Resilience: Growth through Adversity
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Day 4
Who are your customers?










Why are you in dentistry?
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Abolished Slavery



THE SHOCKING Are you addicted to your cell phona? Statistics show an ever increasing number of
D E M OG RAPH Ics people are displaying addictive behaviors when it comes to cell phone use. Today,
there are more than 4.6 billion cell phones in uae, mora than 370 times the number

OF CELL PHONE USE """

United Kingdom
call phones pad pRraca
75,565,000 totad cail phorss Russia
Canada - call phones per person
!E] ol phomes per persen - 187 800,000 ictal call ghones
21,455 000 toial cal phanas
” lapan
United States of America .
wey Gl phones per parscn
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270,000,000 totsd call phores

call phonas per parson . O T L AL ] o phores per parson
R 75,304,000 teasl call phonss i ;. 634,000,000 ftal ool phanpe

Ausiralia

| call phonaa per parson ",#
22,120,000 tots call phonaa

Personal Computers for Everyone







Reconciled with Man



SELLING
DENTISTRY

Elegantly
mcﬁvely




Do you know your patients?




Generational Differences




Silent/G| Generation
(Born betore 1945)

eLoyal

*Respectful

*Trust professionals
*High integrity
*“Check with spouse”
eConservative in their spending




Baby Boomers

Born between

1945-64

\Want the best
Demanding
Do their research

eLive in the moment
*“Keeping up with the Jones”




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

eSkeptical and cautious
*“What's in it for me” attitude
*Most educated group
°Financial Planning




Millennials or Gen Y or Echo Boomers

(Born between 19/7-95)

Tech Savvy

 Have less brand loyalty
*Fashion/Style conscious  _  \
Immune to traditional sale pltches/Marketmg
*Buy it now and pay later (Credit Card)




Gen Z or iGen or Centennials

(Born after 1996)

*|nternet savvy
* Highly sophisticated with media and computer

*Not keen on 1-on-1 interactions 5 ® 2

e \Want exact and fast responses

*Very strong buying power (by 2020 - 4?'_,“
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Dominance Influence

e Dircct e (UIQOING

« Reosults-oriented e« Enthusiastic

s Fimm e CIpliMISTIC

e Slrong-willed « High-spinted

e Forceful D i e Lively

e Analyiical C S e Even-lempered
e Heserved e Accommodating
e Fraecise « Patient

e Frivale e Humpble

e Syslematic e [lactiul

Consclentiousness Steadiness



M&E&M’'s — What matters most?







Primary Conditions




Four Primary Conditions

Urgency — “Get me out of
pain!”




Four Primary Conditions

Insurance Driven TX




Four Primary Conditions

Case- Specialties
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Four Primary Conditions
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Comprehensive Lifetime Care




4 Primary Conditions Why People Seek Dental Care

Case- Specialties
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Comprehenswe Live time Care
Urgency —“Get me out of painless.” Insurance Driving
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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: “l can’t sleep” T
2. Color of teeth: “l am embarrassed”

3. Alignment of teeth: “l want a better smile”

4. Broken tooth: “l can’t eat”

5. Bad breath: “I can’t talk to anyone”

6. Infection: “l have an infection!”

7. “My spouse told me to come”™ “have peace at home”



Primary Interests




’rimary Benefits




Primary Benefits
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Periodontal Risk

Diseased Healthy
Tooth/Gum Tooth/Gum

Periodontal Pocket / \

Gingivae (Gums)




BioMechanics Risk




Functional Risk (Occlusion, TMJ




Dentofacial (esthetics) Risk




Risk Distribution

MINIMAL RISK HIGHER RISK




What Would This Treatment do for You?




