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HE HISTORY
As my first practice, I am not sure 
we could have chosen a more 
challenging project to turnaround. 
In many ways, it would have 

been easier (and perhaps cheaper) to have 
bought the house next door and turn it into a 
practice. Nonetheless, what 
a whirlwind of a journey it 
has been. If I was to reflect 
over the last year I would 
say “you are the sum of 
who you surround yourself 
with”, i.e. choose a good 
team!

I graduated from East 
London (Barts and The 
Royal London) in 2012, 
which in itself bore witness 
to an impressive five-
year turnaround project 
in preparation for the 
Olympics. I don’t think 
there were many buildings 
on Whitechapel Road 
that were able to escape 
from the onslaught of 
investment. I then moved 
to the East of England, to 
complete my vocational 
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T training in Manningtree otherwise known 
for being the smallest town in England with 
700 residents before my ongoing “sentence” 
at the Eastman Dental Hospital. This was 
initially as a Restorative House Officer, then 
as a postgraduate student on the Masters in 
Endodontics programme, infamous for its 

military camp-like intensity. Very much the 
perfect training ground to build on my urge 
to grow as an individual. I eventually went on 
to become a university Deputy Director for 
the Endodontic Diploma programme, where 
among many skills, I started to appreciate the 
art of teaching. It was only a matter of time 

before I thought about 
buying my own business 
and being a born and bred 
Croydoner, it made sense 
to return home to buy a 
practice I had seen on every 
198 bus journey home 
since I was a boy.

It is worth noting that 
where I am now reflects 
those that have helped me 
along the way. From the 
university tutors, VT trainer, 
hospital consultants, 
university professors (Kish 
and Paula) and friends and 
family, I have been gifted 
and the vision I share here 
is simply the summation 
of years of help from good 
people.  
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THE ETHOS
Our ethos is simple; to be the best. This means 
having a passion for what we do, striving for 

clinical excellence, patient comfort throughout and 
minimally invasive dentistry. We only work with 

those dedicated to fulfilling our fresh ethos, ensuring 
our team all invest heavily into postgraduate 

learning and evidence-based dentistry. Having 
adopted a patient-centred approach to everything 
we do to provide the highest standards of care for 

all patients. 
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THE TEAM
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Kunal Patel  
Principal, Endodontics

Jaya Pindoria 
Principal, Orthodontics

  Sofia Mendes 
Operations Manager          

Samantha Messenger 
Practice Manager

Preeya Parmar 
Marketing Manager

Rajan Patel 
Implantology/Oral surgery

Rajvi Patel 
Periodontist

Chi Lee 
Associate

Bhavin Borkhatria 
Associate

Sorabh Patel 
Associate

Kishen Sheth 
Associate

Radhika Patel 
Associate

Mary Coldrick 
Hygienist

Catherine McCroy 
Hygienist

Morgan Clark 
Hygienist

Gintare Gumbyte 
Hygienist

Amy Smith 
Receptionist

Kerrie Young 
Receptionist/Trainee Nurse

Melinda Ebel 
Nurse

Laura Nicholson 
TCO/ Nurse

Abigail Adusei 
Nurse

Alexandra Tudor 
Trainee Nurse

Claire Bushell 
Trainee Nurse

 Keira Tappenden 
Patient engagement officer 
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Welcoming reception

Treatment coordination area
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is conveniently located 5 minutes’ walk from 
East Croydon station, one of the busiest 
commuter stations outside of central London. 
Having lived in the area, I was in no doubt 
that the location was ideal, with a (pre-COVID) 
buzz of commuters walking past us every 
morning and evening. There was a dental 
practice four doors down from us but healthy 
competition would have only ever pushed us 
to improve more quickly. The business had 
declined impressively over the last three years, 
which served to highlight the potential room 
for growth if we could reverse the decline. On 
the face of it; a good investment opportunity.

However, it is one thing looking around the 
practice with your agent and another to have 
to work in the clinic after you have bought 
it. The before images in my application serve 
a reminder to how far we have come. Most 
of the equipment seem to predate modern 
medicine and would likely out date those 
pieces found in most dental museums. That 
is when you truly appreciate the challenge in 
front of you, which also happens to be the first 
point in time in which there is no going back. 
Fortunately, with the support of a good team 
including my business partners, Arjun and 
Dev Patel, we set out to rebuild the practice 

quite literally in almost every way possible.

