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Dr. Bhavdeep Singh Ahuja

Managing your Dental Practice better 
with a few Rules of Marketing - PART – XXII

16. Rule 16: Positively 
increase your patient’s 
satisfaction (Contd): 

Patient satisfaction represents 
an infectious attitude and, 
if positive, shows a strong 
one too. Though it does not 
ensure that the patient will 
remain loyal to the dentist or 
the clinic, it is still a robust 
motivating factor. Either way, 
is it positive or negative, it 
surely does rub on to other 
patients. Patient satisfaction is 
an indirect or a proxy indicator 
of the quality of treatment 
(performance) provided by the 
dentist. Delivery of patient-
focussed care requires that we 
provide care in a particular 
way, not just sometimes, but 
always. It should be on every 
patient, every time. It is an 
ironic fact - the better you are, 
the better you must become. 
Quality does not stand still. It 
should be linear and always 
ascending. One should strive 
to provide better care and soar 
above each and every patient's 
expectations. 

We (me and my co-author, Dr. 
Vandana Dhameja) discussed 
patient satisfaction tips in the 
September 2018 issue and, as 
I mentioned in the foot note 
of the same, there are a few 
other small tips and tricks 
(We have discussed so many 
earlier, but I have picked up 
putting altogether 5 of my 
favourite ones) related to décor 
and designing of the clinic that 
help the dentist further master 

the art of patient satisfaction. 
These are, however, not, sure 
shot ladders of success but 
nevertheless not less than a 
shot in the arm:

(1) Clinic décor: I am often 
asked in my sessions and 
seminars as to ‘Does office 
décor really matter?’ Let me 
put it in another perspective, 
an aesthetically designed, 
well-furnished clinic, properly 
spaced with good interiors, well 
equipped with lighting, water, 
furniture etc. and well-dressed, 
ever-smiling and pleasant staff 
does go a long way in bringing 
the patient to the dentist’s 
office while a shabby looking 
clinic with poor amenities does 
piss the patient off. It is very 
important that patients should 
be felt privileged in your clinic 
because some time down the 
line, they might not remember 
what you said to them or what 
you did to them; but they will 
always remember how you 
made them feel.

(2) Recurrent Clinic Visits: 
Many a times it happens that 
even with a competent dentist 
and a compliant patient, the 
problems persist because of the 
policies, work culture or the 
attitude shown by the employees 
at the front desk. Traditionally, 
clinic staff has had discrete 
functional services such as 
patient aprons, tray changing, 
instrument replacement, 
chair side help amongst many 
others etc., unfortunately, this 
specialization has led to more 
fragmentation, costly care and 
less than ideal patient service. 
A study describes that during 
a typical routine treatment say 
RCT with a crown involving 
4-6 sittings spread over 10-
15 days, a patient sees many 
facets/aspects of the clinic and 
gets to know even some hidden 
secrets (can be dirty, as well 
in some cases) of the clinic. 

Building and sustaining a 
service-oriented organizational 
culture is important for the 
success of any organization 
because that helps to serve 
patients better and improve 
the service quality. There are 
certain areas where minimum 
requirements and standards 
have to be maintained.

(3) Calling back: Ensure 
that a smart, competent and 
intelligent person is placed to 
handle the telephone for he 
or she will be the voice of the 
practice. Establish standards 
to ensure that the telephone is 
picked within a certain time, 
mode and tone of speech are 
cordial and a triage protocol 
is followed which helps to 
ward off the unnecessary calls 
when the dentist is busy in his 
professional work. A feedback 
from patients in this regard is 
always beneficial.

