PAR) THREE




What are you grateful for?

Tell us something you are grateful for in your dental practice.




WRITE DOWN THREE
UBSERVATIONS






SAMENESS / DIFFERENCE

Sameness Difference

S P R P N, >
Seek similarities and patterns Distinctions and variations
Consistency in their experiences Notice unique features

and appreciate diversity



HOW 10 USE THES IN PRACTICE...

Sameness Difference

D T S PR >
A

Common ground Appreciate unigueness

and diversity

Familiarity _
N Embracing Change



HOW T0 USE THIS IN PRACTICE...

« Handing over patients to an associate
You'll be seeing Tom next time.
He will do the same exam as me and look at the same things.
He is amazing with patients
You will still have Ellie nursing for you
| am around if you want an implant.

« Rebooking an appointment

So, although we need to rearrange, | can offer you the same day, at the
same time a week later, does that sound ok?

 Joining plan

By joining the plan, you will still see me, get the same care and attention and you
won’t pay anything when you go downstairs. You will also get discount on treatments.



META PROGRAMS
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It's in the bag
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To enjoy London's fastest
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HOW 10 USE THES IN PRACTICE

For a new patient consultation — what we do is...

* Website

* Reception — phone call
* Email confirmation

* TCO initial consult
 Studio check in

* During the procedure

* Treatment presentation

Same, aligned messages
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Treatment

Attract

Dental

rv “! Ms Pankhurst Appointment
Reminder for Haslemere
\ A
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, &= B Dear Sally

First call Reminder

Treatment
presentation

Checkout Reception

“TLC + 3R's

Complaints







THE FREQUENT FLYERD CLUB



Practiceplan

The business of dentistry

Part of the WESLEYAN Group



Treatment

Ms Pankhurst Appointment
Reminder for Haslemere
Dental

Dear Sally

Reminder

t I r

Treatment
presentation

Checkout Reception

“TLC + 3R's

Complaints
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Tell me, In terms of your dental

health, function & appearance,

how would you like your teeth
to be In, let's say, 20 years?



When they use phrases like
| can, | will, | want

TOWARDS

When they use phrases like
|can’t, | don’t, | shouldn’t

AWAY FROM




TOWARDS

| still want all of my own teeth
| want them to look good
To feel confident about my smile
| want them to work
Be comfortable

AW FROM

| don’t want to lose them
Don’t want them to look bad/yellow
Don’t want to be embarrassed
| don’t want any pain
| don’t want any problems
Don’t want false teeth



LISTEN GAREFULLY






Hi Baz, | use your “20 year
question” on every single

patient” for a Io.t of rlmn,e, it's ﬁ’ David Bullamore
a 10 vear question..! It's . Itis my favourite question for treatment

@a awesome, thank you. planning. The patient will usually give
‘ you direction on what they want for
their teeth so you can prioritise what is

Arnold Gangaidzo important to them, serving them better
I'm using it on all new patients. Many of and saving time by not dISCU§Sln9 at
them are feeling listened to and length treatment they aren't interested
deciding to go ahead with in. It is also a question,so far, no

patient has said they have been asked
before, which | think helps differentiate
us dentists who actually care about
what the patient wants for their teeth.

comprehensive treatment instead of
single tooth dentistry. I'm finding that it
gives them permission to share details
they otherwise may not provide and it
is making it easier to build rapport. 4d Like Reply 10

5d Like Reply 10



WHAT DO YOU
WANT FROM TODAY?

®
Good day out
Proper lunch break
Cake & Cookies
New ideas
Fun

With your team
Relevant to you

WHAT DON'TYOU
WANT FROM TODAY?

®
Role play
Death by PowerPoint
Boring
Too complicated

Overwhelming
All about the dentist



Ms Pankhurst Appointment
Reminder for Haslemere
Dental

Dear Sally

Reminder

Treatment
presentation

Treatment Checkout Reception TLC + 3R’s Complaints




EXERCISE TIME




Name of touchpoint:

Where are we now? Where do we want to be?
Short haul actions

Long haul actions




THE MAGIC
8F LANGUAGE




HRST RULE OF SUBGONSCIOUS INFLUENCE

Your subconscious mind does
NOT process a negative!






JON'T SPILL THAT DRINK
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Ms Pankhurst Appointment
Reminder for Haslemere
Dental

Dear Sally

Reminder

Treatment
presentation

Treatment Checkout Reception TLC + 3R’s QR Complaints
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INFORMATION






AGREEMENT FRAME

Everyone sees things from a different point of view

Usually when people disagree with someone,
they use the word “but” to preface their own viewpoint.



THAT'S ALOT OF MONEY

| understand that it's a lot of money,
but you said you wanted to save the tooth.



BUl






REMINDER-RAPPORI

Good rapport can mean the difference between a successful,
productive communication and an unsuccessful, nonproductive one.
Creates a sense of likeness
People LIKE people who are like them
People TRUST people who they like

People take ADVICE off people they trust
People BUY off people they like & trust



THAT'S A LOT OF MONEY...

| understand that it's a large investment and what you said to me,
Is that you wish to still have all of your teeth in 20 years

The crown does cost more but will increase the chances
of keeping your tooth. Because it’s strong and durable



TRICKY SITUATIONS

| need to cancel my hygiene tomorrow; | have to go to work.
He’s running late again; you did this to me last time.
Why is your crown £8007 It’s £550 down the road.

| don’t want to go to school today.



One thing is certain in business.
You and everyone around
you will make mistakes.



Part One

/Short haul actions

Long haul actions

N

Part Three

/ Short haul actions

Long haul actions

o

Part Two

FLIGHT PATH

/ Short haul actions

Long haul actions
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Part Four




What are you grateful for?

Tell us something you are grateful for in your dental practice.




BREAK TIME
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