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19. Rule No. 19: Value 
the Importance of First 
Consultation in your clinic 
(Contd.): 
We (Me and Dr. Vandana 
Dhameja) had given you 
some further insights on first 
consultation in Rule No. 19 in 
the previous three issues (IDA 
Times September – November 
2019 Issues – Part 33, 34, 35). 
We hope you guys have had a 
feeling of ‘Eureka’ by now as to 
what exactly, the newer realms 
can the first consultation 
phenomenon open for all of us. 
Let us continue further:
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consultation should be specific 
and should involve a deliberate 
conversation with the patient 
which can have a positive 
impact on the environment, the 
efficiency of the treating doctor 
and the future nature of the 
dentist–patient relationship. 

Patients are some times not 
fully aware of their dental 
needs and often avoid dental 
treatment for a variety of 
reasons, many of which are 
beyond the control or influence 
of the dentist. Regardless of the 
same, dentists have a moral 
obligation and an opportunity 
to present appropriate, 

desirable and 
necessary information 
about the treatment 
that can improve 
the patients’ general 
well being, dental 
health, systemic 
health, appearance, 
confidence and self-
image. We have to 
educate and enlighten 
our patients about 
overcoming their 
obstacles to dental 
treatment alleviating 
their fears. We 
have to structure 
our presentations 

focussing on those 5 questions 
(aspects mentioned in IDA 
Times October 2019 Issue – 
Part 34) to create a logical and 
complete format for discussion. 
Approaching treatment 
planning using the principles 
of ‘backward planning’ enables 
both dentists and patients to 
distinguish between treatment 
objectives, treatment methods 
and treatment sequence. 
All information needs to 
be prepared, analyzed and 
communicated for education, 
disclosure and informed 
consent. It should be recognized 

that both the content and 
format for patient consultations 
could influence the success 
and outcome of consultations 
(read: actual ‘conversions’). 
When a consultation 
satisfactorily answers those 
5 main questions (mentioned 
in October 2019 issue of 
IDA Times) and any other 
accompanying ones, patients 
more often than not will often 
commit to the treatment and 
schedule their appointments 
with you. If not, they will 
either ignore their condition 
or return for additional doubts 
discussion or move to another 
dental clinic which satisfies 
their doubts more. Many a 
times, even after a two way 
interaction with the patients, 
certain things are unclear or 
are easily forgotten by them. 
Thus, to aid in a more catchy 
consultation, we can hand over 
various treatment brochures to 
patients explaining the nature, 
cause etc., of the disease in the 
regional language (if available 
or viable and affordable in our 
clinic). An added aid would be 
to put various videos, posters, 
books about various aspects 
and treatment modalities of 
dental diseases in the waiting 
area to enlighten and utilize 
the patients’ waiting time and 

decrease your consultation 
time. Insightful, deliberate, 
structured planning can help 
ensure that patients will want 
to schedule the treatment they 
need, but we have to make sure 
that the discussions don’t go 
on and on without a fruitful 
culmination.

Most dental problems do have 
a variety of possible treatment 
options available, whether 
we offer the same or not. As 
per law, we have to start in 
a descending order of the 
options available (as they are 
universally acceptable) for 
that treatment and offer the 
same to the patient, whether 
affordable to the patient or not 
and whether we are offering 
that facility or not. 

If the patient chooses a No. 
1 option for that treatment 
option, e.g., an implant 
for a normal missing tooth 
(viability wise ok) and you are 
not offering the same (lack of 
skill or training), you have to 
tell the patient regarding the 
same, vehemently and let the 
patient decide on that whether 
he wants to continue with the 
second best option in that case, 
the bridge (which you might 
be offering otherwise as a first 
option). This is mandatory also 

