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Does your practice deliver 
effective customer service?

Effective customer service. 
—

The “how” to deliver effective customer service 
evolves and changes with the demands of 
the consumers, changes in the market and 
technology. There are some fundamental 
behaviours, however, that remain constant 
pillars of outstanding customer excellence.

Employee satisfaction drives customer 
satisfaction. When the customer appreciates 
your company service by any employee, this 
encourages them to commit more strongly to 
your products and service.

In this edition 
—
Welcome to the Winter SMILE 
Newsletter from Optima. 
Here’s what you’ll find in this 
edition...

Employee 
satisfaction drives 
customer 
satisfaction.

It is vital that you equip your teams with 
both the right mental attitude, and also 
the necessary skills to ensure that every 
employee becomes an advocate of excellent 
performance. Your team needs to share 
the same values as you and have the same 
vision. They also have to want to make a 
difference and feel empowered to do so.  If 
team members understand the value their 
performance brings to the effectiveness of 
your customer service as a company, this will 
give extra satisfaction to their performance.
(continued on page 3)
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News & updates 
—
Product spotlight: SilkSkin Gloves

New products 
—
SUPPLY clearance sale
NSK Maintenance June sale
MELAG sale

Case studies & recent projects 
—

Winter feature case study - Choice 
Dental Group. And a look at some of 
our other recent projects.In

 th
is

 e
di

tio
n

02

03

04

Feature articles 
—
Feature article - Does your practice 
deliver effective customer service?

Feature article - Want patients to 
accept your treatment? Start with why.
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When you lead your team to deliver excellence, they will 
feel empowered to perform in an excellence driven culture, 
gaining personal satisfaction and the “feel good” factor 
from their performance. This will drive customer satisfaction 
through outstanding service and products, strengthening 
customer commitment to your company.

Does your practice deliver 
effective customer service? (continued)

Here are five tips to improve your team’s performance:

Be a positive role model in your behaviour.  Work with a smile 
and with a positive mindset. Behave courteously and convey a 
positive attitude and exhibit positive behaviour which can be 
copied by your team. Create a warm environment where your 
team members want to be.

Use positive words that help to create powerful mental 
pictures.  By doing this, it both enthuses and helps develop self 
confidence in individuals, empowering them to pursue goals 
and achieve more effectively as a team. By discussing “best 
practice” and “winning ways”, individuals will find new and 
different ways to mirror improved performance

Communicate clear goals to your team of exactly what you 
expect. For targets to be understood and to ensure full buy in, 
reasons need to be understood too. With full involvement, the 
team will want to work with shared aims.

Delegation is good for you because it expands your 
managerial span of control. It’s good for employees because 
it is a growth opportunity for them. Delegation demonstrates 
your trust in them to do the job correctly and increases their 
ownership of the task

Create shared feedback amongst the team to allow for 
successful techniques and behaviours to be discussed. 
Remember to give feedback in a timely and constructive 
manner. Your team members are more likely to repeat 
great performance when positive feedback is provided, 
and produce more effective behaviour and results when 
encouraged constructively.

Start with why. 
—

When your patient comes to your practice, it is important that 
you understand why they are there. What are they looking for? 
What is their why? Are they looking for crowns or do they want 
peace of mind that their tooth won’t break while on vacation. 
Are they looking for scaling and root planning, or do they 
want to ensure that their teeth won’t get long or loose. Do they 
want veneers or teeth whitening, or is it that they want self-
confidence. Once you know your patient’s why, you can ask 
better questions to provide solutions to their problems.

The best way to find your patient’s why is to ask open-ended 
questions. Questions like what is your immediate concern? 
Why is that of concern? Which side do you want to start first? 
Would you like to schedule this week or next week? Notice, 
none of these questions could be answered with yes or no. 
Each question would require the patient to give details of what 
they want and why. 

