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“Trust has to be earned, not given.” That is the 
guiding axiom of dental equipment seller Alldent.  
It sums up the principled approach the company has 
taken to build up their enviable industry standing – 
one satisfied customer at a time

Over the decades, the Melbournebased dealer 
of major brands like A-dec and NSK has garnered 
a strong following for its attentive, personalised 
service.

From their unhurried manner of guiding 
customers throughout their equipment buying 
process to their avoiding a cookiecutter approach to 
sales and servicing, no stone is left unturned to put 
the customer’s needs first.

Alldent offers a wide range of services including 
dental equipment sales and service, autoclave 
validating, plant room maintenance, handpiece 
repairs, digital imaging surgery set up setup, 
installation and consultation. The company has a 
strong web presence through its comprehensive 
online offering (www.alldent.com.au).

Alldent also boasts a nationwide network with 
local presence, offering products such as nitrous 
oxide sedation systems, dental handpieces and 
smaller equipment and consumables. More recently, 
they have moved into specialised product lines such 
as the Alldent Surgical Products Range.

Alldent was founded in 1988 by Bill Stoney, an 
industry stalwart whose enduring professional ethos 
has rubbed off on his team. 

“Bill has mentored and instilled a philosophy 
of getting the job done right, whether that means 
spending more time on our behalf or on the dentist’s 
behalf,” says Paul Petkovski, Senior Service 
Technician. “The key is not to take short cuts. 

“There is only one way to do the job – the right 
way – otherwise the customer will end up with more 
problems in the end.”

Talk ain’t cheap

Taking short cuts sometimes means giving in to 
the temptation to sell customers products with the 
highest margins – not necessarily what they need. 

At a time when the retail business is affected by 
a pandemic-stricken economy, it’s not easy to resist 
making a quick sale over advising customers of their 
longer-term considerations. Yet Alldent insists on 
taking the time to go through the customer’s specific 
operational set-up to ensure that they receive the full 
range of benefits and longterm savings. 

“With an A-dec chair, for example, there are so 
many ways to configure it. The lights can be mounted 
differently, different styles of delivery, suction 
arms come in different lengths and options; chair 
upholstery come in different finishes and colours,” 
says Fiona Banks Equipment & Technical Specialist. 

“A lot of our customers are sometimes not aware 
that they have so much choice, and it is our job to 
make sure that they make an informed decision.”

“You get to determine what is built into the 
delivery system; choose between an electric or 
air-driven motor; pick the type of auxiliaries you 
want; continental versus traditional delivery; left or 
right handed configuration; and whether or not you 
want a spittoon, which is now more so than ever an 
important consideration when it comes to infection 
control.

“We can really sit down and customise the package 
to suit our clients’ needs.”

Alldent’s far-sighted approach to customer service 
hasn’t gone unnoticed. Dr Gilbert Ko from Dana 
Street Dental, would condense it into four words: 
“Reliable. Honest. Personalised service!” “It’s great to 
continue to do business with Alldent who have looked 
after our chairs and dental equipment for the last six 
years,” he adds.

Covid-19 reflections

Despite all the restrictions and disruptions that 
the coronavirus has caused, Naomi Thomason from 
Alldent, says it has given the Alldent team time to 
reassess the business and make adjustments.

One of the most positive takeaways from this 
difficult period, Naomi notes, is the resilience and 
adaptability of her colleagues.

“We came away with a strong conviction that 
everyone in our business has been exceptional through 
this time and we have worked very closely together.

Everyone has shown incredible resilience and 
initiative to pull through as a team,” she says.

“That has given us space to work inwards on our 
business on new innovative range and look at how we 
can better our service.”

The company has adopted the Zoom meeting 
app for all their sales consultations, in addition to 
troubleshooting “easy fixes” on Facetime, Zoom or 
through video exchange. This has become de riguer 
business practice in Melbourne, which at the time of 
writing, is going through a stage-4 lockdown.

“I think that when we get back to a new kind of 
normal, this will not change. At the end of the day, 
we are sociable people and most customers would 
like us to have direct contact with them. However, 
we will adapt to what the new environment brings,” 
Naomi says.

“What is good about a smaller business is that we 
have the capacity to adapt and change very quickly. 
We are not hampered by some of the constraints that 
larger businesses have. We are agile and can move 
and react to our customers’ needs quickly.”

After the sale

The agility is aided by deploying a highly 
experienced team on the ground. The electricians 
and fitters in Alldent’s support team – many of whom 
have been with the company for more than a decade 
– have all undergone formal training provided by the 
suppliers.

Naomi attests that the personable team has helped 
to endear the Alldent brand to many customers. “Our 
support team has greatly contributed to the strong 
rapport we have with our customers. As have our 
technicians, our technical team contribute greatly to 
our sales.”

Operating as a boutique-size distributor for 
Victoria and Tasmania, Naomi says having a well-
established technical support team is indispensible. 
True to Alldent’s credo, she is emphatic about the 
importance of aftersales service.

“If we sell it, we are going to look after it. We 
are more focused on long-term service and that is 
bigger than just the sale. We want to make sure our 
customers are left feeling comfortable with their 
purchase and the support they receive afterwards.”


