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Phone 1-800-258-0060
324 Main Street, First Floor
www.madow.com

Fax 410-526-5186
Reisterstown, MD 21136
E-mail rreport@MADOW.com
From:
Reisterstown, MD
February 5, 1996
Monday, 10:58 A.M.

Dear Friend and Subscriber, 

I’ve got oodles of great stuff to talk about this month, so let’s get right down to it.  Since some of you are all iced and snowed in, we’ll start with some nice “attitude adjustments” to warm you up.  Those of you in Florida, California, etc. are also welcome to read along.

The Happiness Equation †
Why are so many dentists miserable? Is it because most of our patients don’t really want to be there?  Is it because we deal with pain and anxiety all day?  Is it because the staff stresses us out?  Because insurance companies are on our backs? Because we are overworked and underpaid? Because we spend hours trying to get that crown margin perfect and no one really gives a damn? Well, all of those may have something to do with it.  But the main reason is ...

Most dentists have a negative “happiness equation”.

Although I named it the “happiness equation”, it’s something I discovered while getting to know another dentist who I’ll introduce you to in a minute. But the logic behind it goes something like this.

Everyone (at least most of us) search for that hard to define thing known as “happiness”.  We can’t necessarily put our finger on it, but we think we’ll know what it is when we get there.  Sometimes we daydream about it, trying to figure out just what it is that will make us happy. Is it —

· A Mercedes 500 sel convertible?

· A condo in Aspen?

· A $10,000 home theatre system so you can totally veg out?

· A tacky fling with the FedEx girl (or the UPS guy)?

Well, after a while you realise (hopefully) that although those things may be the object of your desire, they won’t really make you happy.  So you ponder a bit longer, and finally realise what will truly make you happy.

Financial Security!!!!

That must be it!  Financial Security.  If we didn’t have to worry about money, we could kick back and relax, and be truly happy.  So you say something to yourself like this:

“Well let’s see.  I’m making $125,000 a year now, and I’m getting by okay.  If I could just earn an extra forty grand, that would be play money — gravy.  I could save some, splurge a bit — I think that I would finally be happy.”

Well, it doesn’t usually turn out that way.  One problem people have (particularly Americans, the worst savers in the modern world) is that their lifestyle expands to match their incomes, so when your play money increases, your financial security doesn’t necessarily increase with it.  But even worse, in our attempt to ‘get happy’, we alter our “happiness equation” in a negative way and our happiness goes down.  The thought process goes something like this:

“In order to be happy, I need to make more money.  In order to do this, I need to do one or more of the following:

· Increase my hours

· Work at a faster pace

· Pressure patients into unnecessary treatment

· Sign up for managed care, etc. etc.”

Or any of a number of things that you think will earn more money for you.  Of course, the common thread behind these ideas is that they will all make you miserable! In attempting to make your life better you do things at work you wouldn’t necessarily do if you had the choice. So in essence, you are trying to make money to buy happiness in your non-work hours by being less happy at work.  

But it is very difficult to buy happiness with misery.  This is like saying, “What I’m going to do is make a sacrifice.  By putting a little misery into my life at work, and with the extra money earned, I will buy back the happiness I’ve lost.” 
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The problem is ... 

It doesn’t work!

It doesn’t work for a number of reasons.  Let’s name just a few.  If you overwork yourself in order to try to buy happiness, you are doing it during your most essential productive time (i.e. day light) and probably your most important, enjoyable stage of life.  You are taking time away from your family, your hobbies and interests, and most importantly ... you!  It’s possible that you may be earning more money.  But for what?  For your security?  To enjoy your time off more?

Well, most likely you are enjoying your off time even less.  This is because your work is so miserable that you spend much of your time off dreading going back to it.  This may start with a case of the ‘Sunday Night Blues’ where you get a little depressed at the end of the weekend worrying about Monday.  This grows and grows until soon most of your days off are pretty much shot because the thought of going back to that miserable wretched place hangs over you like a bad smell.  This horrible feeling bleeds into your vacation time, and all your other free time, until pretty soon you have the ultimate “negative happiness equation”.  In your attempt to buy happiness, you have made yourself miserable! And when it comes to the “Happiness Equation”... 
Dentists are notoriously bad at their math!
After my residency, when I was working for another dentist, I spent a few months with a negative “Happiness Equation”.  I dreaded going into work every day.  My glimmer of hope was the fact that I was determined to have my own practice one day.  What an incentive it was!  But unfortunately many dentists with their own practices, who have the power to do things their way, have fallen into this trap, and in their search for happiness have found just the opposite.

