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Introduction
1 Credibility to Make a Good Start

Overview
Think
1.1 It Is Based on Others' Perceptions
1.2 Our Credibility as Leaders Requires Followers
1.3 Credibility Is Better Built by Actions Rather
Than Words
1.4 First Impressions Count, so Project Well
1.5 First Impressions: Tactics
1.6 Credibility Is Fragile
Do
1.7 Assess the Credibility of Your Key Contacts
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1.8 Conduct a Personal Audit to Ask: What Will
Help or Hinder My Personal Credibility as a Future
Leader?
1.9 Build the Charisma Factor

2 Managing Difficult People
Overview
Think
2.1 Difficult People We Encounter
2.2 Dealing with Underperformers: We Have to Talk
2.3 Confronting the Difficult: Dos and Don'ts
2.4 Dealing with Aggressive Encounters
2.5 Avoiding Others' Manipulative Behaviour
2.6 Flattery: Nice to Get but Dangerous to Believe
2.7 Sarcasm
2.8 Arguments to Win and Lose with Difficult
People
2.9 Disagreement Does Not Have to Be
Disagreeable
2.10 Conflict Management and Achieving Win–Win
2.11 Avoiding the Questions You Don't Want to
Answer
Do
2.12 Difficult People and What They Might Say
about You

3 Focus on Your Priorities
Overview
Think
3.1 Five Things to Think about Concerning
Strategy, Planning, and Priorities
Do



3.2 The Future World
3.3 The Vision Test
3.4 Log Your Time to Check Your Productivity

4 Values for Leadership Practice
Overview
Think
4.1 Words That Indicate There May Be a Problem
4.2 Four Simple Tests
4.3 A Personal Code of Ethics
4.4 Ego: Our Best Friend and Worst Enemy
4.5 Avoiding the Stupid Stuff
4.6 Preference Isn't Principle
Do
4.7 Know Why You Believe What You Do
4.8 Key Figures in Your Life
4.9 A Principled Practice

5 Building and Maintaining Trust
Overview
Think
5.1 Trust Is the Trigger of Leadership Reality
5.2 A Lack of Trust Is Costly
5.3 The Rules of Trust
5.4 Small Decencies Make a Difference
5.5 Trust Creates a Culture of Openness and
Honesty
5.6 Value Differences
5.7 But Know Who to Trust and Avoid
Do



5.8 Me and Trust
5.9 Forgive
5.10 The Shoes of Your Clients or Colleagues

6 Raising Energy Levels
Overview
Think
6.1 Managing Our Personal Energy
6.2 Surviving or Succeeding: Five Life Outlooks
6.3 The Energy Paradox
6.4 Our Comfort Zone and Getting Out of It
6.5 Keep Something in Reserve
6.6 Sell the Steak, Not the Sizzle
6.7 Running Out of Juice
Do
6.8 Do Something You Don't Want to Do
6.9 Change Your Socks

7 Feedback to Keep on Track
Overview
Think
7.1 Break the Mirror
7.2 Learning from Failure
7.3 Giving Feedback That Others Value
7.4 Praise and Keep Praising
7.5 Excessive Praise
7.6 Too Much Truth
7.7 Two People Who Tell the Truth
Do
7.8 Set the Egg Timer



7.9 Feedforward Rather Than Feedback
7.10 Ten Reasons for Failure

8 Courage for When It Gets Tough
Overview
Think
8.1 To Lead Is to Live Dangerously
8.2 To LEAD Is to Overcome Adversity
8.3 The 50th Law: When Fear Isn't in the Driving
Seat
8.4 Managing Minor Adversity Well
8.5 The Laws of Confrontation
Do
8.6 Manage a Conflict Situation by Having a
Difficult Conversation
8.7 Manage Fear
8.8 Fear and FASTER

9 Influence and Persuasion
Overview
Think
9.1 Do You Make Others Feel Special?
9.2 Understanding Others: The Realities of Human
Nature
9.3 Influencing When You're Not in Authority
9.4 Shift Others' Opinions
9.5 The 90–10 Rule of Negotiation
9.6 The Science of Influence and the Psychology of
Persuasion
9.7 Five Reasons to Keep Conversations Simple



9.8 The Nine Opening Lines of any Effective
Conversation
9.9 Questions That Don't Work
9.10 Using Charm Without Overdoing It
Do
9.11 How ‘Sticky’ Is Your Communication?
9.12 Analyse Martin Luther King's ‘I Have a Dream’
Speech
9.13 Influencing Tactics

10 Working with Teams
Overview
Think
10.1 Teamwork: Why Teams Succeed and Fail
10.2 Teamwork: The Rules
10.3 Avoiding the Role of Team Problem Solver
10.4 The Sum of Its Parts
10.5 The Groupthink of Teamwork
10.6 Working in Diverse Teams
10.7 Managing Team Conflict
10.8 Turnaround Strategies
10.9 Build an Extended Team
Do
10.10 Your Team Style
10.11 How a Team Develops
10.12 Build a Team for Life

11 Change to Implement Excellence
Overview
Think
11.1 Thinking like Leonardo da Vinci



11.2 The Soil of Innovation
11.3 Where Change Starts
11.4 The Language of Change: 20‐60‐20
11.5 Begin with the Bright Spots
11.6 Speak to the Elephant as Well as the Rider
Do
11.7 How Good Is Good?
11.8 Develop a T‐Shaped Mind
11.9 From What to What?

