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Insights

What some dental practice owners are doing, and certainly those with the greatest 
awareness and insight, is steering their dental practices through chaos so that they will 
emerge in better shape than before. 

Everybody has taken a dip (and even if they don’t appear to or admit they have) and yet 
some people lifted themselves out of it sooner and with a calm and infectious enthusiasm, 
lead their teams through and away from chaos.

We’ve been working with dental practices and their teams for over 11 years and in the next 
few pages, we have collated our experiences and brought our insights right up to date, 
reflecting upon the very recent and very real involuntary chaos that dentistry has been 
thrown into, and what the best have been doing differently to lead through it. 

“The number one thing that the profession needs to do right now is through research, 
decide exactly what the real threat is. The real threat, not a perceived one. And that 
decision needs to be made independent of political or vested interests. This decision will 
require leadership, and a leader that can measure the actual risk and then with clarity of 
thought and without fear take action.” Kevin Rose
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1. Pause for Breath

It’s tempting and over the years we’ve noticed that there is something in the way dentists 
are often wired (through their training and experiences) to put their foot straight on the 
accelerator and try and fix something, or everything.

But pause for a moment.

Those moments of stillness and quiet that you have had recently, are still available to you, if 
you choose to find them and in the stillness and when you know exactly where you are, you 
will find the answers. As a dentist, it is as important to be calm and make decisions based 
upon the facts in the surgery, as it is when you are leading your dental business.

• Switch on your internal guidance system - take a breath, go for walk, do a head stand 
or whatever you did to get present. It worked then and it will work again, and whenever 
you need it most.

• Look up - even with your guidance switched on, it’s not that much use if you’re looking 
at your feet. Understand your environment, the people and the resources that are 
available to you.

• Where are you going? Data is great for knowing where you have been but you need 
insights to decide where you are heading. You will arrive somewhere even if you don’t 
know where you are going but it’s best to have a plan and right now your team and your 
patients are looking for a dental business leader that has direction. 

Zooming In

“Use this as an opportunity to start again. Ask your team what they want to do differently. 
Get them to write down three good ideas and three crap ideas. There will be gold in some 
of the crap ideas.”

Mark Shayler, Rose & Co. speaker and author 
Get Insights and Restart 8th April 2020
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2. Check in, With You

It’s OK, you’re human and so are the people you look up to, as well as the team that 
you lead and that means we all have bad days, you just don’t want to have too many of 
them. Be aware of your thought patterns and where your thoughts are heading.

That doesn’t mean that you need to change them, your thoughts are not you and they are 
not the thing that you are thinking about. Thought is thought and because you have around 
60,000 of them every day, you can bet that there will be another one come along in around 
1.2 seconds. That doesn’t mean that you can just happy clap a problem or a situation away, 
but it does give you the space to create new thoughts and from new thoughts, there will be 
insights, ideas and solutions. 

As the boss, you are allowed to be vulnerable but it’s not a good idea to be inconsistent. 
Your team want to see consistency in your behaviour so that they feel that they can trust 
you. It’s better to be firm and fair, than to be a tyrant. But be careful with trying to be ‘one of 
them’, you’re not, you’re their boss. 

• Would you recommend your current thinking patterns to others?
• Is your current behaviour what you want to be known for?
• Are your responses to the current situation moving you towards or away from what you 

really want to achieve?
• What is the secondary gain?

Zooming In

“Everybody was in panic mode. So I made a plan and my team thanked me for making 
them feel safe and so much better.”

Ali Thompson, The Dental Barn 
How to Lead a Covid Soft Landing 17th April 2020 

...
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3. Make sense, not noise

You’ve sat in meetings where only the loudest voice gets heard, but the loudest voice is 
rarely the smartest in the room is it?

Leadership isn’t just about making a noise for the sake of being heard, it’s about behaving 
in a way that builds trust with your team, and your team will notice all of your behaviours, 
not just the things that you want them to. When you strip away your ability to do what you 
usually do most of as a dentist, it shines a light on why you do what you do, not just to your 
team, but to your patients and to yourself. Lockdown has taught us that. The best dental 
business leaders took control of the situation right from the outset and even if you were 
slow to respond, learn from that and the importance of making your team feel safe, even 
when you are leading them through chaos.  

• Be clear about what you expect from your team. Sometimes you may need to strip 
this down to the absolute basics to allow for changes in clinical process and patient 
interaction.

• Your team are sometimes scared and it is your job to help them feel safe. Talk to them, 
listen to them and remember that they also want to hear “thank you” from time to time. 

