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Practice Management

Dr. Shirish B. Khedgikar 
Assistant ProfessorDear friends, I covered 

patient satisfaction in 
greater depth in the last issue 
(October 2018) and I shall be 
focusing further on the same in 
this issue so that you can utilize 
the same aspects efficaciously 
and fruitfully in your clinical 
set ups with a positive result.

chains. The same is nowadays 
largely attributed to the global 
reach of internet in each one 
of our palms via cell phones 
and also to the advent of 
social media to disperse the 
claims about the quality of 
care healthcare providers are 
offering. The expectations of 
the patients, too, are on the 
rise with new benchmarks 
being set for convenience, 
transparency and quality and 
the service providers have 
to now continually belt out 
new strategies to plug the 
hole between expectation and 
reality, steadily and swiftly. 
Sometimes, in the quest of 
improvement, investing in 

looking through a patient’s eye 
as sometimes a few very subtle 
changes can bring about the 
desired patient satisfaction 
levels but rarely even bigger 
ones don’t meet patient eye 
approval. 

After all the tasks written 
above, let us summarize, what 
are the 10 essential elements of 
patient satisfaction? 

(I am taking the background 
of a dental clinic here for easy 
reference)

1. Communication with the 
treating dentist (how 
efficacious).

2. Communication with clinic 
staff member/s a.k.a. the 
dental assistant/s (has to be 
very genial with a humane 
touch).

3. Communication about 
treatment protocols and 
informed consent (ability 
to explain the things in a 
rightful manner).

4. Responsive nature of the 
clinic staff member/s to 
patient complaint and 
during treatment sessions 
(quick response to certain 
situations).

5. Pain management (how 
effective) by the treating 
dentist.

6. Cleanliness and calmness of 
the clinic environment (how 
much soothing).

critical components to achieve 
patient satisfaction which she 
calls “ASAP” which can allow 
us to accomplish all the above 
three important jobs on hand.

1. A – Acknowledge: There 
is no greater insult than to 
be ignored. Patients have 
often reported that they feel 
“invisible.” Sometimes, even 
when busy, in clinical work, 
a small eye contact can do 
wonders and make the patient 
feel assured that you have 
acknowledged his presence. 
Just a thoughtful look, 
coupled with a smile, provides 
the empathy people need to 
understand that they are 
not forgotten. It only takes a 
moment and if the patient has 
sought your services, he might 
be actually in distress and our 
acknowledgement can actually 
make them feel relaxed that he 
will be there in safe hands and 
out of the woods soon.

2. S – Support: Set a “no ignore” 
rule in your clinic. If a patient 
has been sitting for more than 
15 minutes without having 
someone to actively engage 
with them, you can be assured 
of getting a reputation of 
providing poor customer service. 
This rule or commitment must 
be a standard set for all too to 
actively engage the patients 
whilst telling the truth as well 
for example, “the wait will be 
longer than expected (because 
of any emergency or reason)”. 
Telling the truth, even when 
it is not what people want to 
hear, does provide comfort and 
support to the patient. Offering 
a simple glass of water or tuning 
on to the favourite TV channel 
might be a good replacement in 
such situations.

3. A – Accept: A simple 
acceptance for the delay and 
it usually does soothe out the 
patients’ temper most of the 
times rather than trying to 
blame some other people or 
unintended reasons for the 
delay which won’t give the 
patient any sort of comfort. 
We usually jump the gun 
when the blame is put on our 
shoulder; the difference is that 
the same can be met just with 
an acknowledgment that we 
agree that a delay was caused, 
although it may have been 
inadvertently. This is a time 
when you can offer choices to 
your patient for rescheduling 
or making them comfortable 
in any way to cover up for the 
mess. Accepting the patient’s 
emotions at that particular 
point of time and responding 
with a kind response usually 
calms most stressed patients.

4. P – Prepare to Act: When it 
is time for action, it should be 
taken promptly. Immediately 

on patient’s arrival, assess 
which task you are on your 
current patient and how much 
time you are going to take. Be 
prepared to act in some way 
to help the waiting patient 
feel more comfortable while 
they wait and the patient in 
between the procedure is also 
not affected. Following through 
on something small allows 
patients to have the confidence 
that you are doing the BIG 
things well.

So, summarizing, the above 
ASAP - Acknowledge that 
the patient is important with 
your eye contact and active 
engagement. Support through 
kind words, gestures and 
interaction. Accept what the 
patient reports as their truth. 
Prepare to Act with a kind 
gesture, an action to make 
the patient’s experience less 
stressful and simple solutions 
thoughtfully delivered in a 
timely way. 

Improving patient satisfaction 
has become one of the primary 
goals for a lot of healthcare 
providers for a very simple 
reason that patient satisfaction 
level is directly proportional 
to success bar and directly 
impacts patient retention, 
clinical outcomes and referral 
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16. Rule 16: Positively 
increase your patient’s 
satisfaction (Contd): Patient 
satisfaction is now the rapidly 
recognized benchmark in 
effectiveness in the health care 
sector (both medical and dental) 
as all service providers (at least, 
in big cities) continually thrive 
to achieve the same because 
patient satisfaction plays an 
escalating role in the way 
health service providers are 
judged. Practically speaking, 
the perception of care is equally 
or say bigger than the quality 
of care. Patient satisfaction 
scores will soon have a part in 
determining dentist selection 
criterion for the patient with a 
number of third party websites 
coming up with their own 
voting meters on their websites 
enabling patient an easy choice 
and so will the outcomes. A 
trip into the dental clinic setup 
(can be called as a maze) can 
be a frightening, frustrating 
and lengthy experience for 
patients. Very commonly, 
we see patients complaining; 
“Expect the worst, hope for the 
best, be prepared to wait, be 
uncomfortable and be ignored”. 
Being a dentist comes with its 
own set of challenges, usually 
we have three jobs on hand; 
first to deliver the best possible 
clinical service, keep the patient 
informed and lastly create 
as comfortable an experience 
as possible for the patient. 
Margaret J. Sumption, MSED, 

LPC, SPHR-SCP, a teacher and 
counsellor with over thirty-five 
years of experience and an avid 
blogger has summarized four 

newer services and processes 
becomes a tedious and costly 
task and that too not with a 
sure shot 100% result. We 
really do need to have an 
honest assessment of our 
clinical practice and services 
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7. How updated is the 
dentist on latest treatment 
modalities? (The patient 
has google with him, so he 
can cross check.)

