
10 STRATEGIES
YOU SHOULD BE USING
THAT WILL WIN YOUR
PATIENTS OVER FOR LIFE
AND GUARANTEE YOU'RE THE
#1 ORTHODONTIC PRACTICE

 IN TOWN IN TOWN
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Make Patients the #1 Priority
Everyone who works in the practice should put the patient before himself or herself or 
anyone else.  That means the patient comes before the doctor. The patient comes before the 
staff.  And ultimately delivering great service should be the very top priority.

Here are a few examples you can borrow from some of the most successful orthodontic practices 
in the country.  

you can literally call this office in the morning and they’ll see you the same day - 
guaranteed. Now that is putting the patient first. Think about that just for a second. 
How would you like it if you could just call your doctor up and get what you needed 
or wanted done that same day? Talk about convenience!

every woman who comes in leaves with a flower.  This is just one example of going 
the extra mile, doing something unexpected for a patient when they are in your office 
that day that they won’t get anywhere else.

every possible technology is at work in order to take care of everything that needs 
to be done for the patient no matter when it needs to be done. 

Be authentic and honest.  Make every recommendation as if it were to someone 
very important in your own life.  Use verbiage like, “If you were my wife, I would do 
this…”, or “if you were my father, I would recommend you do this…” This deals with 
some people’s tendency to prejudge people and determine what it is they want, or 
what it is they don’t want. If you put yourself in that position to always be making 
that recommendation, you never have to worry about any ethical violations. It’s just a 
consistent presentation, no matter what. Sometimes you tell people, “You don’t need 
to worry about this.” However, you certainly would tell your brother or your sister or 
your mother what could happen if they didn’t get it taken care of. 

Make a list of all the ways you put the patient first in your practice today, then list 3 
things you will add in the next 90 days.

eXerCise
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1 ___________________________
2 ___________________________

3 ___________________________
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answer your Phones!

If patients are your #1 priority, answering the phone should be #2. Let’s face it, we live in a 
world where people want things immediately!  Patients are making phone calls when it’s 
convenient for them – before work, during lunch and after work. And both new and existing 
patients have the majority of their interactions with your practice on the telephone.  So, 
answer your phone!  Place a huge emphasis on the importance of answering the phone and 
get everyone in your practice on board.  At minimum you should be answering Monday 
through Friday, 8am to 6pm.  The really competitive doctors are taking calls before 8am 
and after 6pm and many on Saturdays.  Here are a few ideas to help you and your team get 
focused on the phones.

overstaff your Phones
I recently spent a day in a client’s office that is doing $12 million a year.  They have 
eleven people at the front desk dedicated to answering the phones and scheduling 
patients.  Eleven! That should give you some perspective as to how grossly understaffed 
the front desk is at most dental practices. As long as the schedulers are scheduling, it’s a 
productive employee to have. So maybe you should change your paradigm about how 
many people should be up front. 

Create a Call Center
This model pulls the phones off your front desk so that the team who sits at the front 
desk can focus on the experience the patients have who come into the office and the 
team who works in the call center can focus on the experience the patients have who 
call the office.  This doesn’t’ mean you have to have a huge dedicated space with lots of 
people on the phones. Staff adequately for your call volume and simply dedicate a room 
for these team members. It’s about getting them away from all the other things that are 
going on in the office. In a lot of dental practices the people who answer the phone do 
it as a secondary role to whatever else they’re doing.  And when their primary role gets 
overwhelming or busy they let the phones take a backseat.  

track inbound Calls
If you have a voice over IP phone (VOIP) you should also have access to see all your 
incoming and outgoing calls. You should literally be able to see how many calls 
were answered versus unanswered each day. You want to know how many calls are 
going unanswered every day because that tells you what you need to add in terms of 
people on the telephones. There’s absolutely no excuse to have a high percentage of 
unanswered phone calls. You should have less than 5% unanswered calls. 

implement a red alert team 
There has to be overall awareness amongst everyone in your office that phones are a 
priority. And although you should be doing all the things above to ensure 
your phones are staffed adequately, there will inevitably be times when the team 
responsible for answering the phones can’t get to a call.  
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Once the phone has rang 3-4 times to the front desk or call center, it should ring 
throughout the entire office so that anyone and everyone working in your practice can 
hear it ring.  And no matter who you are, and no matter where 
you are, when you hear that, you know to answer the 
telephone. It’s no longer about being at the front desk 
answering the phone. That means at that particular point that 
team needs help, and somebody else answers the phone. 