• Your team are looking for you to make decisions. Don’t hide from making them. Listen 
to the quieter ones in the room and in the end it is your job to move your team to 
commit without wasting energy trying first to get universal consensus. You’re a leader 
and leading includes asking ‘what do you think?’, whereas pleading ‘tell me what to do!’ 
is not.

Zooming In

“Everybody has got to feel comfortable in saying the right thing at the right time. A culture 
of trust and not being afraid to speak their mind, at the right time.“

Graham Rowntree, Rose & Co. speaker, Rugby coach
Get Insights and Restart  8th April 2020 
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4. Keep Moving

No matter how many times somebody throws a well intended ‘Edison failure’ quote at 
you, it is hard to keep going sometimes. However, no matter how much you are moving, 
you are moving and that can be all the difference you need to make a difference.

Only make changes that matter though and with so much change being imposed upon 
you, put the things that you can control through the following filters, before you volunteer 
to make any changes.

• Is it kind and is it fair? Remember that lockdown has shone a light upon all of our values, 
and that has had an effect upon your reputation as a dental business and the trust that 
your team have in you. Don’t devalue the good work that you have put in.

• Who cares? Put yourself in the shoes of your patients and potential patients to get an 
emotional understanding of what they really want. Is what you are considering going to 
make it easier to become a patient or to remain loyal as a patient. If it isn’t, then what 
value is the change adding?

• Businesses have become too serious and meetings can be boring. Great leaders give 
their teams a safe space and the permission to experiment with new ideas and to think 
without fear. Give your team the permission to play with new ideas, knowing that they 
will be safe and won’t be laughed at. Many great ideas would have seemed like daft 
ideas at one moment in time.

• What worked? Look at how you interacted with your team, patients and community 
during lockdown. If technology worked for you then, it will probably work afterwards. 
Rip up anything that no longer makes sense and where the only justification for it is that 
‘we’ve always done it that way.’

Zooming In

“You’re hitting the vein of what of a lot of people have thought, and you’ve spoken about 
for a long time. Keep doing the right thing and the money will follow.”

Simon Thackeray, Thackeray Dental Care
How to Lead a Covid Soft Landing 17th April 2020
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5. Know who to ask

You’ve probably tried it, but when has a Google search or somebody else’s top ten tips 
told you what you should and shouldn’t be focussing on as a leader?

Some questions will require a width of perspective and a depth of experience that you can’t 
click a search for. Without those perspectives, as a leader you risk your thinking being too 
narrow and too shortsighted. We developed Club Connect in 2015, to answer the questions 
that when left unanswered, will paralyse a leader and their dental business.

Throughout lockdown, we’ve been asking the big questions of our Club Connect members. 
It comes as no surprise that the return to work has been for them, about process rather 
than chaos, because they created the time to explore their dental businesses at a high 
level, when others were and still are panicking. 

• What if you could resolve it, would give you the greatest peace of mind right now?
• What are you pretending that you don’t know about your dental business?
• What is the biggest risk that you will have to take in the next 6 months?
• What systems do you need to have in place so that your dental business would not fall 

into chaos, if nobody turned up for 2 weeks? 

Zooming In

“We’ve been in our heads too much and panicking, our teams expect more from us. I am 
glad I created the space to think big, not just about what’s in front of me.”

Eleanor Bruce, dentist, Lausanne, Switzerland
Club Connect members Zoom conversation May 13th 2020

....
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Zooming In

Final Wisdom

Throughout lockdown, we all noticed the real leaders, and that when you strip pretty 
much everything else away, values shine through and force us to look at what really 
matters.

It’s difficult to wrap up everything we’ve noticed for the past 11 years and even the past few 
months, but these have been the most common themes that we’ve noticed amongst those 
that have served and lead through chaos.

• There are no shortcuts to success.
• Breathe before you try and help others to breathe.
• Ask, how can you serve?
• Know who to test your thinking with.
• Allow your results to follow your behaviours.

“Only when the tide goes out do you discover who’s been swimming naked.”

Warren Buffett

.....
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For more about the Rose & Co. dental 
leadership program please visit:

www.roseand.co/services/club-connect/

CLUB CONNECT
for current & future dental business leaders.
If you’ve ever had a rubbish boss, or if you’re struggling to be the boss that you want to be, we can help you. 

You may have read all of the books, endured the CPD and delivered the presentation, but your  team just 
don’t seem to ‘get it’. We can help you and we’ve been helping dentists like you become better leaders since 
2009.

When you join Club Connect you will benefit from a width of perspective and a depth of experience that you 
can’t get trying to do everything on your own. 

You won’t be judged, criticised or offered tick box solutions. You will inspired and committed to make 
changes, make better business decisions and become a dental business leader.

Dental business leaders make better decisions: Better business results and better dental health for your 
patients.

8 places. £350 including VAT per month


