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Excellence is to
do a common
thing in an
uncommon
way.

BOOKER T. WASHINGTON

DEAR TEAM MEMBERS,

Welcome to the Best Dental Reception Team Guide. This
comprehensive resource has been carefully designed to support
you in your crucial role as the first point of contact for our patients.
Your interactions set the tone for the patient experience, fostering
a welcoming environment that reflects the core values and high
standards of our practice.

Purpose of This Guide:

Our aim is to empower you with the knowledge, skills, and
confidence to handle patient interactions with professionalism,
empathy, and efficiency. Whether you are greeting a new patient,
addressing concerns, scheduling appointments, or providing
follow-up, this guide offers detailed insights and practical advice to
enhance your communication and service.
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WHAT YOU WILL
FIND IN THIS
GUIDE:

» Greeting and Introduction: Creating a positive first impression through warm, professional
greetings.

» Listening and Understanding Needs: Mastering the art of active listening and empathy to
accurately assess and respond to patient needs.

» Providing Information and Advice: Delivering clear, helpful information and guidance to
inform and reassure callers.

» Scheduling Appointments: Streamlining the appointment process to accommodate
patient needs while optimising practice schedules.

+ Handling Questions or Concerns: Addressing inquiries and alleviating anxieties with
informed, compassionate responses.

» Closing the Call: Concluding interactions on a positive note, reinforcing patient trust and
satisfaction.

« Documentation: Ensuring thorough, accurate recording of call details for continuity of care
and communication.

o Follow-Up: Engaging in proactive follow-up to demonstrate our commitment to patient
care.

» Identifying When a Lead is Considered 'Dead": Recognising and managing leads that are

unlikely to convert to ensure focus on viable prospects.
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YOUR ROLE IS VITAL:

As members of the Best Dental reception team, you play a vital role in our mission to
provide exceptional dental care. Your interactions not only help shape our patients'
perceptions but also contribute to their overall experience and satisfaction. We are
confident that this guide will be a valuable tool in your daily work, helping you to excel in
your role and make a meaningful impact on our patients' lives.

Thank you for your dedication and commitment to excellence. Together, we will
continue to build on our reputation as a trusted, caring, and professional dental practice.

Welcome aboard, and here's to our continued success!
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SECTION 1: GREETING AND INTRODUCTION

Objective: The initial interaction sets the tone for the entire call. It is crucial to make a positive
first impression that conveys professionalism and warmth.
Key Points:

1.Prompt Response:
o Aim to answer every call within three rings to show the caller that our practice values
their time and is eager to assist.
o If allteam members are occupied, consider implementing a friendly and professional
automated greeting that assures the caller they will be attended to shortly.
2.Warm and Professional Tone:
o Use atone that is friendly, welcoming, and compassionate. Remember, the way you
speak conveys as much information as the words you use.
o Be conscious of your voice modulation. Aim for a calm, reassuring, and attentive tone
that makes the caller feel at ease and valued.
3.Clear Introduction:
o Clearly state the name of the practice to affirm that the caller has reached the right
place.
o Introduce yourself by name. This personalises the conversation and creates a more
human connection.
o Ask how you can assist. This opens the conversation and invites the caller to share their
needs or concerns.

Scripts and Examples:
o Example Morning Greeting: "Good morning, thank you for calling Best Dental, this is Jessica,
how can | assist you today?"
o Example Afternoon Greeting: "Good afternoon, you've reached Best Dental, this is Michael
speaking, how may | help you today?"

Tips:
» Always speak clearly and at a moderate pace to ensure the caller understands you easily.
e Be prepared to adapt your tone and approach based on the caller's demeanour. If they
sound rushed or anxious, strive to be especially concise and reassuring.
o Practice active listening, indicating through verbal affirmations that you are engaged and
attentive to the caller's needs.

End Goal:

By the end of the introduction, the caller should feel welcomed, heard, and confident that they
have contacted a professional and caring dental practice. This positive first impression is vital in
building trust and rapport with potential patients.
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SECTION 2: LISTENING AND UNDERSTANDING NEEDS

Objective: Effectively understanding the caller's needs is crucial for providing appropriate
assistance and building a relationship of trust. Active listening and empathy are key
components in accurately identifying and addressing the caller's concerns.

Key Points:

1.Active Listening:

o Focus intently on what the caller is saying without preparing your response while they
are still speaking.

o Avoid any distractions that might detract from your ability to listen attentively.

o Use verbal nods such as "l see," "Understood," or "Go on" to encourage the caller to
provide complete information.