How we make decisions

What some people think:

Logic










How we make decisions
What

some people think:

Men En Logic
women _____ Emotions S Lovie)

What's really true:

wen ____ Emotions N ogic |
women ____ Emotions N L ovle |







Primary

Concerns
(fit)




Primary Concern
*Money




rimaryv Concern
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Primary Concern
e[ rust




Primarv Concern

eTIme

All Smiles Dental [Jane)

Log Off FEile Setup Lists Repords Tooks Climics  eServices  Alerts  Help
s iSEIE{:i Fabent - J Commiog E-maild = siebbdal *’;:}Tﬂ‘l w |gitar w Forms o To Task Ligf | B Labed | Popups
: |11 Dr. Speark | Dr. Alpent Operatory 3 | Notes D A, _;.c
Appis HHI_EI E].Ii:lll - = =
20 | [TEm a0 Mon  Jun &
b -30| PerEx, 28W, ProChild, Flo 230
L 40 | ||| Cell: (854)788-7977 a0 ‘ June 2016 b
iy HE 'g::;a 4BW. Pano. Pro. Fia 553- Sun Mon Tue Wed Thu Fri Sat
= A0 Cedl: (503)456-4564 :10 29 30 3 | 2 3 4
= N 20 s8] 7 8 9 W0 ™M
vy | 28 b 12 13 W 15 16 17 18
Accourt & Z 19 20 21 2 23 24 25
10am Julie Callifan = 10am b 27 2 20 I 1 .
E’E #14.55CPer, #14-Pulpotomy ..#IEE o e e Patéss _-13% . 4 . " ..
a 20 Coall- {S03)456-TROT -0-CH P . ] ZA4\ERT RO ;
& @ | e 524 MD_GA(P) leadl 9 ) Today: 6/6/2016
Treat ALl el 603)543- T3040 ! . — e
ol 8 , 5| Q8] Toiy BB
3 1am 11am . s
s“. .-325; :g ® Day
Cha:'t ﬁ :ﬂ - w‘“""'_l"_.
o 2 | ([ oe]
= —
> 1 ';,q"" [ Search |
siia :E. £ D43, #23.MD-C3(F), 495 'E b 1.2 =
i #11-MID-AS, #23-MO-C3P ;
50 MD.CHP] e 50 | LabCases | Al Received
Tpm Cell: (897)456-4564 1pm :
{‘@ IEH ErﬂEI BW, Pano, Fro, F % 'Dﬂ:- Pn:'d ==
20| mpEx, 4BW, Pano, Pro, Fio : lul [N ] il
Manage ||| cel- (s03)se7-854s 0 - st |
g : o | LeftMag
Dioctor g'm' 2 P | covies | [ |
pm m :
— 10 Bl ' 21'15 v | : ]
R -.%: #14-BU, #14.RCTMO! .-%
=30 Cedl: (GO31466-TEST 5 f
op3 | ag S i 0 | X |
50, 50
Dactor Ipm m
. 10 3ilEI
Fh Asst 200 el
30 30
&0 40
"EEI: ‘EEI
1 m
pﬁ] L 1] HELL E ¥ S HELLH ]lnllj
20 | | Emerges Emergencie 20
30/ A
40 0 11




Primary Concerns

eScared




Primary Concern




Primary Condition

Primary
Disability (Interest)

Primary Benefits

Primary

Concerns
(fit)







The Probe Explorer
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AND IT WILL BE GIVEN TO YOU
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KNOCK

AND THE DOOR WILL BE OPENED

TO YO

M AT, & g E s WY 7 TS










|5 .
*_"' W..

gy

% 0
B @




makes little distinction hetween his work
and his play, his lahor and his leisure, his
mind and his hody, his information and
his recreation, his love and his religion.
He hardly knows which is which.

He simply pursues his vision of excellence
at whatever he does, leaving others to
decide whether he is working or playing.
To him he's always doing hoth.”

- James Michener

L
WSS

e







Kaizen Who is incharge? | When will this be Has the team own
shared with the | it and putitto
team? practice?

Action Plans

Primary
Interests

Primary
Concerns

M&M




Recommended Readin
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Techniques *
from the Best "¢
Damn Ship |
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New York Times bestselling author of Leaders Eat Last and Together Is Better

Y

Over
30 million

Infographics Edition sold!

Stephen R. Covey

O FranklinCovey.
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