One of the most common questions that I like to ask is what 

Want patients 
to accept your 
treatment? 
Start with why.

is your resistance? I ask this when patients say that they don’t 
want braces, or they don’t want to do a root canal. When 
you ask this simple question, people tell you their real story. 
Perhaps their spouse lost a tooth because they had a root 
canal and did not do the crown. If they share that story, you 
can explain the real reason why they lost the tooth. Perhaps 
they resist braces because of the look of the metal, not 
knowing that ceramic brackets are an option. Perhaps, their 
child is getting married next month, and their resources are 
tied up with funding the event. Perhaps they are moving in 2 
months, and they don’t realize you can complete their crowns 
in plenty of time before they leave. 

Once you know your patients’ resistances, you can speak to 
that and answer their questions. Once people have clarity, 
they can make a decision to move forward and accept your 
recommended treatment.
Dr. Anissa Holmes, a Global leader in Social Media Marketing, and owner of Jamaica 
Cosmetic Dental Services, helps dentists and small business owners receive massive 
growth through developing their culture, systems and brand.

connect@deliveringwow.com
www.deliveringwow.com
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News and 
updates

The new SilkSkin gloves are like heaven for your hands

—

While you look after the comfort of your patients, the Silkskin 
Sericin Complex Glove will look after your hands. Coated with 
silk fibres from the silkworm, the gloves feature natural 
moisturising properties, anti-aging UV protection, wound 
healing methionine and cysteine to promote cell growth and 
collagen synthesis.

This special type of silk is naturally produced by the silkworm 
in order to create its cocoon, and has been used for its skin 
protecting, hydrating, healing and brightening qualities for 
more than 3500 years. 

We are thrilled to be stocking the silkskin gloves, because we 
know how much your hands endure during a day in the clinic. 

Treat your hands with the silkskin gloves – order now by calling 
Optima on 1800 266 515.

SILK PROTEIN
ANTI-AGING

AMBIDEXTROUS

SUPERIOR PUNCTURE 
& TEAR RESISTANCE

SUITABLE FOR A LARGE 
SPECTRUM OF INDUSTRIES

NATURALLY 
MOISTURIZING

NON-STERILE

LATEX FREE

MAXIMUM BARRIER 
PROTECTION & GREATER 
CHEMICAL RESISTANCE
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*Month of 
June only

iCare 
Automatic cleaning 
& lubrication unit

Maintenance
Offer vaild through 30th June, 2016Maintenance

iCare C2
$3,080.00 +GST

iCare C3
$3,290.00 +GST

(RRP $4,400.00 +GST) (RRP $4,700.00 +GST)

ADAPTORS
INCLUDED

Valued at
RRP $191.00+GST

NSK Maintenance on sale in June 
—

For the month of June, we are offering  
30% off the retail price of the NSK iCare 
automatic cleaning and lubrication units. 
The iCare C2 and iCare C3 are both 
available, with adaptors included. While 
you can’t put a price on proper care of 
your hand pieces, you can at least make 
the most of the great price on these 
iCare units!

Call Optima on 1800 266 515 during the 
month of June to take advantage of this 
offer.

Clearance sale on Opti-touch & 
Cranberry 
—

That time of year is approaching – the 
end-of-financial-year-sale season. Come 1st 
June, 2016, we’ll be hosting our Brand Refresh 
sale. As Opti-touch is replaced with the new 
Harmony range and Cranberry launches its 
new look, the existing stock from both brands 
will be cleared out at up to 80% off. There is 
no difference in quality – only in packaging. 
So be sure to put the sale in your diary and 
grab a bargain by Optima on 1800 266 515.

Upgrade your efficiency with this 
month’s Melag sale 
—

If there was ever a time to upgrade your 
equipment, it would be in this, the month of 
sales. Melag sterilisers are available with 
special deals with month: the proclass 
Vacuklav 31B+ comes with free installation, 
and the premium plus class Vacuklav 44B+ 
with $800 cash back on a trade-in. Call us 
for a quote on 1800 266 515.
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Recent projects

Case study: 
Choice Dental Group

Dr Tim Chang 
—
Optima has had a long-standing 
relationship with Dr Tim Chang, co-
founder of Choice Dental in Yarraville. 
So, when upon deciding he wanted to 
add an extra surgery and update the 
reception and waiting room to offer a 
better and more efficient experience 
for both patients and staff, he came 
to us to make it happen. We turned 
the job around within three weeks 
so there was minimal downtime and 
as little financial consequence as 
possible. 