2.Empathy and Reassurance:

o Acknowledge the caller's feelings, especially if they express anxiety or concern. For
example, you could say, "l understand that this can be stressful..."

o Offer reassurance when appropriate, e.g., "You've called the right place; we're here to
help you with this."

o Remember that for many people, calling a dental office can be anxiety-inducing. Your
empathy can ease their discomfort.

3.Clarification and Confirmation:

o If any part of the caller's explanation is unclear, politely ask for clarification to ensure you
fully understand their needs.

o Repeat back the key points of what the caller has said to confirm your understanding.
For instance, "If | understand correctly, you're looking for an appointment for a check-
up, is that right?"

o Confirming details not only ensures accuracy but also demonstrates to the caller that
you are engaged and concerned about their needs.

Scripts and Examples:
o Empathy Response: "l can hear that this is causing you concern. Let's see how we can best
address this for you."
« Clarification Request: "Just to make sure | have all the information | need, could you please
tell me a bit more about...?"

Tips:
» Always maintain a calm and composed demeanour, even if the caller is upset or agitated.
o Be patient, allowing the caller to finish their thoughts without rushing them.
o Use reflective listening to demonstrate that you have heard and understood the caller's
concerns.

End Goal:

The caller should feel heard and understood, establishing a foundation of trust and rapport.
Accurate understanding of the caller's needs allows for more effective and tailored assistance,
increasing the likelihood of a satisfactory outcome for both the caller and the practice.
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SECTION 3: PROVIDING INFORMATION AND ADVICE

Objective: Equip the caller with the necessary information regarding the dental practice's
services, hours, location, and any ongoing promotions. Ensure clarity and accuracy to help the
caller make informed decisions and understand the value of in-person consultations for specific
dental needs.

Key Points:
1.Comprehensive Knowledge:

o Be familiar with all the services your practice offers, including general dentistry,
cosmetic procedures, emergency services, and any specialised care.

o Know the practice's hours of operation, location details, and directions to assist first-time
visitors.

o Stay updated on any current promotions or special offers and understand the terms and
conditions of each to communicate these opportunities effectively.

2.Clear and Tailored Communication:

o Provide information that is directly relevant to the caller's inquiry to avoid overwhelming
them with unnecessary details.

o Use layman's terms to explain dental services or procedures, avoiding medical jargon
that may confuse the caller.

o When providing information, check for understanding by asking if the caller has any
questions about what has been shared.

3.Guidance on Dental Advice:

o If the caller requests specific dental advice, provide general guidelines or information
while emphasising the necessity of an in-person consultation for a comprehensive
evaluation and accurate diagnosis.

o Make it clear that while you can provide basic information, personalised and effective
treatment can only be determined by the dentist during a scheduled visit.

o Encourage the caller to book an appointment for a detailed examination and
personalised consultation.

Scripts and Examples:

» Informing about Services: "We offer a wide range of dental services, including preventive
care, restorative treatments, and cosmetic dentistry. Could you please tell me more about
what you're looking for so | can provide you with the best information?"

o Discussing Promotions: "We currently have a special promotion where new patients receive
a complimentary dental health assessment. Would you be interested in learning more about
this offer?"

e Providing General Advice: "While | can provide some basic information regarding your
concern, it would be best for our dentist to assess your situation in person to give you the
most accurate and effective treatment advice."

Tips:
o Always ensure that your tone remains professional, informative, and friendly.
» Be an active listener, even when you are the one providing information, to gauge the caller's
response and understanding.
» Encourage the caller to note down any critical information, such as appointment times, our
location, or instructions for their visit.

End Goal:

By the end of the interaction, the caller should feel informed and confident about the practice's
ability to meet their dental needs. They should be aware of the services offered, understand the
value of in-person consultations, and feel encouraged to proceed with booking an appointment
or visiting the practice for their dental care.
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SECTION 4: SCHEDULING APPOINTMENTS

Obijective: Efficient and patient-friendly scheduling is a key aspect of service that significantly
impacts patient satisfaction. This section is designed to guide your team through the process of
booking appointments in a way that is convenient for the patient and efficient for the practice.

