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Day 4 
 Who are your customers? 

 
Peter Young DDS MAGD 







Why are you in dentistry? 



 





Abolished Slavery  



Personal Computers for Everyone 



Gained Back Lebensraum 



Reconciled with Man 





Do you know your patients?  



Generational Differences 



Silent/GI Generation  
(Born before 1945) 

•Loyal 
•Respectful 
•Trust professionals 
•High integrity  
•“Check with spouse” 
•Conservative in their spending 



Baby Boomers  
(Born between  
1945-64) 

•Want the best 
•Demanding 
•Do their research 
•Live in the moment 
•“Keeping up with the Jones”   



Generation X  (Lost Generation) 
(Born between 1965-76) 

•Skeptical and cautious 
•“What’s in it for me” attitude 
•Most educated group 
•Financial Planning 



Millennials or Gen Y or Echo Boomers 
(Born between 1977-95) 

•Tech Savvy  
• Have less brand loyalty 
•Fashion/Style conscious  
•Immune to traditional sale pitches/Marketing  
•Buy it now and pay later (Credit Card)   



Gen Z or iGen or Centennials  
(Born after 1996) 

• Internet savvy  
•Highly sophisticated with media and computer 
•Not keen on 1-on-1 interactions 
•Want exact and fast responses 
•Very strong buying power (by 2020 - 40%) 







M&M’s – What matters most? 





Primary Conditions 



 Four Primary Conditions 
 
 
 
 
 
 

Urgency – “Get me out of 
pain!” 



Four Primary Conditions 
 
 
 
 
 
 
 
 

Urgency – “Get me out of 
painless.” 

Insurance Driven Tx 



Four Primary Conditions 
Case- Specialties   
 
 
 
 
 
 

Urgency – “Get me out of 
painless.” 

Insurance Driving 



Four Primary Conditions 
Case- Specialties   
 
 
 
 
 
 

 
 
 
 
 
Comprehensive Lifetime Care 

Urgency – “Get me out of 
painless.” 



4 Primary Conditions Why People Seek Dental Care 

Case- Specialties   
 
 
 
 
 
 

 
 
 
 

Comprehensive Live time Care 
Urgency –“Get me out of painless.” Insurance Driving 



Primary Condition 

Primary  
Disability (Interests) 



Primary  Disability 



Common Disabilities 

1. Pain 
2. Yellow teeth 
3. Crooked teeth 
4. Broken tooth 
5. Bad breath 
6. Bleeding 
7. “My spouse told me to come” 



Primary Interest  

1. Pain: “I can’t sleep” 
2. Color of teeth:   “I am embarrassed” 
3. Alignment of teeth:  “I want a better smile” 
4. Broken tooth:  “I can’t eat” 
5. Bad breath: “I can’t talk to anyone” 
6. Infection:  “I have an infection!” 
7. “My spouse told me to come” “have peace at home” 



Primary Interests 



Primary Benefits 



Primary Benefits 



Periodontal  Risk 



BioMechanics Risk 



Functional Risk (Occlusion, TMJ) 
 



Dentofacial (esthetics) Risk 



Risk Distribution 



What Would This Treatment do for You? 













Primary 
Concerns 

(fit) 



Primary Concern 
•Money 



Primary Concern 
•Urgency 



•Trust 

Primary Concern 



Primary Concern 
•Time 



Primary Concerns 
•Scared   





Primary Condition 

Primary  
Disability (Interest) 

Primary Benefits 

Primary 
Concerns 

(fit) 





The Probe Explorer 









David Beckham 

 





What is your purpose in dentistry? 



Kaizen  
Action Plans 

Who is incharge? When will this be 
shared with the 

team? 

Has the team own 
it and put it to 

practice? 

Primary 
Interests  

Primary 
Concerns 

 
M&M 
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