8. Post-operative instructions 
by the dentist or clinic staff 
(how effective and how 
smooth).

9. Post-operative follow up 
(how is the behaviour of 
dentist and staff after all 
payments have been made 
and suddenly a problem 
crops up a few days after 
treatment?).

10. What is the overall clinic 
rating amongst fellow 
audience (read – patients) 
or on social media?

I can enumerate so many 
reasons why patient satisfaction 
should score as a top notch 
priority for every healthcare 
personnel and facility (and not 
only dentists), to name a few 
obvious ones below:

1. Whirlwind razzmatazz: Who 
doesn’t mind a chance to get 
free publicity without spending 
a penny? According to a 2009 
survey, a satisfied patient will 
share his experience with four 
others whereas an unsatisfied 
patient will complain to nine 
or more people. The advent of 
social media nowadays adds the 
required fuel to the fire. With 
increasing number of patients 
posting about their good 
and bad experiences online, 
potential patients are getting a 
glimpse of what is really going 
on “behind the curtains.” If 
you and your team are doing 
exceptional work by providing 
sublime treatment quality, the 
social media waft makes sure 
more people will come to know 
about it than they actually 
should and it is both a boon and 
a bane. Bane, because if you are 
continually missing the mark, 
the negative remarks can 
snowball even faster, catching 
the eyes of even more potential 
patients who will give you a 
royal ignore even before landing 
in your clinic and without you 
waving your magic wand even. 
A happy patient is a very loyal 
patient and this one is a no-
brainer. Anyone who receives 
once an exceptional service 
experience in your clinic, would 
never want to go back and try 
the old recipe (from his older 
dentist). In this cut throat 
competitive era with plethora 
of options, patients seldom give 
you even a second chance and 
sometimes failing to meet your 
patient’s expectations means 
losing that patient forever. 

Never ever even think that 
what’s the big deal, after all, 
it is a single patient only; No; 
actually, that’s one patient too 
many. In the USA, the loss of 
a patient in a dental clinic due 
to dissatisfaction equates to the 
loss of over 100,000 USD life 
time. What that roughly means 
is that patient satisfaction is 
not just a bonus, but a solid 
investment in the future of 
your own clinic. The bright spot 
is that we can think and hope 
to get multiple through that 
one satisfied patient, so always 
think every patient to be very 
important patient (V.I.P.).

2. Commercial gains: Patient 
satisfaction leads to a large 
number of gains and most 
of them fill the pockets of 
the dentist luxuriously. Also 
benefited are other things like 
new patient growth, increase 
in stature, reputation, etc. The 
nly requirement is the inherent 
need to correctly understand 
how significant the impact 
of higher patient satisfaction 
can be. According to a medical 
field study, hospitals with high 
patient satisfaction percentile 
experienced nearly a 33% 
increase in patient volume 
per year. You can very well 
imagine the potential increase 
of additional revenue generated 
for them. For hospitals with 
patient satisfaction in the low 
percentile, the average volume 
loss was 7%.

3. Enhanced patient retention: 
Whether it is a restaurant or 
a dental clinic, happy clients 
would always keep coming 
back and refer others. The 
cost of new patient acquisition 
is really high, so retaining 
existing patients by delivering 
extraordinary care is one of 
the sure-shot ways to reduce 
turnover, increase loyalty and 
extend lifetime value. However, 
failing to deliver excellent 
service means losing a patient 
forever. 

4. 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 inbuilt 
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 them, we can do 
our image build up amongst 
existing patients and attract 
new ones. Patient care, though, 
is a double-edged sword. As 
mentioned above in Point 1, a 
dissatisfied patient pulls off 
nine or more patients. 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 its course. High patient 
satisfaction does pull in new 
patients, courtesy the value of 
‘tongue’. 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”. 

automatically. The dentist’s 
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 
wilfully.

6. Superior treatment results: 
Superior treatment results 
loosely translate as better 
clinical outcomes. What do we 
mean by clinical outcomes? In 
simple lay man’s language, it 
means that the effectiveness 
of the treatment depends on 
how much a patient trusts 
his dentist. This also means 
patients are more likely to trust 
their dentist’s diagnosis and 
judgment when they feel more 
than content with the care they 
receive. Meeting your patients’ 
needs not only helps you raise 
their satisfaction level as they 
begin to trust you more and 
will also make your job a lot 
easier. This is an important 
side effect of high patient 
satisfaction and a result of good 
dentist-patient communication. 
A 2013 study has found out a 
positive correlation between 
dentist-patient communication 
and the patient’s adherence 
to post-treatment instructions 
recommendations. 

Dear friends, I hope the in 
depth detailing of patient 
satisfaction should give a 
positive impetus in your 
clinical practice. I shall take 
up the remaining few aspects 
of patient satisfaction part in 
the next issue (December 2018) 
and finish this Rule No. 16 of 
“Positively enhancing your 
patient satisfaction” and start 
with a new rule in the New 
Year issue January 2019. 
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