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Calm Is a Clinical Skill 
We train for precision. We study technique. We refine systems. But one of the 
most powerful clinical skills is rarely listed on a credential: calm. 

An anxious patient does not need more information first; they need 
steadiness. Calm regulates the room: when a patient senses tension, their 
anxiety increases, and when they sense confidence and composure, their 
body relaxes. 

This is an incredibly valuable clinical skill because: 

• Relaxed patients listen better. 
• Relaxed patients decide more clearly. 
• Relaxed patients trust more easily. 

Calm is not a personality, it is simply a discipline: 

• It is choosing to lower your voice when pressure rises. 
• It is choosing slower movements instead of rushed ones. 
• It is choosing reassurance instead of efficiency alone. 

This applies beyond the operatory: 

• When a scheduling error occurs. 
• When a treatment plan is questioned. 
• When financial concerns surface. 

Calm communicates, “you are safe here,” and in a Connected Patient 
Experience, calm flows from internal alignment. If team members trust one 
another, the atmosphere stabilizes. If tone is respectful internally, it expresses 
externally. However, if tension exists beneath the surface, patients will feel it.  

Now, be sure to set your expectations accordingly: calm doesn’t eliminate 
urgency entirely, it merely manages it. You it frees you to move quickly and 
still be composed. It allows you solve problems and still be steady. The goal 
is not silence, ignorance, or false hope that the practice will hum along at one 
singular frequency. 

The goal is stability, because stability builds credibility, trust, and lasting 
relationships. Therefore, calm is not weakness—it is strength under control. 
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Practical Application: 
When you sense patient anxiety this week, intentionally slow your tone and 
pace. Notice how the room responds. 

Reflection Question: 
Do patients experience composure from me, or do they experience urgency? 
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Confidence Without 
Pressure 

There is a difference between “guiding” and “pushing.” Patients can feel it 
immediately: guidance feels collaborative, while pressure feels transactional. 

Now, confidence is essential in dentistry, patients need to believe you are 
capable and clear in your recommendations. But confidence does not require 
force; it requires conviction delivered with care. 

Here’s what confidence sounds like: 

• “Based on what I see, this is what I recommend…and here’s why.” 
• “Let’s walk through your options together.” 
• “What questions come to mind as we talk through this?” 

And here’s what pressure sounds like: 

• “We need to schedule this now.” 
• “You don’t want this to get worse.” 
• “Most patients just go ahead and do it.” 

Even subtle urgency can create resistance. When patients feel pushed, they 
retreat, and when they feel guided, they engage. 

The key to this is that a Connected Patient Experience balances clarity with 
respect. Clarity explains consequences honestly, and respect allows space for 
decision. Ultimately, your confidence without pressure builds long-term trust. 
Even if a patient delays treatment, they remember how they were treated, 
and they return to environments where they felt honored. 

The goal is not immediate compliance, it is lasting trust, because trust 
creates commitment that does not require persuasion. 

Practical Application: 
Review one case presentation this week. Notice where urgency may 
unintentionally sound like pressure. Adjust your language to invite 
partnership instead. 
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Reflection Question: 
Do patients feel guided toward solutions, or managed toward decisions? 

Kevin’s Thursday Leadership Emails



Listening Creates 
Acceptance 

Case acceptance rarely begins with explanation—it begins with listening. 

Patients do not resist treatment because they dislike dentistry, they resist 
because something feels unresolved. A fear not addressed, a cost not 
understood, a past experience not acknowledged. If we explain before we 
listen, we may be trying to solve the wrong problem. 

Listening communicates respect and slows the pace just enough to uncover 
what truly matters. It sounds like this: 

• “What concerns you most about this?” 
• “Have you experienced something similar before?” 
• “What feels unclear right now?” 

These questions reveal barriers, and when barriers are named, they can be 
addressed thoughtfully. Listening does not extend appointments 
unnecessarily, it actually focuses them and creates efficiency. It prevents 
repeated conversations and reduces misalignment. 