Is it any wonder dentists have a very high rate of suicide, depression, alcoholism, drug addiction, divorce, and the good old dental inferiority complex?  

These things are all too real.  

But no matter how many times it’s said that dentistry is a crappy way to make a living ‑ managed care is here to stay ... dental school killed your self-esteem ... you need to work a sixty hour week to make a good living ... etc., etc., etc — there are still dentists out there who do alright. But even in that group you can’t usually find an example of a dentist who is very successful, not stressed out, and extremely happy.

Now I’m not talking about the superstars like Dawson, Strupp, etc.  Most of us don’t have the talent to practice on that level, and too many dentists just frustrate themselves trying. 

I have visited many dental offices, and only a small percentage could be described as “happy” offices.  Why were they different?  Well, the main difference was that the owner/dentist did everything he or she could to make it that way.  But what were they doing exactly?  It was a hard concept to grasp. 

For years I always thought I had achieved the perfect balance between a happy, successful dental practice and a good non-dental life.  And I have tried to share many of the reasons for that in The Richards Report.  But there were principles that I just couldn’t explain.  

Then a few years ago I was reading a newsletter on referral systems.  This newsletter was for business owners, not dentists. One of the articles that caught my eye was entitled ‘Another Million Dollar Referral System and Why It Will Work In Any Business’.

It described someone named Paddi Lund, an Australian Dentist who works

only 23 hours per week, has no staff turnover, and makes 3 times more money than the average dentist in that country! You probably know about Paddi Lund by now. 

Crazy from dental burnout, he decided that he was going to have to make some radical moves if he was to enjoy dentistry again. So he ‘fired’ eighty percent of his patients (by referring them to neighbouring dentists) and decided to treat just those he enjoyed seeing. Then to have a true referral only practice, he got an unlisted phone number, removed any exterior signs to indicate the presence of a dental office, and locked his front door! He now sips tea in “lounges” with his “friends” (patients), bakes “dental buns”, is pampered by his “Care Nurses”, and absolutely LOVES dentistry. 

Sounds pretty lax doesn’t it? Crazy even? But the article was so intriguing it was amazing! He works less, makes more AND IS HAPPY! Almost unbelievable! I know after reading it I was thinking, was this Paddi Lund guy for real or was he just made up by the editor of the newsletter? One thing I knew for sure, if Paddi Lund really existed, I wanted to find out more about him!

That night (around midnight) I tiptoed past my sleeping family, went downstairs, and started making some calls to Australia.  I found out Dr. Paddi Lund really did exist, and at about one in the morning ... 

I got his phone number!

With my heart pounding, I called his office.  I explained to the lady who answered who I was and why I was calling.  She immediately put me through to him! Speaking to Paddi was exactly how I imagined! He was an extremely friendly man with an Australian accent and a good sense of humour. We spoke for over an hour that night, and I immediately realised the impact Paddi’s ideas could have on any dentist, in any country! 

Paddi described how he too once had the typical ‘rat-race’ dental practice, and how a brief encounter with insanity forced him to completely rethink the inner workings of his practice from the ground up. That’s when I learned about the “happiness equation”...

It turns out that Paddi had been thinking about his happiness for a few years. At one point he was very, very unhappy. So instead of quitting, he decided to turn things around. What he did was to make happiness (rather than money) his ultimate goal and purpose. He made a Happiness Meter to use with his team in regular meetings, and he even changed the name of his practice to Patrick Lund Dental Happiness! How’s that for commitment!

But just changing a name isn’t enough. You have to DO something. So think about it. If you really wanted to turn things around in your practice, what would you focus on? If it’s not the making more money, then what is it? Well the best place to start is with the really obvious problems that are just driving you nuts! 

And that’s exactly how it worked for Paddi. 

The poor guy felt that his customers and staff didn’t appreciate him, and he really felt overwhelmed by the responsibility of so many people depending on him financially. But even worse, a lot of his “pain” was from staff not doing what they were supposed to. When things went wrong he’d have to sort them out on the run. He felt like he was always fighting fires and didn’t have any time to fix the real problems. To top it all off, he and his team were constantly snapping at each other. Tensions would rise, everyone would harbour their grudges, and eventually things would erupt in a cascade of emotions and hurt feelings. (Any of this sound familiar?)

