Part 1: My Visit to Australia Gave Me ...

A Whole New Concept of
True Excellence In Business

“Lock your doors, take your name out of the phone book, stop all
advertising, and get rid of half your customers!”

Thisismarketing advicefrom Dr.
Petrick Lund (Paddi to hisfriends) who
has the world’'s most unusual dental
businessin Brisbane, Audtraia.

My nameisMikeBasch. | havea
company called Servicelmpact, which
as its name implies, is a business
founded to help people profit by im-
proving their customer service. Prior
to Servicelmpact, | wasafounder of
what hasgrown to beagiant US com-
pany: Federal Express. Attheincep-
tion of FedEx, we knew we would
haveto changethemeaning of service
if weweregoingto surviveat all —
much lessthrive. Andthrivewedid,
but that’ sanother story.

For Every Action...

Theopportunity gill existstoachieve
higher profitability and morefunthrough
better servicein nearly every industry
today. Infact, inthisday of the de-
personalization of businesswith mass
retailing, voicemail, email and comput-
ers, we have done agreat job of tak-
ing human warmth and passion out of
business.

For every action there'san equal
and oppositereaction. So, whenyou
makebus nesslesshuman, ahugeneed
iscreatedin people, to tradewith com-

panieswheretheemployeesredly care
about their customersand enjoy serv-
ingthem.

Fiveyearsago | discovered acom-
pany whose people care way beyond
that which I had thought was possible
inbusness,

| had been searching for anumber
of yearsfor areally great example of
customer service. | had madeacheck-
list and rated thosebusinessesthat were
redlly good at serving customers. Scor-
ing out of ten, the highest thusfar had
been animpressive US businessthat
achieved aseven.

acted that way. Boththe serviceand
their happinesswere made possibleby
a collection of skills that they had
learned and systematised.

Systematising Happiness

It'sonething to set up aculturefor
service from scratch, as we did at
FedEXx, but an entirely different thing
to changethe culture of afunctioning
business. But that’swhat Paddi Lund
did- hemoved hisbusinessand hislife
from depression to happiness, fromjust
getting by, to thriving-personally and
professonaly.

Mike Basch, respected American Business Consultant,
travelled all the way to Australia to give his one-and-only
‘10’ service rating to Paddi Lund’s dental team.

Ittook avidtto Brishane, Audralia,
aplacemorenoted for itssunshinethan
commerce, to really open up my eyes
... becausein Brisbane| discovered a
genuine‘ten’. And, not only did the
employeesinthat businessdeliver an
awesomeleve of service, but they ac-
tually seemed to enjoy doingit!

Even more special from my per-
spectiveasaconsultant, isthat the peo-
pleinthislittlebusnesshad not dways

MikeBasch wasaco-founder of thegiant American ship-
| ping company Federal Express. Mikeisnow President of
Service Impact, a US based consulting company he
founded to help people profit by improving their customer
sarvice. You may contact Mikeat Servicelmpact on (802)
893 8132 or by fax on (802) 8938130intheU.S.
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Paddi changed hismediocredental
busi nessto aplacewherepeoplelove
to come (if you can believe that of a
dentd office).

Intermsmore fundamental, Paddi
and histeam moved from average den-
tal incometo 3timesaverageincome,
from a 60-hour week to a 22-hour
week, from two monthsproductionin
debtsto negative accountsreceivable,
and from stressto joy at work.

Paddi’s Story

Paddi couldtell hisstory better than
| can. I’'ll amply relatemy experience
asacompleteoutsider....

12 yearsago, Paddi wasdepressed.
Ashebegan to think about the source
of hisdepression, herealized it origi-
nated mainly fromhiswork ...
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Dentistry. Inanutshell, Paddi didn’t
enjoy hischosen profession!

After someresearch, hediscovered
theinteresting fact: that in Australia,
Dentistscommitted suicidemany, many
times more than the average human
being. Not wanting to become part of
thisstatistic, Paddi asked himsdf asm-
plequestionthat wed |l need to ask our-
selvessometime. Paddi’squery was
this. “If thegoal of lifeishappiness,
why am | spending the prime hours of
the primeyearsof my lifein ajob that
doesn't givemethat happiness?’ Pad-
di’sanswer wasalsosimple. “I don’t
want towastemy lifeby being unhappy
at work any more.”

Rather than leaving hisprofession,
Paddi decided to change hisbusiness
life. He decided that happinesstruly
washisgoa and set about findingiit -
indentistry.