as per the legal requirements of 
our profession. Now, come back 
to the original thread and let 
us suppose, we are offering all 
particular options available for 
that treatment modality. After 
you lay out a sumptuous buffet 
of options to the patient, he can 
choose the treatment modality 
based on his budget, comfort 
level and cosmetic aspirations. 
Even for a simple direct 
restoration, the patient is free to 
choose from several materials, 
viz., gold, silver amalgam, 
porcelain, composite resin or a 
glass ionomer, similarly for an 
indirect restoration the options 
can be a ¾ crown, inlay, or crown 
along with material options as 
well like Gold, PFM, Zirconia 
etc. These are examples of a 
simple dental consultation, 
where a dentist discusses 
all the options available to 
the patient and answer his 
(patient’s) leading questions 
to help him make an informed 
choice whilst determining 
which option would be best 
for him according to his given 
situation. It is the patient’s 
right to get all the options 
and hence, the treatment 
accordingly. There are some 
procedures in dentistry which 
are considered complex, so it is 
imperative that we dissect the 
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Many of us sometimes literally 
sing a tune in our hearts 
(playing in the background) 
''Tune maari entriyaan toh dil 
mein baji ghantiyaan; tangg 
tangg'' whenever we see a 
new patient entering into the 
clinic (no offence intended, 
whatsoever). A visit to the 
dentist is never an exciting 
prospect for the patient, be 
it the kid or the adult and is 
sure to give them goose bumps 
while entering the door of the 
clinic and rather, the patient 
might be playing a different 
bollywood song in the 
background “Kya karru 
haaye, kuchh kuchh 
hota hai”. 

Isn’t that a paradox 
actually? 

So, the first thing should 
always be to calm and 
soothe the nerves of the 
patients to establish 
the best possible initial 
rapport with them. The 
communication skill set 
that a dentist chooses 
to mark the start of the 
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finer nuances of the complete 
treatment, so that the patient 
knows what road lies ahead 
for him. The first consultation 
is the perfect time to dissipate 
all such information and 
thereby, answer with a detailed 
explanation of what will take 
place along with the other if’s 
and but’s of the treatment. A 
visual demonstration or videos 
using tooth models, sample 
presentations, graphics etc., 
can help a patient better 
understand each step of the 
procedure, he is going to 
undergo. Some patients are too 
inquisitive to ask many things 
for that particular treatment. A 
dentist has to be calm, relaxed 
and patient enough to reply to 
all those patient queries and 
satisfy him eventually before 
starting the procedure. The 
dentist’s opinion should be 
true and accurate according 
to his acumen and abilities 
without resorting to any kind 
of lies and the same should 
be verifiable lest the patient 
should go in for a second or 
third opinion. The bottom line 
of all is if the patient decides 
to go in for the treatment, both 
you and the patient should be 
on the same page before the 
start of the treatment, in terms 
of firstly, treatment outcome, 
secondly, scheduling and lastly, 
payment system to be followed. 
Most post treatment woes 
can be effectively disabled at 
this step only if we follow the 
correct protocol. The patient 
should also be urged about the 
importance of maintenance 
and post-operative recalls in 
the long term success of any 
treatment modality. If the 
patient is worried about the 
hygiene and sterilization part 
of the clinic, the dentist should 
not take it upon his ego and be 
really open-minded to show the 
same to the patient about the 
effective sterilization regimen 
being followed in the clinic. The 
patient also has to be warned 
about taking any medication 
without the dentist’s 
supervision and prescription. 

patient, believe me, it acts 
as a practice builder for your 
patient in the longer run to 
not leave you for any other 
reasons (except when trust 
is broken due to any mistake 
on dentist’s part) especially 
monetary particularly when he 
knows that you have his full 
dental history with you. Your 
consultation should always 
encourage the patient to co-
operate in a better manner for 
a higher success rate. 

A dental clinic receptionist or 
your assistant (depending on 
the clinic prototype) is the 'first 
face' of the clinic as 
they usually are the 
first point of contact 
on immediate arrival 
of the patient. They 
are also usually the 
first ones to deal 
with the patients 
especially if the 
patient takes an 
appointment via a 
phone call or comes 
in our absence or 
just before our 
arrival in the clinic. 
Ideally, the latter 
should not happen unless in 
case of some emergency and 
we should be present in the 
clinic during clinic working 
hours, especially whether 
we have an appointment or 
not. This is part of good work 
ethics and culture. That is also 
precisely one of the reasons, I 
always insist on deciding the 
time of appointment by the 
dentist himself considering 
the Pareto’s principle of 80-20 
(more on this below in next 
section in the next issue) as 
paramount, although the same 
can be conveyed by the staff 
(after deciding when to treat 
and whom to treat by the dentist 
as per the Pareto principle). 
We should make sure that we 
have properly trained our front 
desk staff to greet the patients, 
handle the patients’ enquiries 
(falling under their ambit and 
knowledge set only and not 
beyond that), offering patients 
any kind of beverages like tea, 
coffee etc. on arrival (if, viable, 
affordable and available).