As a starting point, Paddi had been using a Happiness Meter at team meetings to ask everyone what they thought was stressing them out. He had found that the lack of simple courtesy, like saying “please” and “thank-you”, came up pretty often. So he asked everyone to anonymously rate the others on politeness. The ballots were issued, the scores tallied and to his great surprise ...  

Paddi himself was the worst offender!

To his credit, Paddi got the message. So humbled, he set about to make a few rules to help everyone (especially him) remember the basics. He eventually made a set of eight rules and called it the ‘Courtesy System’. 

A system for politeness it may be, but it could just as easily be called the ‘Happy Office System’. It really struck a chord with me. It’s the way I’ve been trying to run my business right from the start. If there’s anything I’ve learned, it’s keep your people happy and they’ll stay with you a long time.

The first rule was, “Speak politely using a person’s name — ‘please’ and ‘thank-you’ as a minimum,” just covering the basics. Then came, “When you talk about a person who’s not present, speak as if they are listening to your conversation and use their name in every sentence.” Simple enough! I learned that when I was seven, but it’s so easy to forget.

“If you have a problem with someone, talk about it only with them and in private.” Makes good sense to me! “Blame a system, not a person.” I love it, and it worked for Paddi. His ‘Happy Office System’ was beginning to make headway. Maybe there was a light at the end of the tunnel after all!

So he had a system with eight rules that everyone was following ... and it was working! Paddi was happier, his staff weren’t completely disabled by their negative “happiness equation”, and the patients even seemed to be responding to the new atmosphere. 

That’s right, customers can tell when you’re happy ... and they respond to it. Ever try to sell a complex treatment plan when you’ve just had a big blow up with your office manager??? People like buying from happy people. 

As staff moral went up so did Paddi’s profits. 

Encouraged with his progress in an area as “non-scientific” as politeness, Paddi started to work on those other areas of his business that he felt had the greatest capacity to affect his happiness. I’ll tell you a little about what he did, but I can’t tell you everything Paddi and I talked about that night. There’s just too much. I will however tell you this. Even though he’s half way around the world in Australia, Paddi’s dental business works pretty much the same way as yours and mine. He’s got the same type patients, the same procedures, the same products and the same problems. 

So if you were thinking about the aspects of running your practice that give you the biggest headaches, what would top your list? Maybe you’re tired of being the person responsible for everything? So find a way to give your dental assistants more autonomy. Paddi put his dental nurses in charge of the patient relationship and he’s never looked back!

You’ve got the biggest Yellow Pages ad in the book, but you still have little or no control of who comes your way? A good supply of new patients is vital, so Paddi made a system for attracting top quality new patients through referrals from his best customers.

How about convincing patients to buy? Does trying to “sell” scare you to death? Paddi changed all of his marketing, and now patients happily buy ... almost whatever treatment he suggests!

Are you a good technical dentist? How do your patients really know? To help patients appreciate his expertise, Paddi worked out how to impress people with a few simple things done really well — like the tea he serves with silver service, fine bone china and a meticulous Tea Ceremony. He made visible parts of his practice really outrageous, and now his patients run around telling stories of their “amazing dentist” to all their friends — the best advertising money can buy!

Do your patients have trouble parting with their money? Paddi figured out how to make financial transactions a pleasurable experience! Now he has a negative accounts receivable and many patients pay him IN ADVANCE!

Sound like the practice of your dreams? 

Well, let me tell you this: I read constantly, at least several hours per day.  I read everything on dental practice management I can get my hands on.  Dental experts from all over the world call me and send me their latest ideas to critique. I’ve been to practically every continuing education meeting there is, and even hosted the best in the industry to speak at my annual Super Fall Seminar in Las Vegas. I have to tell you, what I’ve learned from Paddi Lund — that night and subsequently from his books and talks — is the most interesting, practical and useful practice management philosophy I have ever heard.

This self-confessed “crazy dentist” from Australia focussed on the most basic purpose of practising dentistry he could think of: having a happy time of it. He analysed the parts of his practice that were driving him nuts, made systems to give him more control, and he quickly changed his negative “happiness equation” to a positive. Paddi proves that the truly successful practice is the “happy” one, and that the “happy” practice can bring in more money than just a “busy” one.  