Paddi’svisonwasan oxymoronfor
anyonewho has spent muchtimeina
dental chair. Instead of smiles, hedthy
teeth and other thingsthat dentistsusu-
ally market, Paddi decided to sell ...
DENTAL HAPPINESS.

Paddi cantdll you how hegot there.
I’ll Smply relatemy experiencevisting
the businesshe created.

Claiming Great Service

As part of my business | speak
around the world to all kinds of
business audiences. | talk about
‘customer service’ and more
importantly, thetype of leadership it
takesto get ordinary peopleddivering
extraordinary service-what | call
‘legendary leadership’. At many of
these conferences at which | speak,
people come up to me after my
presentation and tell me about the
company they have created. They
clamthat they actualy deliver the* 10°
level of servicel talk about. But as
FortuneMagazineputit: “95% of the
CEO'stalk about it, 5% deliver it.”

So, | am hard to convince. Until
customersand employeeste | meabout
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thegreat service, | generally don't be-
lievemuch of what | hear from owners
and managers. At oneof the confer-
ences, | heard Paddi speak.
Itisquite unusual to hear adentist
speak authoritatively about business
matters. Someof theillustrationsthat
Paddi chosedid push many peoplein
the audienceto the edge of their com-
fort envelope. Storiesabout deasth and
torture and happiness-in-business, are

It seemed to me that Paddi would
just as soon go into the office as on
holiday. Hedidn't seem all that ex-
cited about asix-week trip to Europe.

Mogt interesting was something that
Paddi only alludedto briefly. Hesaid
that he, “ Turned away any customers
who were not referred by any but the
very best of hisclientele.”

| shall come back to these points
|ater.

Mike's visit to Paddi’s office

convinced himthat...

* You canwork fewer hours per

week, and yet makemoreprafit.

» Customersaremoreimpressed
by thelittle, humantouchesthan
all your professional skillsand
technology.

* You can systemati se happiness-
in-business, and increase your
profitsby doing so.

» Work can be fun and produc-
tive— at thesametime. Hehas
really always known that, but
Paddi and histeam added new
meaning for Mike.

And add tothat...

* Serviceisabout peoplecaring.
The environment that you pro-
vide has a great effect on
whether your people, both cus-
tomersandteam, find it easy to
care.

* All too oftentoday, weonly see
growthinsizeaspostive. Like
many of our accepted para-
digms, Paddi chdlengesthisone,
too.

* A ‘byreferra only’ businessis
not only apossibility — Paddi
Lund hasdoneit!

rarely heard at thissort of function, but,
Paddi spoke at length ontheseand all
sortsof other unusua subjects.

| wasvery interested by thethings
that Paddi had to say about hisbusi-
ness: ‘ dental buns for theclients, ‘No
Pain Guarantees for thenervous, and
hisavowed focuson creeting contented
customersand building ahappy busi-
ness-team. What he said about his
business sounded good, but so do a
lot of storiesyou hear until youdigin
further.

A Few Things Impressed Me
Paddi was going on aholiday the
next day for six weeks and he was
happy toleavehisbusinessinthehands
of hispeoplefor awholesix weeks.

After histalk, | asked Paddi if |
couldvist hisofficeand talk with some
employeesand customers— ‘where
the rubber meets the road’ so to
speak. Paddi seemed happy to give
me permission to visit asmuch as |
liked and to ask whatever | wished of
histeam. Thiswasmy firgtinkling that
Paddi’s description may have been
much closer to thetrue state of affairs
than | had believed possible. Paddi
did ask that | tell him the feedback |
gained from talking to his people.
Perhaps, at this stage, hewastill not
sure how therest of histeam saw the
path they weretreading. Asit turned
out, he need not haveworried.

Therewasanother, ssemingly small
thing, that Paddi mentioned which |
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have cometorealizeisthecoretothe
lifechangeshe hasmade.

“I"m going on holiday for six
weeks,” hesaid, “and all I'mgoingto
takewithmeisthislittlebagthat | can
put in the overhead compartment.”
Paddi calsit minimalism. And| sus-
pect thelessonisthat whenyou' retruly
ready to giveup thethingsinyour life
that don’t matter, you find the things
that do— like happiness.

Back to the Story...