Key Points:
1.Clarity in the Booking Process:
o Outline the steps of making an appointment, ensuring the caller understands each
phase.
o Explain any necessary information you need from them, such as personal details,
insurance information, or the reason for their visit.
2.0Offering Choices:
o Present multiple date and time options, demonstrating your willingness to
accommodate the patient's schedule.
o Be aware of the practice's schedule and suggest alternatives if the preferred time is
unavailable.
3.Preparation for the Visit:
o Inform the patient about what they should expect during their first visit to reduce any
anxiety and make the experience as smooth as possible.
o Detail any specific documents or information they need to bring, such as identification,
insurance cards, or medical history forms.
o Advise on arrival time, especially if they need to complete any paperwork or if there are
any pre-appointment procedures.

Scripts and Examples:
o Booking Explanation: "To book your appointment, I'll need some information from you. First,
let's find a date and time that work best for you."
e First Visit Guidance: "On your first visit, we'll have some brief paperwork for you to fill out, so
it would be great if you could arrive about 15 minutes early. Please bring your insurance
card and any relevant medical history."

Tips:
e Always maintain a positive and helpful tone, even if the scheduling process becomes
complex.
o Use a patient management system efficiently to avoid double bookings or scheduling
errors.
o Confirm all details with the patient at the end of the call, including the date and time of the
appointment and any preparation instructions.

End Goal:

The patient should end the call with a clear understanding of when their appointment is
scheduled, what they need to bring, and what they should expect, ensuring a seamless and
positive experience when they visit the practice.
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SECTION 5: HANDLING QUESTIONS OR
CONCERNS

Objective: Addressing the caller's questions and concerns with clear, reassuring responses is
crucial for building trust and confidence in your dental practice. This section of the guide aims
to equip the reception team with the necessary skills to handle various inquiries effectively and
empathetically.

Key Points:
1.Comprehensive Understanding:

o Ensure that all reception team members have a broad understanding of common dental
procedures, insurance policies, payment options, and how to handle general anxieties
related to dental visits.

o Develop a resource manual or FAQ section that team members can quickly reference to
provide accurate and consistent answers.

2.Clear and Patient Communication:

o Address each question or concern patiently and thoroughly, avoiding jargon or overly
technical language that might confuse the caller.

o If a question falls outside your scope of knowledge, it's okay to admit it. Assure the caller
that you will find the information and get back to them or direct them to someone who
can help.

3.Reassuring Responses:

o Understand common dental anxieties and have prepared responses that offer comfort
and reassurance.

o When addressing fears about pain or procedures, empathise with the caller's feelings
and highlight the practice's commitment to patient comfort and care.

[ ]

Scripts and Examples:

e Responding to Procedure Questions: "That's a great question. Our [specific procedure] is
performed with your comfort in mind. We use [brief explanation], and many patients are
surprised at how smooth and pain-free the experience is."

o Addressing Insurance Concerns: "l can help you understand how your insurance works with
our services. Could you tell me who your provider is? We'll see how we can maximise your
benefits here."

Tips:
» Always maintain a calm and reassuring tone, especially when addressing anxieties or
complex questions.
» Encourage callers to ask questions, demonstrating that your practice values open
communication and patient education.
e Keep up-to-date with the latest dental practices and insurance policies to provide the most
current and relevant information.

End Goal:

The caller should feel that their questions and concerns have been addressed thoroughly and
empathetically, enhancing their confidence in choosing your practice. By providing clear and
reassuring responses, you contribute to a positive image of the practice and help establish a
foundation of trust with potential patients.
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SECTION 6: CLOSING THE CALL

Objective: The closure of the call is as crucial as the opening. It solidifies the positive
experience the caller has had during the interaction and confirms all necessary information has
been conveyed and understood, ensuring clarity and leaving the caller with a lasting positive
impression of Best Dental.

Key Points:
1.Summarisation:

o Briefly recap the main points of the conversation, particularly any actions to be taken or
follow-ups required. This might include appointment dates and times, specific requests
or needs mentioned, and any other commitments made during the call.

o Ensure the caller is clear about the next steps, whether it's an upcoming appointment, a
follow-up call, or any other action agreed upon.

2.Expression of Gratitude:

o Express sincere thanks to the caller for reaching out to Best Dental, reinforcing the value
you place on every patient and potential patient.

o Asimple thank you can go a long way in building rapport and encouraging loyalty.

3.0Opportunity for Final Questions:

o Invite the caller to ask any further questions, showing that you are thorough and
attentive to their needs.

o This step ensures that the caller leaves the conversation without any lingering doubts or
confusion.

4. Friendly Closing Statement:

o Endthe call on a warm and positive note, reinforcing the caller's decision to engage
with your practice.

o Afriendly closing remark can enhance the caller's overall experience and contribute to
their perception of your practice as welcoming and professional.