“We chose Optima because they have 
a reputation for delivering,” Dr Chang 
says. “With Optima we felt like we 
were dealing with a trusted company. 
They really heard what we were 
looking for and they delivered on their 
promises. On the finish date, we had 
the entire team working tirelessly to 
make sure we delivered on opening 
day the next day. Regardless of what 
it was, whether it was something 
small or something big, we felt taken 
care of all the way through to the 
very end.” 

 For Choice Dental Yarraville, we 

focused on maximising the space 
and utilising every inch through 
clever layout, and injecting some 
Scandinavian style into the organic 
interiors. 

“They really listened to what we were 
looking for and guided us through 
the design elements,” Dr Chang says. 
“We’re not graphic designers or 
interior designers and their support 
and guidance was really helpful. It 
helped us achieve the final look we 
were after. We’re really happy with 
the outcome and would definitely 
recommend Optima.”

Offer vaild through 30th June, 2016

THE PROCLASS
Vacuklav 31B+

$10,070.00 + GST
+FREE INSTALL*

THE PREMIUM PLUS CLASS
Vacuklav 44B+

$12,870.00 + GST
+$800 TRADE IN!

Trade in your old machine 
and save an extra $800!

(RRP $10,550.00 +GST)

(RRP $13,380.00 +GST)
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Makes: 6

Method:

1. Place the sugar and 1/2 cup (125ml) water in a 
pan over medium-low heat. Stir until the sugar 
dissolves, then simmer for 2 minutes until slightly 
thickened. Add the chocolate and stir until melted, 
then whisk in cream, cocoa and 1/3 cup (80ml) 
milk. Transfer to a jug.

2. Meanwhile, warm remaining milk in a pan over 
medium-low heat to just below boiling point. 
Divide among mugs and let guests add warm 
chocolate mixture to taste, then serve topped with 
whipped cream and extra cocoa.

Medium

The back page Sudoku

SU
P

P
LY

Fill the grid so that every row, every column 
and every 3x3 box contains the numbers 1 to 9

Easy

For more delicious recipes visit:
www.delicious.com.au/recipes

Hot Chocolate
Warm up this Winter with this delicious recipe...

Ingredients:

• 1/2 cup (110g) caster sugar
• 125g good-quality dark 
chocolate, broken in pieces

• 300ml pure (thin) cream, plus 
whipped cream to serve
• 1L (4 cups) milk

• 3/4 cup (75g) good-quality 
cocoa powder, plus extra to dust

A reliable 
supplier is one 
of the unspoken 
heroes

Remove the square wheels from your 
supply chain! 
—

Do you often find yourself opening the 
supplies cupboard to find no gloves left?

Is it a battle to stay on top of your supply 
orders?

Do you wish there was an easier, stress-
free method of ordering consumables?

A reliable supplier is one of the unspoken 
heroes in keeping modern day dental 
practice operating efficiently and 
dynamically. In the daily routine of a busy 

practice, sometimes the stock levels of 
everyday consumables can be overlooked 
until the last minute, meaning a quick 
delivery turnaround from your 
consumables supplier is paramount.

With more than 25 years’ experience in the 
dental industry, Optima recognises the 
value of a dependable consumables 
supplier to maintain the smooth continuity 
of a successful practice. Supported by 
same-day dispatch and real customer 
support, we provide dentists a better 
alternative when it comes to surgery, 

sterilisation, administration and cleaning 
essentials. With later order cut-off at 3pm, 
an updated and user-friendly online 
ordering system and new, innovative 
products constantly being added to our 
range, your supply journey is about to 
become a whole lot smoother!

So why not treat yourself and find out 
how our energetic supply team can help 
you improve efficiency and stay relevant 
in today’s market? Call us on 1800 266 515 
or email info@optimahg.com.au