(4) Waiting time: The amount 
of time, the patient spends 
in the waiting corridor area 
plays a very important role 
in determining the outcome 
of patient satisfaction. With 
so many choices available to 
everyone, unless the dentist 
has a genuine reason to make 
the patient wait (an emergency, 
which popped out of no where), 
we see impatience creeping up 
in the society, there are very 
few people who would want to 
stick to a dentist who has no 
respect for their time, barring 
4-5 top hot shot dentists in a 
medium sized city (who can 
command that kind of waiting 
time). Ideally, the waiting time 
in a clinic should not be more 
than 5-10 minutes and the 
appointments of the dentists 
should be spaced up like that 
but for that the dentist ought to 
know himself and his abilities 
and the knack to finish up 
a particular task in a given 
amount of time. This boils down 
to who gives the appointment 
for a particular slot, the dentist 
or the receptionist and if the 
dentist does the same and 
finishes the same in that desired 
amount of time, this seems to 
show enough confidence in his 
abilities which is paramount to 
his success ladder. The waiting 
time depends on a lot on 
factors, like the dentist's style 

of working, the kind of patients 
he sees, the locality where he 
practisces and the efficacy of 
the support staff.

(5) Dentist-patient interaction: 
This is the gold standard 
to determine the patient 
satisfaction outcome correctly. 
A dentist’s interpersonal 
(read - communication) skills 
can increase total patient 
satisfaction, which is the most 
likely to have a positive effect on 
treatment adherence and result 
outcomes. Dentists frequently 
keep themselves busy in 
showbiz of their clinic and 
end up flaunting themselves 
and their clinic more and 
talking less to the patient. I 
will quote another example of 
a study in which insufficient 
communication was seen by 
majority of patients as a major 
cause of dissatisfaction with 
the treatment. However, these 
studies are very subjective by 
its very inherent nature.

well” part not necessarily refers 
to the quality of care but to how 
content a patient is with the 
care they received or putting 
in simpler words, how much 
‘value’ they received in the ‘cost’ 
they paid for. We, especially, in 
the dental world, are known 
to directly influence patient’s 
lives, sometimes at their most 
opportune and vulnerable 
moments like marriage, 
proposal, job, interview etc. 
We only have to make sure 
that we do the same in the 
most pleasant and satisfying 
manner, so that it is a win-win 
situation for everyone. We have 
to emphatically understand 
patient satisfaction, thereby 
putting empathy first always 
so that this world is a happier 
and brighter place for all, at 
least in clinics and hospitals. 
It is a 100% given that patients 
who feel dignified, respected 
and cared for in our clinics 
are the ones most likely to be 
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So, time to wonder why 
patient satisfaction is so very 
important?

Bargaining by patients 
in private set ups may be 
inversely proportional to 
patient satisfaction. Apart 
from the most commonly cited 
reason of the typical Indian 
mentality behind this, there 
are a few genuine reasons as 
well as to why do patients 
resort to bargaining in our 
clinic?  Although it might 
not be that simple to answer, 
what is patient satisfaction; 
but speaking in a lay man 
language, it is an indicator of 
‘how well’ the patient is being 
treated in the clinic. The “how 

compliant with our treatment 
plans giving us better odds 
with more predictable and 
optimum treatment outcomes. 
Patients who feel satisfied and 
happy with the treatment are 
more likely to carry on with the 
trust factor with their dentist. 
After all, patient satisfaction 
is more than a perceptionbut 
this perception is now a stark 
reality and is especially true 
in a patient's experience of our 
dental practice. Most patients 
have no reliable method of 
evaluating the care they 
receive, so they rely upon a 
proxy. How did the clinic make 
them feel? If the practice makes 
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INTRODUCING NEW CAPRICA PAPAYA EXTRACT GEL 
WITH VITAMIN “A” AND “C” FOR THE CHEMO-
MECHANICAL REMOVAL OF DENTAL CARIES.

1.  V-CARIE-SOLVE SELECTIVELY DISSOLVES CARIOUS DENTIN. 
2.  V-CARIE-SOLVE PRESERVES HEALTHY DENTIN 
3.  V-CARIE-SOLVE MINIMIZES THE USE OF ROTARY INSTRUMENTS. 
4.  REMOVES CARIOUS DENTIN ONLY BY USING HAND INSTRUMENTS.
5.  GOOD FOR CARIOUS DENTIN REMOVAL OF ANXIOUS PATIENTS, 
     UN CO-OPERATIVE PATIENTS, PEDIATRIC PATIENTS, WIDE CAVITIES
     CARIOUS LESIONS ENCROACHING THE PULP, TEETH INDICATED FOR 
     INDIRECT THE PULP CAPPING.