Scripts and Examples:

e Closing Summary: "Just to recap, we have scheduled your appointment for [date] at [time].
Please bring your [any necessary documents or items] with you. Is there anything else you
would like to know or confirm?"

o Expressing Gratitude: "Thank you for choosing Best Dental. We truly value your trust and
look forward to serving your dental needs."

» Final Question Opportunity: "Before we end the call, do you have any other questions or is
there anything else | can assist you with today?"

e Closing Statement: "We look forward to seeing you on [date]. Have a wonderful day!"

Tips:
» Ensure the tone of your voice remains warm and friendly throughout the closing.
» Be genuine in your expressions of thanks and interest in the caller's well-being.
o Confirm that the caller knows how to reach the practice should they have any questions
before their appointment or need further assistance.

End Goal:

By the end of the call, the caller should feel well-informed, appreciated, and confident in their
interactions with your practice. A strong, positive closing reinforces the professional and caring
image of Best Dental, encouraging patient engagement and loyalty.
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SECTION 7: DOCUMENTATION

Objective: Accurate and prompt documentation of each call is vital for maintaining a high
standard of patient care and communication within the practice. This section ensures that all
relevant information from phone interactions is recorded systematically, supporting effective
follow-up and personalised patient service.

Key Points:
1.Immediate Recording:

o Document the details of the call as soon as it concludes to ensure accuracy and
completeness. Utilise the practice's designated system or software for call
documentation.

o Key details to record include the caller's name, contact information, the reason for their
call, any specific advice given, and details of any scheduled appointments.

2.Capture Specific Requests or Needs:

o Note any unique or specific requests the caller has made, such as a preference for a
particular dentist, special assistance required, time constraints, or concerns they have
mentioned.

o Document any commitments or promises made during the call to ensure they are
honoured and followed up on appropriately.

3.Ensure Clarity and Completeness:

o Use clear, concise language in your documentation to ensure that any team member
reviewing the notes can understand and act on the information without needing further
clarification.

o Check that all necessary fields in the documentation system are filled out, ensuring that
no critical information is omitted.

Guidelines for Effective Documentation:
» Use bullet points or structured formats to make the information easy to scan and

understand.
e Be objective and factual in your notes, avoiding subjective language or personal opinions.
 Include relevant details that would be important for future reference or follow-up, ensuring

continuity of care and service.

End Goal:

Effective documentation ensures that all relevant information from phone interactions is
captured and accessible, facilitating seamless communication and coordination within the
dental team. This supports the provision of personalised, consistent care and enhances the
overall patient experience at Best Dental.
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SECTION 8: FOLLOW-UP

Objective: Timely and thoughtful follow-up actions demonstrate the practice's commitment to
patient care and can significantly enhance patient satisfaction and loyalty. This section guides
the reception team on how to effectively manage follow-up communications, ensuring that
patients feel valued and supported.

Key Points:
1.ldentifying the Need for Follow-Up:

o Assess the need for a follow-up call based on the nature of the initial interaction. New
patients, those expressing significant concerns or anxiety, or patients who have
undergone complex procedures may particularly benefit from follow-up.

o Document and schedule any follow-up actions required at the end of each call to
ensure no patient is overlooked.

2.Scheduling Follow-Up Calls:

o Use the practice's system to schedule reminder or follow-up calls, aligning them with
the patient's preferred times for contact when possible.

o For new patients, a follow-up call after their first visit can help address any questions
they may have and gather feedback on their experience.

3.Conducting Follow-Up Calls:

o During the follow-up call, inquire about the patient's well-being, satisfaction with their
visit or procedure, and address any new or lingering questions or concerns they may
have.

o Use the opportunity to reinforce any important post-visit instructions or
recommendations provided by the dentist.

4.Documenting Follow-Up Actions:

o Record the details of the follow-up interaction, including any additional information
provided or actions agreed upon.

o Ensure that any new concerns raised during the follow-up are addressed promptly or
escalated appropriately.

Guidelines for Effective Follow-Up:
o Be proactive in offering follow-up calls, especially when they can provide added value or
reassurance to the patient.
» Maintain a respectful and considerate tone, recognising that the follow-up call is an
extension of the care and service provided by the practice.
o Use follow-up interactions as an opportunity to strengthen the patient-practice relationship,
demonstrating that Best Dental is attentive and responsive to patient needs.

