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Today, | welcome Dr. Angela Mulrooney, she's a college of Dentistry, university
of Saskatchewan graduate and who's now launched herself as a coach and she
helps dental offices across the country with some of those knotty problems that
we all experience and hate to have to deal with: stuff like how can | do my
marketing better? How can | work in a less stressful way? And, just how can |
handle interpersonal communications within the office and with patients? And
today I'm going to ask her a specific question that comes up regularly in her
coaching sessions. Angela office marketing is one of the great, you know,
difficult challenges facing dental offices today. How can | have effective
marketing strategies without breaking the bank?

Well, it involves two different components. So, there's the external marketing
where you're putting your message out there and then there's the internal
marketing where you're actually matching the image that you're putting out
there within your practice. So, a lot of people are using social media these days
and the thing with social media is it doesn't cost you anything but time at this
point. It's not going to be like that forever. But if you're starting to put yourself
out there and show who you are and what you're passionate about in dentistry,
that is a really great way to attract patients to you because patients are going to
start to feel like they already know you before they meet you. Now, another
way is also reputation management. People are checking online to see what
other people are saying about you and they're actually more likely to trust the
online stuff than they are to just ask a friend for a recommendation. So, you
need to make sure that you're getting really good reviews and there's lots of
ways to get patients giving you those reviews and you want to make sure that
they're actually honest reviews, not ones that your team has gone behind the
scenes and created for you. You actually want your patient base doing that for
you so that they can help to bring up your reputation in the community.

So, give me advice here for one second please. How should | use my practice
web presence to get people to feel they know me and like me?

Well, one thing is honestly just being yourself. | hear from people all the time,
they see what | do on Youtube and Linkedin and my social media platforms and
they go, | can't do that because | put myself out there, | tell my story and the
thing is, you don't have to be putting your whole life out there, but if you're
talking about your practice and what you guys do, that is so amazing and so
different than what everyone else does, that starts to get people engaging with
you; and if you're sincere about what you're doing, that's helpful. Now, the
videos of dentists dancing and doing the floss and that kind of stuff is cute and it
shows that you have personality in the practice, but you need to go a little bit
beyond that as well. And actually just talk about what you're passionate about.
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You know, I'm a country boy and it's all about people where | come from and
maybe I'm old. Well, | just take that rather than doing something really cute, if |
can come across as being honest with all my vulnerabilities and just be decent
and honest. Does that still cut it in the new media?

Absolutely it does. And if someone is super polished, sometimes that comes
across as slick and not as trustworthy | guess is best way to say it. So, if you're
throwing on the camera and just answering questions like | used in my practice,
| had this youtube channel that was called Ask Dr, Angela; and so when | go to
dinner parties or whatever, people would ask me questions when they found
out | was a dentist and | would just record my answers after the fact about what
my answer was about those questions. And it was just filmed in my office, it
wasn't fancy. There wasn't good lighting, but it had actually quite a big following
and it was just because | was being sincere and honest. And it's easy to do that
especially if you have a certain path in dentistry that you are enamoured by and
you want to share with the world. Talk about it.

right. now, let's just switch for a second to the internal marketing because you
focus so far on the external.

So, with the internal marketing, it's not about like inundating your patients with
bring us new patients, bring us your friends. It's about how you treat your
patients because if a patient sees that you care a lot with your social media and
then they come to your office and they barely get a hello when they walk in the
office, that's a mismatch of branding. And so we want to make sure that the
image that you're portraying is actually truly what is happening in the practice.
Sometimes, we see marketing where people have used an image of someone
else's practice and then you go into their practice and it's not the same practice,
so people feel like there's been a bait and switch that happened, which is not a
good way to build trust. And then, you also have to be doing something that
sets you apart. On that first phone call, if you sound like everybody else, how is
anyone going to know that you're different. And then even worse, if they come
to your practice and they aren't treated any differently or maybe they're treated
worse than they were at a different practice, that's not gonna help your
reputation either.

| can only imagine that there's good different and not so good different.

Yes.

Any ideas about ways that | might be good different?

Good different: one of the simplest things is actually when a patient comes in,

getting up from around the desk and offering them a warm handshake. Most
people are too busy behind the desk. They'll be super pleasant, say Hello and
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welcome them to the practice, but when you actually take those 10 seconds to
get up and greet the person personally and walking up to them, that shows a
huge difference in respect and you don't see that in other offices. Naturopath,
medicine for sure not, chiropractor, you don't see that kind of service happening
and that kind of respect being offered and so if you do that, the patient may not
be able to put their finger on exactly what happened, but they have a different
sense of who you are compared to how they have interacted with people at
other practices.

So, authentic rather than slick. Be Consistent.

Yes, absolutely. Yeah, and | know | went to school with some people who were
like, well, I'm going to be this kind of person when I'm in my practice and I'm
going to be this kind of person when I'm outside my practice, and when you're
trying to put on a very professional front, oftentimes you don't feel relatable. If
you can get down to your patients' level, have a conversation with them, talk to
them about what they're interested in. That is what's going to feel more
authentic than having this slick doctor knows best attitude where the patient
feels like you're kind of towering over them.

So, is it still hold true, and remember, I'm so old fashioned and | am rural and
I'm old and everything. Does it still hold true that dentistry is a people business
and that's what sets you apart?

Absolutely. The people who are the most successful are the people who are
good with people. You can be the most amazing clinician in the world, but if you
don't know how to handle people and you don't connect with the people who
are attached to those teeth, you're not going to do as well as the next guy who's
super charismatic and friendly with patients.

Dr. Angela Mulrooney. Thank you very much for these insights.

My pleasure.