A friend, Paul, whowasaclient of
Paddi’spractice, arranged thevisit. |
was sent an impressive information
book (they call it their ‘Welcome
Book’) that contained a wealth of
knowledge about their practiceand a
hand-detailed, colour mapto help me
locatethebuilding. Thiswasespecidly
important to me, as| wasquite nerv-
ousdriving an automobile on the | eft
sideof theroadinaforeign country.

Paddi’sbusinesswasway outinthe
sticks (asthey say in Australia) in a
‘working-class area. Inspiteof dl the
garish signsaround, on Paddi’sbuild-
ing therewasno signageto show that
abusinesswasoperatingthere... just
asmdl, enigmatic, gold apple.

There was nothing to indicate to
passing American businessconsultants
that anything remotely relatedtoaDen-
tal surgery was in this building, but
thanksto themap they had givenme, |
had found the practice.

Paddi’sbuildingwasintriguingly &-
tractivein comparison to the somewhat
run-down shopsaroundit. Therewas
acobbled forecourt and topiary trees
and aprofusion of herbsand flowers
inthewe|-trimmed gardens.

The door was locked with asign
near a doorbell saying ‘By Referra
Only’. Thatsgnredly blew meaway.
Later | discovereditstruesgnificance.
The peoplein Paddi’slittle dental of-
ficewerepractisingwhat | had, thus
far, only dreamed about —‘ by referral
only’ business. (They havesincepro-
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gressedto’ By Invitation Only’, but thet
isanother story.)

They had locked their front doors,
takendownadl their sgns, and removed
their business name from any phone
book. Onewould imaginethiswasa
recipefor disaster, but instead of fail-
ing miserably, they had really pros-
pered. Andthey didthisinspiteof a
trend in Dentistry to go in exactly the
oppositedirection — more advertis-
ing, bigger Sgns and hugeye low pages
entries.

| Rang the Bell

A few secondslater, alady witha
truly warm smile opened the door and
greeted me. “Hi Mike, I'mMerilyn,”
shesaid. “Welcometo Patrick Lund
Dental Happiness.” Simple, but pow-
erful. Shenat only knew my name, but
how | liketo beaddressed. | wasonly
theretodoaninterview. | wasn'teven
aclient!

Immediately | noticed anumber of
very different things about thisdental
office. First of dl, therewasthe smell
... likeabakery or acoffee shop, not
antisepticlikeadenta officeor hospi-

Therewas no indication on the exterior of the
building, save a small golden apple, toindicate
that thiswas a dental practice.

whether you need to go up tothemor
just sit down and wait. Instead there
was alarge cappuccino machine, an
oven and an elaborate teaand coffee
sarvice. Thiswasthetypeof crockery
youwould seeinahomeof digtinction
and thekind of restaurant equipment
youwouldfindinan up-market coffee
lounge. Therewasbeautiful artwork
onthewalls. Warmandinvitingisthe
best way | can describeit. Impres-
sve. Stunning amost!

Now I’ m not aperson who notices
alot of detail, but | couldn’t help but
noticethedifferencesbetweenthisand
most medical or dental offices. It cer-

Paddi’ s attention to detail systems worked asin-
tended, so that Mike based his high opinions of the
dentistry on the level of Paddi’ s hospitality.

tal. Smell isoneof themost powerful
primal instinctswe have. If wesmell
something that remindsusof abad ex-
perience, werelivetheemoationsof that
experience. We have no control over
this response. Paddi’s team under-
stands human nature at that level ...
and they work with that natureto give
their customersahappy experience.

Merilyn Led Me Through a
L ounge Room

It was definitely not a ‘waiting’
room. Therewereno glasswallswith
someonebusy sitting ontheother sde
or at a desk, making you wonder
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tainly wasn't likeany kind of denta of -
fice |l had ever seen (or smelled) be-
fore.

Later, as| recounted my visit, | re-
alised | had beguntorelax and fed a-
most immediately at homewith these
people.

Merilynsaid, “Let metakeyouto
your lounge.” We proceeded to adoor
with aplague on it that read, ‘ Espe-
cidly Reservedfor MikeBasch'. My
name had been printed on a card
mounted on the door. (I later found
they treated all their customers this
way, not just wayward American busi-
ness Consultants.) Wewent into the
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Patients are offered coffee and fresh baked
muffinswhilewaiting to seethe dentist.

room, which had three comfortable
loungechairs, avaseof flowers, an ail
paintingonthewadl, ajug of water (with
alittlesprig of mint) and somefruit and
nutsto nibble.

