12 | VIEWPOINTS

Perspectives in practice...

One always hopes — but never assumes — there will

have been several consultations to lay the foundations
of what can be expected, in terms of treatment and
outcome, before the patient reaches the specialist

MICHAEL SULTAN, clinical director of EndoCare, explains
why it is very important to effectively manage patient
expectations, as this will achieve patient satisfaction and
avoid disappointment...

As ever, the media and advertising,
especially, have much to answer for by
bombarding us with images of physical
perfection in order to sell anything from
cars to cosmetic dentistry.

Because most of us have realistic
expectations, we know perfectly well that
buying a particular vehicle is not going to
put us on a par with George Clooney as
soon as we turn the ignition.

But, when an idyllic beach-front hotel
turns out to be a building site, we will
complain. Not just because it didn’t meet
our expectations, but it is not what we were
sold. Therein lies the conundrum — the
contract between dentist and patient that is
so much more than the simple exchange of
money for treatment or services.

A psychological contract
The term “psychological contract” was
adopted in the 1960s to describe the
relationship between employers and

Endodontics is difficult, time consuming
and expensive, but patients are fully
entitled to expect that they will be treated
well, comfortably and efficiently; that their
pain will be alleviated; and the cost and
longevity of the treatment will be fully
explained to them. All of which sounds
eminently straightforward. Except that it
is at this point that the information one
gives can alter a patient’s expectations,
which may well be necessary if they appear
unrealistic.

Patient understanding

With all pain, there is the emotional
component of anxiety that always needs to
be addressed sympathetically.

The patient needs to understand how
anaesthetics differ; that with infected teeth
and swelling, unless there has been good
drainage, pain is likely to persist until the
treatment or antibiotics begin to work;
that low grade pain from bruising is likely;

) - - 2 i
OMEWHERE among the ever shifting - Expectation explanations ergZ/tO)//ne iime ways, it could equally well aZZrZ;i;;hgitig:gse e 100 percent
sands of success and faiurs, lay Expectations are botia up i ietonaity appl, : to the re/atignéh/‘ betwegn d)e/ntists gBecause they are in;/ariab/ referred while
outcomes and expectations, and i and emotion; complex attitude; hope; and pply o P : _because they y :
we're lucky, they may overlap. foar and patients, because the expectations in pain, patients are more concerned with
As clinicians, we’ve all found ourselves At a very simple level, rational expectation of hotirp amgs Wik /nc/udg behaviour: immsdiate redef ratbef than e /ongewty' d
in that uncharted territory, when the . . o does the patient take advice and carry out the treatment. But, it is our duty to explain
in tha ry, is determined by what is likely to happen ; ) ) ; . . )
anti . . ) actions to improve their oral health or aid that, while endodontists can root fill most
realisation dawns that our assessment — if you drive at 100mph towards a brick D the dlentist Heni tooth. th be e & i benafit if
of a successful treatment outcome is a wall, it is very likely that you'll hit it. In other ;e‘;‘;"e’y ’ ‘;,es © e”tfs patyha. en ".”; tie " ther © mayt be ! eto’"'g' /f;';; ; ?”;7’ !
milion miles removed from the patient's words, by removing the uncertainty that o the patient’s expectations, their anxiety e tooth cannot be restored. at is the
tati . -, about pain and fear? case, or there is further coronal leakage,
Fpecia /ons.‘ Wotid offierwise maan e car coliding When a patient is referred for specialist the tooth will fail. The patient has to be
Understanding and managing with the brick wall would be a complete - P ep
tations is paramount. The 2003 . . ) endodontic treatment, there are several made aware, that for treatment to last, the
expec P surprise, we are effectively managing p p tion: th tient’ torati top i ) rtant as th
OFT report' stressed the importance of expectations. age(s o/ ?);ﬁegta ;on.l edpa /'erf s,d ' resto;/elx' jon on top is as important as the
good communication in achieving patient However, when emotional expectation ° (\;/ossyt,' te:r referring dentist; and the ro/o' #ing. tural h 4 -
satisfaction. This was also subsequently becomes belief about what may happen eno o 07 1St N bt tisa ”‘?h“; a ”“m;'z) r esp(/;nsedomwan o
reinforced by CQC regulations, which in the future, disappointment is a frequent hne a W.;{f o;l))es —bu ne/ver ass;n;es reflalssure al g Wil b6 wei, an t'e pain
require documentary proof of informed outcome. — there will have een several consultations  will go away’”, gt we serve our patients
patient consent. to lay the foundations of what can be and our profession far better by honestly
expected, in terms of treatment and managing expectations. |
. . outcome, before the patient reaches the
..when an idyllic beach front hotel turns out to be a specialist, References
Once they do reach us, we must then 1. www.oft.gov.uk/shared_oft/reports/

building site, we will complain. Not just because it

assess and manage the expectations they consumer_protection/oft630.pdf.
arrived with. Although, | do draw the line at

following a cosmetic clinic that employs a 2. Argyris, C. (1960), Understanding
clinical psychologist to interview patients to Organisational Behaviour (Homewood,
avoid problems in the future. linois: The Dorsey Press Inc).

didn’t meet our expectations, but it is not what we
were sold...

STANDARD REPAIR

Install Barden Steel Bearings

LTD F i geplaze O&ngs
: 3 , : > ;
% M@{R@Daﬂ 7S  Allhandpieces quoted, repaired @ T n cote Hardpiece
& returned within 24 h 3 Month Warranty

rs
<pecialists I
fh& handptece sp CERAMIC REPAIR
As Standard Repair
: Install Barden Premium Ceramic Bearings
to the performance of your equipment Full Turbine Balancing

Extended 6 Month Warranty

spare parts that make a real difference

FROMAS |-
LlTTLE As i reduce wear - longer life
lower noise and reduced vibration

lower handpiece lifetime costs £l“9 50 Full Service
Clear Air & Water Lines

f : CARTRIDGE REPLACEMENT
New Cartridge Fitted

Clean & Lubricate
From é Months Warranty

www.mcrepalrs co. uk | 01253 404774

C READER ENQUIRY NO: 8 )

The Probe | February 12

dentalrepublic.co.UK ==