12 Recognising Personality Types
Overview
Think
12.1 The Realities of Human Nature
12.2 Three Levels of Knowing Someone
12.3 A Simple Lens of Human Understanding
12.4 Reading Personality – One Good Question
12.5 Personality and Its Impact on Communication
Do
12.6 Who I Need to Understand but Don't
12.7 Personality and Team Dynamics

13 Get Fluent in Body Language
Overview
Think
13.1 Five Myths about Body Language
13.2 The Body Language of Trust and Respect
13.3 The Body Language of the Alpha Leader
13.4 The 15 Most Common Body Language
Blunders



13.5 How to Smile
13.6 Body Language and Cultural Differences
13.7 Lying
13.8 Context Is Critical
Do
13.9 How Well Do You Read Other People?
13.10 Tactics for More Effective Body Language

14 Be Assertive
Overview
Think
14.1 Is Your Thinking Unassertive?
14.2 Overcoming Shyness
14.3 Having a Thick or Thin Skin: Dealing with
Criticism
14.4 Avoiding Embarrassment
14.5 Managing Those Moments of Anxiety
14.6 Managing Mistakes as an Indicator of
Assertiveness
14.7 Assertiveness as the Art of the Apology
14.8 How to Project Well
14.9 Fundamentals of Presentations
Do
14.10 How to Be Assertive
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Figure 1.1 Are your contacts credible?
Chapter 3

Figure 3.1 Urgency and importance.
Figure 3.2 Taking time to check your time.

Chapter 6
Figure 6.1 Are you succeeding?

Chapter 7
Figure 7.1 Do you know your blind spots?

Chapter 9
Figure 9.1 Conversation starters.

Chapter 12
Figure 12.1 Knowing your patients and colleagues.
Figure 12.2 Personality types.
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Preface
I remember attending the Colgate‐Palmolive 200th
anniversary celebration at the New York Stock Exchange in
2006, and meeting Raman Bedi for the first time as he
joined Colgate‐Palmolive’s CEO to ring the trading bell.
When we later met in London, Raman shared with me his
vision of improving children’s oral health for the world’s
most disadvantaged, and his thoughts on why this would
require a different approach to leadership. In all honesty, I
wondered how realizing this powerful vision could be
possible. It was from this conversation that the Senior
Dental Leadership (SDL) programme was born: a public‐
private collaboration between two prestigious academic
institutions, King’s College London and Harvard University,
and two healthcare corporations, Henry Schein and
Colgate‐Palmolive.
Now, almost 14 years later, the SDL programme has gone
from strength to strength, with more than 200 alumni from
47 countries working in innovative and imaginative ways to
provide access to care to children in need in their
countries.
In truth, no individual is born a leader. Although some may
associate leadership with a range of skills and operating
styles, for the most part, leadership is the accumulation of
“good habits,” built and strengthened over time as each of
us encounter various opportunities and challenges in our
personal and professional lives. This book is a guide for the
dental professional who strives to become a more efficient
and effective leader who fosters an environment where her
or his patients and colleagues thrive and makes a positive
difference in the wider community.



It has been truly extraordinary to see the tremendous
impact that the SDL programme has had on the dental
profession over the past 14 years, and, in turn, the positive
impact these professionals have had on improving
children’s oral health around the world. This book builds on
the principles of leadership that have fueled the success of
SDL to help ensure that leadership – personal and
professional – will continue to thrive in the dental
profession as a whole.

Stanley M. Bergman
Chairman of the Board and CEO
Henry Schein, Inc.



Testimonials

USA
Harvard University has an illustrious history in training
individuals from all walks of life. Through our collaboration
with the Senior Dental Leaders Programmes, we can
upscale our work in the dental field. I am excited about the
possibilities this collaboration can bring and the
improvements we can expect in the oral health of our
global society. This book will help in that endeavour.
Professor Bruce Donoff, Former Dean, Harvard School
of Dental Medicine

Brazil
The changing face of modern dentistry in Brazil requires
strong and effective leadership for the provision of optimal
dental care, health promotion and building partnerships
with other professions. This book provides dentists with
strong multidisciplinary skills, enabling them to combine
clinical dentistry with leadership knowledge.
The Certificate in Advanced Dental Leadership provided
unique and high‐level guidance to young Brazilian dentists
for shaping their careers, contributing to the dental
profession and helping people from disadvantaged
backgrounds. Now this book will also strengthen dentists'
professional backgrounds, combining multidisciplinary
clinical skills and leadership knowledge, and will build a
network of next‐generation dentists for Brazil.
Professor Sonia Groisman, Faculdade de Odontologia
da UFRJ