So many of us lose sight of the importance of the phone, but it is 
the lifelines to your practice.  And all new patients first interaction 
with you is through the phones. New patients are the lifeblood of 
your practice.  In the $12 million practice mentioned earlier, they 
saw 501 new patients in one month.  Do you think they could have 
done that without their priority being the phones?

List how many team members you have who are solely focused on answering the 
phones in your practice today. 

Then list how many calls you miss each day Monday through Friday 8am to 6pm (if 
you don’t know, figure it out)

eXerCise

_____________________________

_____________________________
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Be intentionaL aBout GettinG resuLts

A true measuring stick for your patient’s level of satisfaction is the number of referrals you 
get. Each time a patient visits your office a memory should be made.  They should have an 
‘experience’ not just an appointment.  Experiences are what people talk about to their family 
and friends, not the cutting-edge technology you have or how many certificates you have on 
the wall.  And believe it or not, it’s usually not even the quality of treatment you gave them.  
It’s the experience! 

These are just a few ideas to get you started.

Flower for Female Patients
Give a flower to each woman patient when they leave and on that flower include a card 
with a referral-generating message such as, “It was our pleasure to get to see you today. 
Your referrals are the best compliment we could receive. Have a wonderful day!”

Flowers or a Plant For Patients who refer
When a patient does refer, send them flowers or a plant to their office with another 
referral card. Nothing gets the attention of co-workers better than someone receiving 
flowers and what better time for a patient to refer than when someone has been 
impressed by your act of appreciation.

welcome to the Practice Gifts
These should be given to each new patient on their first visit along with a hand-written 
note from the doctor.  These don’t have to be elaborate, but make sure they are branded. 
Coffee cups, water bottles, blankets, chapstick, toothbrushes, etc.

referral Contests
You can do monthly prizes for the patient who refers the most and an annual contest as 
well. Some prizes we’ve seen work really well are flat-screen TVs, trips, gift cards, movie 
tickets, dinner certificates, etc.

3
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God created humans with five senses for a reason.  Human experience occurs through the 
senses so you should be intentional about doing things that activate your patient’s senses.  
Don’t limit your thinking. A patient experience is created from their first interaction with you 
to what happens after they leave your office.  Here are all the steps along the way where you 
can work on creating a memorable experience along with some ideas you can implement 
easily with very little cost.

First phone call to your office
Answer the phone & be prepared to take care of what they need right away.
Have capacity on your schedule to see them soon – if not same day – when it’s 
convenient for the patient.

ease or difficulty finding your location 
Send your address in your confirmation call, text or email. If you know your office is 
hard to find offer popular landmarks, cross streets, etc. Make sure the directions that 
come up on MapQuest are correct and easy to navigate. This is how a lot of people 
locate your office.  

sign for your office
Have a sign that is visible and easy-to-read from the street. Make sure your sign 
attractive, vibrant and modern looking, not dated and faded.

Parking lot
Make sure your parking lot is easy to access and in good condition, cleaned daily. 
Reserve up front parking spots for new patients.

office complex 
If your office is in a shared building, make sure the common areas, especially 
bathrooms, are cleaned daily and also appeal to the five senses as if they were part of 
your office.

Front door
Clean it regularly. Be sure there are not fingerprints if it’s glass. If it’s painted be sure it’s 
fresh and not chipping or worn around the handle. Nothing conveys importance more 
than a red carpet. Have a nice, classy looking red carpet/rug made to go inside your 
front door. 
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reception Desk
Your staff should NEVER sit behind a closed glass window or be obstructed by 
something that ‘divides’ them from the patient. If you have a glass separation, take 
it down immediately! Your reception desk should be nice and tidy, without clutter 
everywhere.  Keep a fresh bouquet of flowers at the desk and ALWAYS greet the 
patients the second they walk up. Never leave them standing to wait. If your front desk 
staff plays multiple roles, such as answering the phone, they should have a rule that 
there must be at least one person at the front desk free to greet patients no matter 
what. If you really want to set yourself apart from the competition have a “greeter” or 
“concierge” dedicated to working in the waiting room (not behind the desk) to greet 
patients, give new patient tours, take care of patient’s needs while they’re waiting, etc. 
This person can be paid a reasonable salary and incentivized on increasing referrals.

waiting room  
First and foremost make sure it’s ALWAYS clean and tidy. Don’t leave old magazines 
out, they should be very current and offer a wide variety of things for patients to read.  
TV’s, computers with internet, free wi-fi, video games for kids, treat box for kids are all 
great bonuses to offer.  A refreshment bar with chilled bottle water, coffee, sodas are a 
nice touch. If you really want to make an impression offer light healthy snacks or keep 
fresh baked cookies out throughout the day.

