
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Dear Readers: Important Announcement 

 

The above article by Dr. Bhavdeep S. Ahuja has been published in 2 parts. 

 

The above is Part II. 

 

Check out WJASR Volume 3 Issue 1 January-February 2020 for the 1
st
 part of the 

above article. 
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