End Goal:

Follow-up actions should reinforce the patient's confidence in the practice, addressing any
outstanding issues while demonstrating commitment to their overall satisfaction and well-
being. Effective follow-up enhances the patient experience, encourages continued
engagement, and supports the practice's reputation for exceptional care.
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SECTION 9: IDENTIFYING WHEN A LEAD IS
CONSIDERED 'DEAD'

Objective: It is crucial to recognise when a potential patient, or lead, is no longer likely to
convert into an active patient. This section outlines the indicators that a lead should be
considered 'dead' and the appropriate steps to take in such cases, ensuring the reception team
can focus their efforts on viable opportunities while maintaining a professional and respectful
approach.

Key Points:
1.Understanding Lead Lifecycle:

o Recognise the stages of interaction with a potential patient, from initial contact through
follow-ups. Understanding this lifecycle helps in identifying when a lead is not
progressing.

o Regularly review and assess the status of each lead, noting any lack of engagement or
responsiveness over a defined period.

2.Indicators of a'Dead' Lead:

o Multiple unanswered follow-up calls or messages, typically over a course of several
weeks or a defined number of attempts, without any response or engagement from the
lead.

o Explicit communication from the lead indicating they are no longer interested in
services or have chosen another provider.

o Consistent lack of availability or interest in scheduling an appointment without a valid or
understandable reason.

3.Documentation and Closure:

o Properly document the reasons for considering a lead 'dead' and the steps taken
leading to this conclusion.

o Store this information in a way that it can be reviewed or revisited, especially if the lead
re-engages in the future.

4.Professional and Respectful Disengagement:

o Even when disengaging with a lead, maintain professionalism and respect. Ensure any
final communication is courteous, leaving the door open for future interaction should
the lead's situation change.

o Learnfrom each 'dead'lead scenario to refine and improve future engagement
strategies and lead management processes.

Guidelines for Managing 'Dead' Leads:
» Regularly update and clean the lead database to reflect current statuses, ensuring focus
and resources are allocated efficiently.
o Consider periodic re-engagement strategies for 'dead' leads, where appropriate, to
ascertain if their situation or interest has changed.
» Use insights gained from 'dead' leads to enhance lead qualification processes, aiming to
better identify and nurture viable prospects.

End Goal:
Effectively identifying and managing 'dead' leads helps maintain a focused and productive
approach to patient acquisition. It ensures that the reception team can dedicate their efforts to

engaging with individuals who are more likely to become active, satisfied patients, thereby
optimising the practice's resources and enhancing overall success.
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CONCLUSION/SUMMARY PAGE

Best Dental Reception Team Guide: Enhancing Patient Interactions

As the frontline ambassadors of Best Dental, our reception team plays a pivotal role in shaping
the patient experience. This guide provides comprehensive insights and practical steps to
ensure every phone interaction reflects the high standards of care and service that our practice
stands for. By adhering to the guidelines outlined in each section, our team can build strong,
trusting relationships with patients, fostering a welcoming and supportive environment that
stands out in the healthcare field.

Key Takeaways:

1. Greeting and Introduction: Set a positive tone from the outset with a warm, professional
greeting, establishing a connection that puts callers at ease.

2. Listening and Understanding Needs: Demonstrate active listening and empathy,
ensuring callers feel heard and their concerns are understood and valued.

3. Providing Information and Advice: Offer clear, accurate information, and appropriate
advice, reinforcing our practice's expertise and commitment to patient education.

4. Scheduling Appointments: Manage appointments efficiently and informatively, providing
callers with all the necessary details to prepare for their visit.

5. Handling Questions or Concerns: Address queries with confidence and compassion,
showing our dedication to patient care and support.

6. Closing the Call: End each interaction on a positive note, confirming key details and
expressing appreciation for the caller's trust in our practice.

7. Documentation: Ensure meticulous record-keeping for each call, facilitating effective
follow-up and continuity of care.

8. Follow-Up: Proactively engage in follow-up communications, demonstrating our ongoing
commitment to patient satisfaction and care.

By embodying these principles in every interaction, our reception team not only enhances
individual patient experiences but also contributes to the overall reputation and success of Best
Dental. Let's continue to work together, upholding these standards of excellence and
demonstrating our unwavering commitment to the health and happiness of our patients.

Thank You!
Your dedication, professionalism, and compassionate approach are integral to the positive

impact we have on our patients' lives. Thank you for your commitment to excellence and for
being an essential part of the team. Together, we make a difference.
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