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THE OPPORTUNITY 

I am really scared about the future. My production, collections and new patients are free falling. And patients are saying “No” to 

treatment except for what is absolutely necessary. How do I approach this downturn so I don’t stress over losing the practice I’ve 

worked so hard to build? 

○     ●     ○ 

Most practices, to varying degrees, are experiencing economic decline attributed to patients worried about finances and uncertain about their 

economic future. You may have trouble attracting and retaining new patients because people are reluctant to spend or add debt to already 

strained family budgets. So being worried, anxious and edgy about the sustainability of your practice is understandable. 

We’re in a recession. You need to operate consistent with the state you’re in and the state you are in is a recession. The question is not how to 

ignore the recession, since it is unavoidable, but how to take advantage of it!  

One opportunity is clear. In order to navigate the recession you will need to produce similar results with less–less time, less money, fewer staff 

hours. With flat to decreasing revenues, you will have to deliver much higher efficiency, better team performance, greater customer satisfaction, 

consistently, all with less money. 

Patients will be reluctant to spend money. You’ll be forced to adjust your treatment plans to accommodate their financial resistance. In order to 

sustain your viability, you’ll need to deliver your dentistry at the most efficient and cost effective level possible. This means seeing patients on 

time, all the time. It means operatories impeccably set up, materials readied, charts up to date, all communications impeccably clear and 

complete. No mistakes. You need to run your practice like Toyota, not GM. 

Another opportunity is system and process improvement. You’ll need to find answers. How do we do more with less? How do we make fewer 

mistakes? How do I become a better leader and manager to generate better staff performance? How do we provide superior customer service? 

How do we budget and make it work? How do we eliminate or pair down items and actions that have little to do with producing results? How do 

we learn to operate mean and lean? 
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Any system improvement begins with measurement. In most corporate models, CQI, TQM, Six Sigma, measurement reveals the performance of 

the system. How effective is your recall system? What percent of patients actually show up for their scheduled six-month appointments, even 

with post cards and confirmation calls? How effective is your word of mouth marketing? Is there a correlation between how many patients you 

ask to refer and how many new patients show up? During a recession, everything counts and the numbers are crucial to performance. Determine 

what needs to be measured and start. 

Take this opportunity to significantly improve your customer service. Take it to a whole new level. When you were busy, when things were flush, 

being nice was good enough. Now each and every patient interaction counts. The better the service, the fewer cancellations and no shows. 

Customer service isn’t just lip service any more, it’s survival. Super service is better than super size! 

And what about teamwork? Being a coordinated unit wasn’t mandatory when times were good. But now helping each other out is critical. Being 

impeccable in your work and your word is essential. You and your staff need to operate as a team like never before. 

The opportunity of this recession is to transform your practice into a high performing enterprise, fine tuned to deliver outstanding service 

through strong team work supported by highly effective systems. If you can succeed in the recession by doing these things, when the economy 

rebounds, you’ll be stronger than ever. 

The recession has created a new context for running your practice. If you stick your head in the sand and hope for the best, if you ignore the 

opportunities to become lean and efficient, to elevate your customer service and provide outstanding dental hear care, you are putting your 

career and your business in jeopardy. 

Remember, run your practice like Toyota! 
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‘RUNNING ON EMPTY’ 

ORDER INFORMATION 

The book will be available July 31st at 

www.Amazon.com for single copies. 

For 50 or more copies, please contact 

The Mastery Company at (425) 806-8830 

 

http://www.amazon.com/
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