restroom
Many people judge the cleanliness of a place by their restroom. Make sure it’s always 
clean, smells fresh, is stocked with toilet tissue, facial tissue, hand soap, hand lotion, 
etc. Think if anything a man or woman might need in a restroom and you should 
provide that in a nice, tasteful way. 

treatment room
It seems like the obvious but make sure they are clean and tidy, things put away in an 
organized manner. Offer as many comfort options as possible: headphones, TVs on the 
ceiling, blankets, etc. 
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staff & Doctor 
Staff should be in color-coordinated uniforms that fit correctly – not too loose, not 
too tight.  Doctor should be dress pants and dress shirt with a white lab coat. It is very 
important that the doctor looks different from the team.  Wearing the dress clothes 
and white lab coats conveys confidence. Everyone should be well-groomed, no facial 
hair or distracting things showing.  Cover tattoos and body piercings.  Always be 
smiling and make eye contact.  Call the patient by name as much as possible.

The bottom line is there should be a large level of focus on patient referrals. If done correctly, 
it could be your largest source of new patients and it’s always less expensive than advertising 
to get new patients. 

List how each of the senses are activated in your office to create a memorable 
experience: Sight, Sound, Smell, taSte, touch

eXerCise

_____________________________
_____________________________
_____________________________

_____________________________
_____________________________
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Convenient FinanCiaL arranGeMents

Remember these words – Fast, Flexible and Without Fear.  Make the financial part of the visit 
quick and easy for your patients. In other words, don’t avoid it, but don’t make it obvious, 
awkward or a barrier.  If handled incorrectly it could end up being the most memorable 
part of the visit…for all the wrong reasons.  And keep in mind, the 
more time you give people to make a decision that involves money, 
the less likely they will be to commit.  People don’t buy because 
they need something, they buy because they want something.  
If you’re able to give them what they want when they 
want it, they’ll be more likely to pay for it than if 
they have to wait for it.  So speed is extremely 
important.  Do it right.

For example, if you got a patient in the chair and 
they need to have something done. Someone 
should walk in, sit down beside the patient, present 
the financial options, close the deal and then leave 
the room. 

It’s wise to offer payment plans and/or patient financing.  If you do, be equipped to pull an 
application up on a screen in front of the patient, have as many fields as possible filled in.  Fill 
in the rest in front of them and close the deal.  Understand that if you help make it easy for 
the patient, they’ll be more likely to accept the treatment you’re presenting. 

How long does it take someone to present financial arrangements to a patient in 
your office? Rate how efficient is your treatment presentation process on a scale of 
1-5 (1 being very efficient, 5 being very inefficient)

eXerCise

4

_________________________



WIN PATIENTS FOR lIFE © 2013 Jay Geier’s Scheduling Institute. All rights reserved.    //   9

Fast serviCe

On average, do your patients get in the chair at the time of their appointment? You should 
track this and have intentional focus among your team on getting patients in the chair on 
time. I have a client that does this very well.  Their standard is to get the patient in the chair 
within three to four minutes of their appointment time.  They talk about it each morning 
with staff – both how they did the day before and how they plan to do that day. 

What percentage of your patients each day get in the chair on time? 

eXerCise

5

_________________________
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Be known For BeinG Generous in your CoMMunity

There should be an evident level of generosity in your practice. That means say yes to as 
many patients as you can who ask for donations (of course as long as they are reasonable 
and a worthy cause). So if a patient comes in and says, “Will you sponsor my son’s little 
league team?” the answer is YES! If a patient’s daughter comes in selling Girl Scout cookies, 
buy a case.  The key here is to do more than is expected. Don’t just donate $10 or buy one 
box of cookies.  Think about how much you can do to WOW the patient.  Do at least one day 
of free orthodontic care each year for the needy in your local area. 

Being generous is not just about money. You can be generous with your time too. Offer 
your time to do talks at local schools teaching children about dental health.  Go to large 
corporations in your area to educate them and offer services at special rates.

How many charitable causes have you contributed to for your patients in the last 
90 days?

List 3 things ways you will contribute your time in the next 90 days. (This doesn’t 
have to just be YOUR time, this could be your staff’s time as well)

eXerCise
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_________________________

_____________________________
_____________________________

_____________________________
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ConstantLy iMProve thinGs that aFFeCt your Patients

Whether it’s physical improvements to your office that relate to the five senses, changes to 
the people on your team who your patients interact with, or processes that your patients 
have to follow, you should always be evaluating all the things your patients come in contact 
with and constantly making improvements.