CARIOUS DENTIN REMOVAL 
PAINLESS, NO DRILLING

V-CARIE-SOLVE

HOW TO USE
REMOVE HARD SUBSTANCE SUCH AS  ENAMEL  
OR OLD FILLINGS WITH THE USE  OF DRILL.

 PUT 1 OR 2 DROPS OF V-CARIE-SOLVE IN TO  THE 
SPACE PROVIDED IN TO THE  INNER TRAY.

APPLY THE GEL TO THE CARIOUS DENTIN. 
USING APPLICATORS PROVIDED IN THE  PACK. 

SOAK THE CARIES GENEROUSLY IN V-CARIE-
SOLVE.

WAIT FOR 30-60 SECONDS. THE CHEMICAL 
PROCESS WILL SOFTEN THE CARIES.

SCRAP OFF THE SOFTENED  CARIOUS DENTIN 
USING A MULTI STAR TIP HAND INSTRUMENT. 
AVOID FLUSHING OR DRYING THE CAVITIES.

IF THE LESIONS SOAKED WITH V-CARIE-SOLVE 
AND NOT FREE FROM CARIES, CONTINUE 
SCRAPPING. REPEAT UNTIL THE SURFACE FEELS 
HARD.

WHEN THE CAVITIES FREE FROM CARIES WIPE THE 
CAVITIES WITH THE MOISTENED COTTON PALLET 
OR RINSE IT WITH THE LUKEWARM WATER.

RESTORE THE TOOTH WITH THE SUITABLE 
FILLING MATERIAL.
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VISHAL DENTOCARE PRIVATE LIMITED
AN ISO 9001:2000 & CE CERTIFIED COMPANY

G-F/1, Vijay Complex, Nr. Vasna AMTS Bus Stop, 

Vasna, Ahmedabad-380007 (Gujarat) INDIA. 

Ph. : 079-2660 6981 M. : 97231 50640

Mail : vishal_dentocare@yahoo.co.in  Website : www.vishaldentocare.in
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them feel valued, respected and 
cared for, they will infer that 
they have received good dental 
care, even when the outcomes 
have been less than expected. 
The patient's perception 
has always been important 
in attracting and retaining 
patients, and in avoiding 
lawsuits and complaints to 
regulatory bodies. According 
to a 2012 survey, over 68% of 
healthcare personnel believe 
patient satisfaction was one 
of their top three priorities in 
their clinic/hospital. To ponder 
upon this fact and also some 
other aspects, we do need to 
answer a few questions whilst 
understanding why patient 
satisfaction does even matter?

 Can we be one of those 68% 
healthcare personnel? 

 What steps can we take 
to improve our patient’s 
satisfaction? 

 What is the role of a clinic 
and a concerned dentist in 
patient satisfaction?

 Is patient satisfaction a 
real indicator of a patient’s 
reaction of a service 
experience? 

staff than the dentist. You will 
surely be surprised on listening 
to a few of them, whilst others 
may seem familiar to you. 
Try tackling the gravest ones 
first and then going down 
to the least botherable, but 
make sure you solve them all. 
Always remember that once 
solved all, it is not over but a 
reiterative process. Repeat the 
process monthly (or earlier, 
if any urgent issue arises) to 
gauge past issues’ progress and 
identify newer ones. So always 
indulging in patient feedback 
through any means is an effort 
we can be proud of, after a 
few years down the line in our 
clinical practice life. Bigger 
practices, however, can resort 
to the more sophisticated ways 
of gathering patient feedback 
like patient survey or comment 
cards, although these also work 
as much as the same as the 
traditional ones. The success 
rate can be unusually high if 
you understand the needs of 
the patient.

2.Gauging the patient's 
expectations and managing 
them: This does surely come 
with a combination of instinct 
and experience. There is an 

the lab side; if used properly, it 
is an excellent marketing tool) 
and so on. 