Patients who feel heard are more open to guidance, because trust grows 
exponentially when someone feels understood. 

Listening also protects the Connected Team Experience: when assistants, 
hygienists, and doctors share insights about patient concerns, alignment 
improves. Everyone responds from the same understanding, and a unity like 
that strengthens credibility. 

Acceptance is not achieved by convincing; it is achieved by connecting. 

Practical Application: 
In your next treatment conversation, ask one clarifying question before 
offering additional explanation. Let the answer shape your response. 

Reflection Question: 
Do I listen long enough to understand, or just long enough to reply? 
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The Last Two Minutes 
Matter Most 

Psychology teaches us something simple: people remember the peak and the 
ending of things. So, the end of an appointment crystalizes the memory of it.  

You may deliver excellent care for an hour, but the final two minutes 
determine how it is remembered: 

• Was the patient dismissed, or escorted? 
• Was the next step agreed to, or assumed? 
• Was appreciation expressed, or implied? 

A Connected Patient Experience does not trail off, and it closes with great 
intentionality. Closing well looks like: 

• Summarizing what was completed. 
• Clarifying what comes next. 
• Asking if questions remain. 
• Thanking them sincerely for their trust. 

It also is expressed through tone: unhurried, present, and attentive. 

When endings feel rushed, patients leave uncertain. When endings feel 
thoughtful, patients leave confident, and confidence increases follow-
through, referrals, and loyalty. 

These final moments require discipline, especially when the day is full. But 
discipline in small moments shapes reputation in big ways. This applies 
internally, too: 

• How meetings end matters. 
• How difficult conversations conclude matters. 
• How the day closes in a team huddle matters. 

Endings shape culture because a strong ending reinforces connection and 
leaves people feeling valued, not processed. 
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Practical Application: 
This week, intentionally structure the final two minutes of each patient 
interaction. Create a simple closing rhythm that ensures clarity and gratitude. 

Reflection Question: 
If today’s patients described how their visit ended, what would they say? 
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Conflict Is Inevitable; 
Disconnection Isn’t 

If people work closely together long enough, conflict will arise: different 
perspectives, different priorities, different communication styles, different 
stress thresholds, you name it. 

It’s bound to surface inside a dental practice, where timing, precision, and 
coordination matter so much. In an environment like that, tension can surface 
quickly. You already know this. 

So when it does, know this, too: conflict itself is not a failure—avoidance is. 

Unaddressed tension does not disappear. It settles. And what settles quietly 
often resurfaces with greater force later. That’s why healthy teams 
understand something important: conflict handled well strengthens 
connection, and conflict avoided weakens it. When disagreement is 
addressed directly and respectfully, clarity increases. When it is whispered 
about or suppressed, division grows. 

When navigating these interactions, understand that the point where a 
conflict becomes destructive is when it shifts from behavior to character. 

“I didn’t appreciate how that was handled” is constructive. “You always do 
this” is not. 

One addresses a moment, while the other attacks identity. A Connected 
Team Experience does not require uniform thinking, it requires mature 
dialogue. That means: 

• Staying anchored in facts. 
• Listening before defending. 
• Clarifying before correcting. 
• Seeking resolution instead of victory. 

Conflict is often uncomfortable because it forces vulnerability that requires 
honesty, humility, courageousness. And when conflicts are handled with a 
steadiness, something powerful happens: trust deepens. 
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Because people learn they can disagree without disconnecting, and that kind 
of foundation builds strong cultures and lifelong connections. 

The goal in conflict is not to win; it is to understand. And understanding 
often reveals solutions that defensiveness never could. 

Practical Application: 
If tension exists with someone on your team, initiate a direct, respectful 
conversation this week. Focus on clarity and resolution, not proving a point. 

Reflection Question: 
When disagreement arises, do I protect connection, or protect my position?
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