Following the first 
encounter, it is now our 

turn to take the lead. 
It should be with 
full vigour that we 
greet our patient 
and introduce 
ourselves and/or 
our associate/s to 
them. The staff and 

the dentist should be 
well-dressed preferably 

with a proper uniform 
code (not mandatory, 

though and depends on the 
target group) as a visibly good 
appearance with neat dress-
up is more likely to attract 
listeners rather than poorly or 
shabbily dressed up ones. It is 
best to have a positive clinic 
atmosphere as patients value 
a good personality, leadership 
skills and behaviour and the 
way everyone behaves in clinic 

(staff members and the dentist) 
and talk or communicate with 
each other and the patients. It 
is always best to have a once 
in a while indepth discussion 
with your staff so that a prior 
homework or a dress rehearsal 
kind of a rehash is done 
before the actual on-ground 
interaction with the patient. 
The general guidelines can 
be in the way we manage our 
initial talk with the patient 
that leaves a lasting impression 
on them and directly impacts 
their conversion (for new) and 
retention (for old) rates. 

8. Never forget to mention 
the consent part where 
you have to take a written 
signature of the involved 
(dentist and patient) along 
with a witness from either 
side (dentist and patient).

9. Try giving all financial 
options to the patients with 
a wide range of payment 
options like swipe, cash, 
cheque, PayTM or any other 
digital mode like NEFT 
or IMPS, so that they can 
afford the treatment in one 
way or the other.

10. Always have a written 
financial plan, review it 
with the patient, have their 
signature and then attach 
the same with their case 
sheet.

11. Never make any decision or 
judgment for any patients 
on their behalf regarding 
whether or not, they can 
afford the treatment based 
on our plan. 

12. Always offer the best 
treatment plan with flexible 
payment options and then 

let the patient decide what 
and how they want to accept 
the same or not. Use the 
pull approach and not push 
approach of marketing; or 
at your convenience you can 
use a combination of the two 
methods listed above.

Sunehra Mauka, Lagaa De 
Chauka

(Golden Chance to hit the ball 
out of the park)

But how?

We shall continue more on this 
and on first consultation and 
the value of the same in the 
next issue.
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As a solid practice management 
tip, it is wise to note all signs 
and symptoms including 
chief complaint in a digital 
record (computer or software 
or app based digital platform 
like tablet) in front of the 

To have that solid impact, 
the first consultation should 
be unique; but how ? 

1. Always remember ‘talk to 
educate and not to impress’.

2. Have full confidence in 
yourself and your abilities so 
that you can provide quality 
treatment and appropriate 
care. 

3. Present the best treatment 
plan within your knowledge 
ambit and limitations and 
never promise the moon.

4. Never ever try to offer a 
facility lying beyond your 
acquired skill set and 
especially when you are 
not calling any associate or 
consultant for the same.

5. Be confident with what you 
are quoting for your offered 
services and see what 
benefits or value the patient 
is going to derive from the 
same. It will always be a 
fight between cost and value 
in the clinic which solely is 
based on patient perception.

6. Let the patient know your 
timings, your routine and 
your system of working, 
your preferences and then 
your expectations from the 
patient along with detailed 
charges that the patient 
would be incurring on the 
particular procedure that he 
is going to undertake. 

7. In this fast paced life, no one 
wants to wait, therefore, for 
scheduling the treatment 
time, always know your 
skills and limitations, be 
completely thorough with 
them, the lab timings, the 
ability to finish a particular 
task on time should be well-
versed with you.
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