3. 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 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’.

4. Stay updated on technology 
and procedures that create 
better outcomes: One of the 
biggest trends in dentistry right 
now is a shift towards less or 
minimally invasive procedures 
utilizing microscope (RCT) and 
other great gadgets which save 
on time and enhance the value 
for treatment for the patient. 
The patients are really literate 
these days utilizing the support 
of ‘Google’ uncle to keep abreast 
with the latest developments in 
the dental world. 

They usually know that such 
minimally invasive procedures 
are often advantageous to them 
because less of their tooth 
anatomy is disrupted during 
the procedure much like a 
laparoscopy procedure which 
has now reduced the need of a 
big cut. So, they would be more 
than happy to know if their 
dentist is following or utilizing 
such protocols and would be 
more than dissatisfied if they 
have to ask why he isn’t using 
the same in his setup.

5. You can be a Jack of all but 
try to be a Master of few as 
well: Jack of all trades and 
Master of none is one common 
saying which is hardly relevant 
in today’s times. This is an era 
of specialization which patients 
are now duly acknowledging 
nowadays. We can improve our 
workflow by focusing on specific 
procedures rather than trying 
to do everything, to eliminate 
distractions and make sure the 
work flow runs smoothly and 
effectively. 

Try spending some extra time 
with each patient addressing 
their apprehensions and 
concerns so that patient can 
equate feelings of satisfaction 
with the amount of time 
and contact they have with 
their dentist throughout the 

treatment process. One simple 
trick that surely works is if 
you can somehow make the 
distances between the pre-
operative, operating time and 
recovery time shortened which 
surely does optimize efficiency 
and patient satisfaction.

Friends, I have tried to cover 
patient satisfaction in depth 
in this issue and I shall 
be focusing further on the 
essential elements of patient 
satisfaction side by side giving 
you varied reasons as to why 
patient satisfaction should 
rank amongst health care 
professionals (read – dentists) 
as a top notch priority in the 
next issue.

Don’t miss it !!!!!
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Many clinics are busy installing 
latest gadgets with facilities, 
a café and a bar (in western 
countries), along with a few 
others along with a free Wi-
Fi. My thought process differs 
here and from all of the above, 
I partially agree with the Wi-
Fi part only but, otherwise, 
I genuinely feel they are 
missing the point because in 
my ‘perception’ high patient 
satisfaction in dentistry has 5 
(five) main components:

1. Clearly but quickly comprehend 
what the patient needs are and 
what you are not able to impart 
to him: The best and most 
cost-effective way for that is 
coordination and discussion 
with your clinic staff to check 
may be a few things, what you 
are missing and they might 
have been able to see. Ask 
your staff to share the patients’ 
most common complaints and 
let them rank it as patients 
have been seen to be often 
more candid in complaining to 

Indian Dental Association (IDA) has been taking giant leaps to push beyond conventional boundaries to interact with the people of India 
and with the dental fraternity at large. In the wake of our expansion, we are now focusing on having our own social media presence
that would allow us to stay connected and bring you the most advanced updates in the field of dentistry. 

/IndianDentalAssociationOnlineSubscribe to our channel at

ancient proverb which goes, 
“Success is getting what you 
want, happiness is wanting 
what you get" The target should 
always be to make patients 
happy. Your clinic won’t be able 
to always give them everything 
that they want but how quickly 
and clearly you can manage 
that is where the success of 
patient satisfaction mantra 
lies. If you cannot give patients 
exactly what they want, give 
them similar things, for e.g., 
an expectation of walk in 
appointment with no waiting 
time, alternatively tell them 
what you can do like a prior 
appointment with less than 5 
minutes waiting time. Stick to 
your service promises. Make a 
list of those promises (which you 
can surely fulfill), post them on 
your website and in the waiting 
area. Another example could 
be time-frame based, for e.g., 
delivery of crown and bridge 
prosthesis in less than 48 hours 
(that requires a spoken/written 
confirmation between you and 
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