
IRISH DENTISTRY November 2017www.irishdentistry.ie 37

BUSINESS & MANAGEMENT MARKETING

front desk is your patients’ first port of  call. 
How your team answers calls, gathers 
information and then uses this information is 
vital to converting calls into patients. What 
happens here will determine the long-term 
success or failure of  your practice. 

Added value
Your team could and should be your most 
valuable asset in terms of  the practice. 
There is a flipside to this, though – if  your 
team has not bought into what you are 
doing and any marketing you are carrying 
out, you might as well burn your money, as 
it will be quicker and more fun! And they 
may often be making the wrong decisions 
for what they consider to be the right and 
well-meaning reasons. 

I do not train teams, but I do know what 

Are you in it together? Chris Baker considers what you team should and shouldn’t be doing

Marketing masterclass: 
teamwork
A very basic definition of  marketing 
could be that it gets the phone to ring or 
the email to ping (there is a great deal 
more to it, of  course, but this will do for 
now). 

You’ve put systems in place to capture 
the details of  callers and visitors to the 
practice. But are you actually converting the 
patients that are contacting you? And once 
you’ve done that, what next?

Whoever answers the phone or sits at the 

works and what delivers the results in 
marketing and profitability. So, what should 
your team be like? 

If  you haven’t invested in training for your 
team, it is well worth doing so. If  you have, 
what then should you be looking for in a 
team member? 

The right attitude
If  they don’t have this, they have to go – it as 
simple as that. Dentistry now has a strong 
customer service element and a morose face 
on the front desk or a depressed voice when 
answering the telephone will no longer do. 
Patients will go elsewhere and so they 
should. Many successful business owners say 
that attitude is the number one requirement 
when recruiting. Almost everything else can 
be taught apart from a good attitude.

Chris Baker
Chris runs Corona Design & 
Communication, a specialist dental 
marketing company. For more 
information, visit  

www.coronadental.ie.
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Comments to Irish Dentistry
@IrishDentistry

c/o Knocksimon, Killucan, Co. Westmeath.
Tel. 087-3748870 or 086-2010345
email. irishendosociety@gmail.com
www.irishendodonticsociety.com 

Annual Scientific Meeting
Thursday, 25th January 2018 
(Joint meeting with IDA Metro Branch)
7.30pm - 10.00pm  Registration from 6.30pm
Friday, 26th January 2018
9.00am - 5.00pm Registration from 8.00am
Annual Post Conference Dinner 
30th Year Anniversary - Drinks Reception & Post Conference Dinner from 5.30pm

Price List Members
Early Registration: (before 15th December) €210 (including Annual Dinner) 
Registration (after 15th December) €240 (including Annual Dinner)
Non Members
Early Registration: (before 15th December) €270 (plus €40 Annual Dinner) 
Registration: (after 15th December) €300 (plus €40 Annual Dinner)

Dental Nurse      €25  
Student/NCHD   €150

Benefits of Membership of IES include:
n Membership of European Society 

of Endodontology (ESE)
n Subscription to International Endodontic Journal
n Free attendance at meetings of IES (lectures,

problem solving of cases, etc)
n Reduced fee at Annual Scientific Meeting (ASM)
n Exchange of useful tips, ideas and information with

specialists and GDPs

Fees 
n Members subscription: €150
n Newly qualified: first year FREE
n 2nd year qualified: €75 
n 3rd year qualified: €75

Annual Scientific Meeting 2018 
– Hilton Hotel, Charlemont, Dublin 2.

 Speakers:
Professor Thomas von Arx
Apical Surgery 'unlimited' 
Clinical oral anatomy for the Endodontist
Root-end managment in apical surgery: art on apex

Dr Mitsuhiro Tsukiboshi 
CBCT based dentistry
Treatment planning for traumatised teeth
Vital pulp therapy
Autotransplantation

Dr Maria Jennings
30th Anniversary - On the history of the IES

Join today for

early ASM registration

running and what is expected of  them. A 
really good team should know how many 
enquiries have been generated, any bookings 
made and there should be a simple form of  
record-keeping to ensure measurability.

Follow-up
This one is particularly related to marketing 
but also good customer care. For instance, if  
a treatment plan is presented by the dentist 
and for whatever reason the patient hasn’t 
proceeded with it, this should be diarised to 

be followed up by a team member with a 
customer care approach but with an eye on 
answering any questions, and perhaps 
rebooking the patient for a further 
consultation. 

All effective practices should have a 
follow-up protocol and an efficient team 

THE MISSING PIECE

• They are willing to go the extra mile for your practice 
and patients

• Empower your team: help them believe in your vision
• A good team should be informed – do they know 

what’s going on? How many bookings have been 
made? What kind of marketing you are doing?

• It all comes down to attitude – have they got the right 
one?

Going the extra mile
This isn’t the same as enthusiasm although 
the two are generally connected. How much 
do they care about the business? What are 
they willing to do? If  it is 5.25pm on a Friday 
afternoon and a long enquiry or process 
comes along, are they happy to take 
ownership and see it through to completion 
– even though that might be after 7pm on a 
Friday evening?

Engagement
They don’t just do the pleasantries well. 
They really do care about how Mrs 
Noonan’s knee is or how Mr Daly’s dog is 
doing. Patients know when you’re faking but 
really appreciate the real thing.

Empowered
This is about you – not them. For a practice 
to be truly successful, everyone within it has 
to buy into the principal’s vision. And, having 
done that, the principal has to be confident 
enough to devolve key responsibilities to the 
team for the benefit of  all.

Informed 
With any marketing campaign, everyone 
needs to know what the aim is, when it is 

will carry it out without being prompted  
or asked.

They’re seekers 
They are never just happy with what the 
basic parameters of  their role dictates. They 
will seek out new responsibilities and tasks. 
In fact, you should be prepared to be dealing 
with their requests on a regular basis.

The right attitude
All of  these seven themes are vital to the 
effective running of  a team but I return 
again to the right attitude – if  they haven’t 
got that, the rest will be difficult. 

YOUR TEAM COULD 
AND SHOULD BE YOUR 

MOST VALUABLE 
ASSET IN TERMS OF 

THE PRACTICE
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