So what does your “happiness equation” look like? Are you trading your happiness at work for money? And is that money buying you far less happiness in your time off? Well, you might like to try some of Paddi’s ideas. If you get an opportunity I’d read his books and if you have the chance to see him speak, I’d jump at it! 

Get yourself a positive “happiness equation”. Spend less time at work, enjoy that time more and earn a better income than you ever believed possible!

*    *    *    *    *    *    *

Okay, gang, that should about do it for now.  So until next month,

Health, Happiness, and Success,

Richard H. Madow, D.D.S.

*    *    *    *    *    *    *

P.S. Not long after I first spoke with Paddi, I came across a book that explains this concept of the Happiness Equation better than anything I have ever read. It happens to be Paddi’s first book describing his journey to Happiness in Dentistry. I have read it three more times and spoken to Paddi at length since then, and I’m more impressed and fascinated the more I learn.

The book is called “Building the Happiness Centred Business” and is subtitled:

Business, happiness and money never mixed ... until now.  How you can find happiness in your business and reap all the rewards that it brings (including incredible profits), by following in the footsteps of a crazy dentist.

In this book, Paddi describes how he too once had the typical “rat-race” dental practice, and how a brief encounter with insanity forced him to completely rethink the inner workings of his practice from the ground up.  

I’m not going to go into much more detail, but I can tell you this — not since Earl Estep’s “The Obvious Secret” have I been so captivated by a book written by a dentist.  There is no question that every dentist should read this book.  Actually, I would demand that every dentist read this book.

One problem.  It is published in Australia and is not available in America.  So the only way we can get this book to you is to ship it over here ourselves.  I tried to work out a way where you could purchase it through Paddi’s North American liaison in Nashville, TN, but he is not set up for this kind of stuff (no 800#, no charge card capability, etc.)  Besides, he’s going to be in Australia for the next 

few months.  But even though this gives us an “exclusive” so to speak on this book in the U.S., we are not pricing it for profit.  It will be $19.95 plus $3.00 postage per book.  Just call the number on the front of this newsletter.  And I hate to sound pushy, but I really, really want you to read this book!

Building the Happiness Centred Business

by Dr. Paddi Lund

Solutions Press, Capalaba, Australia, www.PaddiLund.com
Available from The Madow Group

1-800-258-0060

I really hope you decide to get Dr. Paddi Lund’s book.  His ideas are so simplistically brilliant, they will blow you away!  No technical stuff or ivory tower philosophizing to be found anywhere!

If you enjoyed Rich’s article ...

Or if you’ve taken his advice and read Paddi’s Building the Happiness Centred Business, you might also enjoy reading the other titles in Paddi’s Happiness & Profits Series of business publications, each Special Report for US$79.

Mobilising Your Customer Sales Force An effective Referral System: A-class customers on tap with no marketing or advertising.

Training Customers to Treasure Your Business Teach customers to love what you do and happily buy your products and services. 

The Absolutely Critical Non-Essentials Create a great position as an expert and impress customers with your quality.

Simply Stunning Customer Service Build profitable long-term relationships of trust and care with customers ... with less effort.

The Secret of Customers Who Love to Pay A system that keeps customers paying on time and enjoying it ... and coming back for more!




Or purchase all of the Special Reports in Paddi’s Business Happiness Package #1 for US$395 and receive as a gift with our compliments for your team...

Building the Happiness Centred Business

A Courtesy System Action Plaque (value $20)

The Original Paddi Story Audio Tapes (value $79)

Visit www.PaddiLund.com to purchase the Happiness Package or any of the Special Reports. You may also write by e-mail (loretta@solutionspress.com.au) or by facsimile on (+61-7) 3390 3610. Our postal address is, Solutions Press, 149 Old Cleveland Road, Capalaba, Queensland 4157, Australia, and if you would like to chat, call by telephone on (+61-7) 3823 3230. Regardless do visit www.PaddiLund.com to learn all about Paddi’s business and how it works.
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† A Note from the Editor of Solutions Press: These few pages are NOT a typical Richards Report. This is an article that Rich Madow first wrote for his newsletter, and then later edited and submitted to a professional dental journal in the United Kingdom, Independent Dentistry. The monthly Richards Report is much bigger than this — more substantial — in its scope and purpose. So please read this as Rich’s summary of Paddi’s contribution to the business of dentistry.
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