Africa
Zambia's dental community needs leadership training and
this book will help provide important leadership training.
Leadership skills are important to my students as they are
expected to take a central role in their provinces and
districts after graduation in leading dental personnel and
supporting staff.
Young dentists will also benefit with the training, as it is
obvious that good leadership skills are a key to success. I
believe the earlier in a dental professional’s career
leadership skills are studied, developed, and harnessed, the
better the individual will be able to effect change.
This book is a good initiative for Zambia. Our country has
been lacking in dental leadership continuous professional
development.
Dr Severine Nyerembe, Copperbelt University, Ndola
Zambia
This is a very good book and it is very relevant for all the
oral health professionals. Our School recently acquired a
certificate of Registration as an Oral Health CPD provider
in Rwanda, making it an easy opportunity for launching
collaborative effort in CDEs and CPDs. Now this book will
help our students to acquire the leadership skills that our
country so badly needs.
Professor Muhumuza Ibra, Dean, School of Dentistry‐
College of Medicine and Health Science, University of
Rwanda

China
I know that the Advanced Dental Leadership Programme is
very useful for young dentists to develop their leadership



skill, which is very important for their professional
promotion, and now this book will also help in improving
paediatric oral health in China. Therefore, on behalf of the
Chinese Society of Paediatric Dentistry, I would like to
express my warmest thanks to the Global Child Dental
Fund and everyone involved.
Professor Man Qin, Professor of the department of
Pediatric Dentistry, Peking University School and
Hospital of Stomatology; Immediate past President of
Chinese Society of Pediatric Dentistry; President of
Pediatric Dentistry Association of Asia; Fellow of
International College of Dentists

India
During the last decade the Global Child Dental Fund
(GCDFund) has engaged and developed hundreds of the
world's foremost dental health professionals through its
unique Senior Dental Leaders Programme.
The need of the hour is to further strengthen the global
dental community through enlightened leadership. In
response to this challenge, this book will enable younger
Indian dental professionals to hone their skills in dental
leadership, innovation, creativity and effectiveness.
A true leader has the potential to translate vision into
reality.
This book will foster an ecosystem for sharing and
nurturing the best leadership practices within the dental
fraternity. It will also be a vibrant platform for young dental
practitioners to ideate on the future of our profession.
I invite you to embark on this journey of education and
organisational discovery, so that together we can improve



oral health services and reduce inequality around the
world.
Professor Mahesh Verma, Director  and  former
Principal, Maulana Azad Institute of Dental Sciences,
and Vice‐Chancellor, Guru Gobind Singh Indraprastha
University
For senior‐level dental leaders it has always been critical to
instil in the next generation the importance of the
pedagogy we have always worked to. This is to adapt to the
needs of the hour to achieve optimum oral health for our
fellow community members. This approach, born of deep
care and concern, must always be at the nucleus of our
profession.
The book is a much‐needed opportunity for budding
professionals to further their education and develop their
dental leadership competencies. As senior dental leaders,
we promise to walk with you as you educate and empower
yourselves to tackle the pressing challenges in global oral
health.
Professor Satyawan G. Damle, Ex Dean Nair Hospital
Dental College Mumbai & Ex Vice Chancellor
Maharishi Markandeshwar University, Mullana.
Ambala, India
The future of the dental profession must be in the hands of
dentists possessing superior leadership skills. The next‐
generation dentistry demands effective, efficient leadership
for several tasks including the delivery of optimal dental
care, building partnerships with other professions, and
health promotion. This book provides training and imparts
state‐of‐the art guidance to dental students for shaping
their careers and contributing to the profession and caring
for the most disadvantaged people in our societies.



Professor Ashwin M. Jawdekar, Professor and Head,
Department of Paediatric and Preventive Dentistry,
Bharati Vidyapeeth Deemed to be University, Dental
College and Hospital, Navi Mumbai 400614, India
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Introduction
It is often at the sunset of your career that you reflect on
the journey you have undertaken, but when you begin on
the path it is just as important to think about where you are
going and how to get there. This book is a reflection on one
of the most important skills you can learn as a dental
professional, but that is not the ability to cut that crown
preparation you will learn from your textbooks or now from
a YouTube video, or to extract a tooth as effortlessly as you
saw performed by your dental school teachers. The key skill
to master is leadership to ensure that in your professional
journey you start well so that you will finish well.
The competences developed using this book will
complement your clinical skills and help you to excel as a
dental practitioner. These include interpersonal and
communication skills to navigate your engagements with
others, as well as personal and professional behaviour,
honesty, moral values, ethics, and confidentiality. The book
will help you to understand your role and context, evaluate
evidence and techniques, make a commitment to self‐
assessment and peer evaluation, understand maladaptive
behaviours and their impact, and maintain your continuing
professional development.
The book also outlines actions to take when you encounter
incompetence, impairment, or unethical behaviour from
colleagues, interacting without discrimination or not being
respectful and cooperative. Efficient management of time
and resources, understanding the day‐to‐day running of a
general practice, people management, and addressing
disciplinary matters to prioritise duties when you face
competing demands are covered too. You will discover how