THE BUILD
The first stage was to completely redesign 
the clinic with the help of Anglian Dental. The 
guys were great at feeding us ideas and with 
the personal experience of having worked 
in so many clinics we were able to design a 
brand new functional five-surgery clinic. This 
included:
- Front signage & water fountain; 
- Reception and waiting room; 
- Five new dental chairs with TVs; 
- Two compressor and suction units; 
- Treatment coordinator room; 
- Decontamination room; 
- Electrics, plumbing, fire alarm, CCTV, 

telecoms and lighting; 
- Flooring & cabinetry throughout; 
- Staff room; 
- Manager’s office; 
- Part-resurfacing of 10-space car park.   

The main issues with such a large renovation 
project was to fit this in with our need to 
continue to serve our patients and service our 
NHS contract. We managed to do all this in 
10 weeks whilst remaining open throughout, 

albeit at a reduced capacity. Our builders take 
most of the credit for their willingness to work 
efficiently and adhere to tight deadlines. The 
lesson here for me was to always invest in 
quality builders.

Part and parcel of this transformation 
was the incorporation of technology and 
futureproofing into the practice. The existing 
clinic was outdated with almost all aspects, 
from record keeping, compliance, human 
resource documentation and even accounting 
all completed on paper. This was probably 
the largest challenge as we had to relocate 
the vast volume of accumulated paperwork 
and organise this into some meaningful way. 
Thankfully we had a large loft we could use to 
appropriately hold this information whilst we 
set out digitizing every process in the practice 
below. This included investment into a CEREC 
milling unit with Omnicam and Dentsply’s 
Orthophos SL CBCT machine allowing us to 
create digital workflows with our labs and aid 
implant planning. We now use Software of 
Excellence, which has excellent back-office 
functionality allowing you to keep track of 
your business as well as providing automated 
recalls, tracking return of investment with 
marketing and much more. Data/information 

Surgery
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is certainly a key part in understanding how 
the business is performing and SOE have 
been very useful.  

Once the physical changes were complete, 
we set out to grow our team and add 
clinicians that shared our vision for what 
we wanted to do. We had a clear plan to 
introduce a specific workflow to our dentistry 

utilizing large 50” HD screens and photos to 
showcase what we do and provide a patient 
experience that set us apart. Fortunately, with 
the wealth of ambitious talent circulating 
in London, within 2 months of opening we 
had a multi-disciplinary team of in-house 
specialists to complete the growing team of 
associates. Expanding our team (and opening 
hours) so quickly seemed risky at the time 
and certainly added the pressure to deliver 
on our promise to keep everyone busy. It was 
time to grow and this is where marketing 
would have to step up. The existing practice 
had close to no marketing, no social media 
or even a functional website. Five-months 
since opening our doors and with the help 
of our marketing manager and Rose and Co, 
we were able to create a brand-new fully 
optimized mobile friendly website complete 
with video testimonials. We got the whole 
team involved in the push for google reviews 

and 1 year later had 182 google reviews 
to supplement our growing social media 
pages. 

The final and probably most important 
cog in our turnaround was to ensure we 
had a happy team that worked together 
and wanted to stay with us. As I mentioned 
previously, you are the sum of those around 
you and that is preciously why we have 
invested heavily into our team. This meant 
paying for their CPD courses, running study 
clubs for dentists to exchange ideas and 
learn from each other and becoming a 
vocational training practice. Until the recent 
pandemic we ran monthly social events 
to ensure our team feel part of a family 
and have the time to unwind with work 
colleagues away from the practice. As a 
result, our core team remain with us till this 
day and I trust them wholeheartedly.  

THE RESULT
The result is a real sense of fulfilment and 
happiness. Writing this article and applying 
for the awards was a terrific opportunity to 
reflect on what we had achieved in a relatively 
small period and it honestly brought a smile 
to my face. The side-effects were to have 
a business that had doubled turnover and 
to have learnt how to kick-start a business, 
bringing it back to life. It certainly wasn’t 
easy but like most things in life, it wouldn’t 
be worth doing if it was. For those looking 
to replicate this, I would encourage them to 
take the leap of faith and do it. Other than 
covertly selling a few sweets and chocolates 
in school, I didn’t really have a background in 
business but most of what we did was just a 
combination of sensible thinking and hard 
work i.e. anyone could do it.  

Light and airy surgery

The whole team behind Dental Beauty Croydon

THe management team
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