Merilyn suggested | sitinachair.
Excusing hersdlf, sheleft to get some-
thing. Assoon as| had settled, there
wasaknock onthedoor. A knock on
thedoor! Soitwasmy room, my door
and they were knocking. | began to
feel specia andrelaxedin spiteof the
fact that | had been away from home
for sometimeandwasquitetenseprior
tothisvigt.

A young womanwalked in carry-
ingadivertray andsad, “Hi Mike, I'm
Joanne. Paul (that’sthefriendwhowas
aclient of the practice) said you like
decaffeinated cappuccino and blue-
berry muffins. Isthat right?” Withthe
guestion cameawarmsamile. | agreed,
| did indeed like blueberry muffinsand
decaf cappuccino.

Joanne placed thetray onabutler’s
tableshehad carriedintotheroom. On
it wereacappuccino that she had made
at thelong handled espresso machine
and aplateful of Muffinsshehad baked
intheir oven — baked especially for
me. Merilynjoinedus, and, | followed
her exampleof slencewhile JJoanneset
about serving uswith perfection, grace
andyes, asenseof joy.

| learnt that they alwaysobserves-
lenceduring thetimethey serveteaor
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coffee. This*teaceremony’ wasdl part
of the system that they useto promote
acamamosphereat their work. That
they could pay so much attention to
detail wasall very hard to believe. |
beganto understand (and experience)
Paddi’ ssuccess.

Joanne's Story

Jo later told me shewas 19 years
old and just out of high school. She'd
beenwith the practicejust four months.
Shetaked about what thisfirst jobwas
like and how it compared to the jobs
her friends had. | asked Jo what her
5-year godswereandimmediately she
responded: “Well, | want to be mar-
ried and have children although | don't
have a boy friend at the moment. |
want to go back to school and become
adental hygienist. But, | guess my
strongest goal isto never leave this
place”

| asked why? “Becausel’mloved
here,” was her answer, “and believe
me, | comefromalovinghomesol'm
not somewayward girl thet redly needs
alotof love. | know what loveis, and
I’vefoundit here. | don’twanttogive
itup.” | asked Joif there was aspe-
cificincident that caused her tofed this
way. Therewere many shesaid, but
shegave methe onethat stood out the
mostinher mind.

“A coupleof monthsago in one of
our daily meetings, Pat said that | had
done something to upset her that day.
| felt terribleand asked her what it was.
| so wanted to fit in here. But Pat
couldn’t tell me because she didn’t
know exactly, and that made mefeel
worse. | remember going home that
night and not sleeping very well. |
thought | wasn't goingto makeit here
and that troubled me enormoudly.

“I came into the office the next
morning and went to my stationwhere
therewasabeautiful bouquet of flow-
ersand anotefrom Pat,

Dear Joanne,
| know what | said to you
yesterday hurt and therewasn't

much you could do with it

sincel didn't give you the spe-

cifics. If I can't tell youwhy |
was upset, | should keep my
mouth shut. Please accept my
apologies.

Love, Pat.

“I literally ranto Pat and gave her a
hug. Pat cared about me, and so, |
discovered, did everyone else here.
From that point on, | have been com-
mitted to being part of thisvery specia
family”

Back to My Visit...

| had seen nothing of the standard
of dental care they provided but al-
ready | had decided that they werevery
good at theclinical procedures. Be-
causeof my systemsengineering back-
ground | did suspect that Paddi had
designed hisatention-to-detail systems
to createin hisclientsexactly thisfed-
ing of confidencein hisdentistry. How-
ever, in spite of thisinsight from my
profession, asapotentia patient, | just
knew that if they looked after thelittle
things sowell — thetea, the coffee,
the flowers, my name on the door —
they had to be good at teeth!

To becontinued next issue....

Dr Paddi Lund has written a book
about his journey mixing business,
profit and happiness. You will only
find Building the Happiness-Cen-
tred Business in a few specialty
bookstores around the world.
Itisalso availabledirect fromits
publisher for A$29.95 (£15, US$20)
plus shipping. Please call or write
to L oretta Cohen at Solutions Press:
149 Old Cleveland Road
Capalaba, Qld Australia4157
Telephone (+61-7) 3823 3230
Or you may write with acredit card
by fax on (+61-7) 3390 3610 or by
e-mail: info@sol utionspress.com.au
Learn more about Paddi and his
ideasfor business at the publisher’s
site: www.solutionspress.com.au
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