If your carpet is old and stained, replace it don’t just clean it.  If there’s peeling, tattered 
wallpaper in your office, paint or replace it don’t just repair it.  If the ceiling tiles are dirty 
when your patients are in the chair and look up replace them.  If the fabric on the chairs in 
your waiting room is dirty and the wood is chipping get new chairs.  

If the new patient paperwork you require has been photocopied so many times it’s hard 
to read or you’re using multiple forms that ask repetitive questions, get professional forms 
designed and printed and figure out how to consolidate the information you ask for.

If you, your staff or your patients are constantly having bad interactions with one team 
member require he/she change quickly or find someone to replace him/her. You can’t risk 
losing patients for the sake of keeping one bad staff member happy.   

List 5 improvements you could make in the next 30 days that will positively affect 
your patient’s experience?

eXerCise
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_____________________________
_____________________________
_____________________________

_____________________________
_____________________________
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Be a teaCher

As the owner of your practice you are also, by default, a leader and you have influence over 
people whether you want to or not.  You should be teaching all the time. Not just doing the 
procedure, but teaching. Teaching the patients. Teaching the staff. Trying to figure out how 
to take everything that you’re doing and actually teach someone something they don’t 
already know. 

If you think about training and the idea of teaching, you have teachable moments all 
throughout the day.  And sometimes you could just pull someone in who would benefit 
from what you’re doing and let them watch you and learn.  This doesn’t always mean just 
clinical teaching. Sometimes you’re instructing them on a particular procedure. Sometimes 
you’re instructing them on life.

8
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have a ConFirMation systeM

Let’s face it, in today’s society people have a lot going on.  People’s calendars are full and 
everyone’s doing everything they can to maximize their time.  We’re constantly ‘connected’, 
we never shut off with smart phones, wireless internet anywhere you got, etc.  You can’t 
assume if a patient makes an appointment today they’ll remember it six months from now. 
Make it easy for your patients. Send them reminders in the method of their preference.  If 
they like text messages send them texts, not emails. If they like a phone call, call don’t text 
them. But whatever you do remind them and do it one more time than you think they need.

Do you currently ask each patient his/her preferred method of communication 
regarding appointment reminders?

eXerCise

9

_____________________________
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aLways have CaPaCity

This is a tricky one.  Most doctors and their staff think it’s good NOT to have openings on the 
schedule. When really it’s a terrible thing because if you have no room on your schedule that 
means you can’t always put the patient’s needs first.  

Let’s say a patient comes in today to get her teeth cleaned and it turns out she needs a 
crown, but you have no room on your schedule.  Can you do the crown to get her what 
she needs while she’s already there? The answer is probably no. So you say, “Hey, why don’t 
you come back next Thursday?” A lot of things can happen before Thursday to interfere 
with that patient actually coming back. She starts worrying about price and sacrifices her 
health.  Something else comes up on her schedule. She decides to go shop around to get a 
better price. 

The key to having open capacity is having a strategy to fill it up.  This is where being able to 
offer an appointment the same day a patient calls is important. And where knowing how 
to offer same day procedures when a patient’s already in the chair is important.  It’s why 
knowing how to offer convenient financial arrangements is key.  

you need open appointments. that’s the bottom line. 

How many open appointments do you have on your schedule for the next 5 
business days as of today?

eXerCise
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_____________________________
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 aBout Jay Geier’s sCheDuLinG institute

Over the past 25 years, Jay Geier and the Scheduling Institute have been teaching a New 
Patient generating strategy that has led to the success and growth of thousands of doctors 
around the world.  The Scheduling Institute has a 
proven method for success in your practice and it lies 
in setting a tone of excellence for patients starting 
with their first call into the office.

The Scheduling Institute has a team of more than 125 people committed to serving their 
clients. Nearly 30 of those are Certified Training Specialist that visit offices all over the 
country and abroad, providing a full day of in office, done-for- you, training for doctors and 
their staff.  The New Patient Experience training day will give you and your team a detailed 
blueprint on how to make the patient your first priority by surprising and delighting them so 
they will stay, pay and refer! 

+1 (877) 475 0959
info@schedulinginstitute.com

World Headquarters
4125 Old Milton Parkway 
Alpharetta GA 30005

“I didn’t invent the phone I 
just take it more seriously than 
anybody else”  - JAY GEIER


