| Systematically Successful

Your guide to a Year that's
Off the Charts!



GOAL WORKSHEET 2010

Mission Statement/Purpose:

Vision: Focus #1:

Vision: Focus #2:

Vision: Focus #3:

Fee Increase:
New Annual Production Goal :

Monthly: Office: Dr.: Assoc/Hyg/Asst:
Daily: Office: Dr.: Assoc/Hyg/Asst:
Sedation Unit $: Sedation Goal:

Crown Unit $: Monthly Crown Goal:

Ortho Unit $: Ortho Goal:

Additional Income Center(s):

Recare: Number of Active Patients: Monthly Appt. Needed:
Average Hygiene Charge: X number of appointments needed:

Number of New Patients Wanted:

Treatment Acceptance Ratio:

Insurance Companies to Add/Subtract:

Review A/R:
Collections Goal:
Marketing Plans:

Vacation, Fun Trips or Activities:

Seminars to Attend:

N

Wish List: 1.

3. 4.




Mission Statement

Mission Statement
Short and to the point
Every group should have one
They are each different

It lets other know who you are and what
you stand for

Should motivate and inspire

They are about action — need to contain
VERBS!



Vision
What do I see? Think color. Pictures.
What do I hear?

What do I smell?

What things do I touch and how do
they feel?

Incorporate taste too!
Write 1t down!
In present tense.




What To Include?

What do you want more of?
What do you want less of?

Your office has been honored as
Pediatric Dental office of the Year, what
did they say about you?

Or visiting your office has been called,
“An experience.” Wh



Goals

Make Them Smart

Specific
Measureable
Attainable
Realistic
Target Date



2010 Production Goal

A NET number
At LEAST 5% better than the previous year

Must factor in a fee increase if you plan on having
one

Must make it so you have enough to:
Pay team
Pay bills
Pay Uncle Sam
Pay the doctor
Invest in the practice
Invest in retirement



2010 Production Goal

Annual Production Goal / 12 =
Monthly Production Goal Office
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Daily Goal

Use an average number of days worked
in the practice per month to set daily

goal.
This will be an average.

The daily goal needs to change if you
will be working fewer days — monthly
goal will not change.

The daily goal may change if you will be
working more days — monthly goal will
not change.
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Work Hard vs. Work Smart

Rate Your Practice
Excellent Good Fair Poor

# of New Patients
# of Active Patients
Production
Collection
Schedule
No Show/Cancel Rate
Stress Level




Leaders

Lead by sight
What I see

Lead by feel
What I feel

Lead by information (numbers)
What is really going on
The only truly accurate way to lead

Great leaders = Humility + Will



? Unit $

The net production from previous year
Divided by the number of units completed
Divided by twelve

Equals your ? Unit $

Current monthly goal
Divided by the ? Unit $

Equals how many of each procedure you need
each month.



Vertical Markets

Count anything you would like to do
more of

Sedation Cases
Crowns

Sealants

Ortho Cases

Sale of Toothbrushes



Recare
A Number of active patients

A Multiply by two (or number of visits per
year)

A Divided by twelve (number of months per
year)

A =Total number of patients to be seen each
month.

A Divided by number of days worked each
month

A = Total number of patients per day




Hygiene Goal

A 40-50% of total office production

A Divided by the number of days worked
each month

A Divided by the number of hygiene patients
seen each day

A Gives you the average hygiene charge.



New Patients

10% are lost each year due to normal
attrition.

2,000 active patients means 200
needed to stay even or 17 patients per
month.

To keep a practice growing — double
the number of new patients seen to 34
per month.

Or 2 per day



BENEFITS OF TEMPLATE
SCHEDULING

Reduced stress

Consistent production

Know what to expect



Types of Appointments

High Production
Sedation Cases

Large Restorative Cases
Ortho Starts/Banding

New Patients
Hygiene
Stuff (everything else)



Cluster

Group
High production
Hygiene

Place

New Patients where you can spend time
and pay attention

Emergencies where th
day



Template Scheduling

Works for:

Every practice
Every patient mix
Every insurance mix

Keeps you on time
On time for patients
Dr. and team get lunch
Out on time at the end of the day



Templates

Create Consistent Production
Create Consistent Collection

Allow the schedule to be
predictable

Allow each team member to be
more efficient.



Helpful Rules

Limit interruptions to doctor

Always focus on today, tomorrow and
the next day

Open time is unproductive. Reserved
time is reserved for only a period of
time

Keep your template as consistent as
possible



Dialog Restorative Appointments

Dr. reserves the early morning time for
longer more involved appointments.

We’ ve found this 1 s
They seem to do better in the early
morning and this makes for a better
experience for them.



Dialog New Patients

We reserve time right before lunch for
New Patient appointments. This allows
doctor to spend time with you and your
child so that all of your questions can
be answered.



Hygiene Dialog

We reserve our afternoon appointments
for hygiene. We’ve
time most frequently requested by
patients as it allows parents to bring the
child in after school. Or requested by
patients as it allows our parents to work
through the morning and then just
leave a bit early from work to bring
their child to the dentist.




No More Holes, Cancellations
_l_ or Openings

“ have Just had a
opportunity become available and
t hought 1T mmedi at el



Opportunities to Catch Up

Leave a message.

“Thi s 1 s Debbi e fro
We are concerned that you and your
family are all right. Please contact us to

|l et us know that eyv

DO NOT MENTION THE APPOINTMENT!



Emergencies

What constitutes an emergency?
On the way to the hospital/emergency

room
In an auto accident
Death

What does not constitute an emergency?
| " m I n a meeting

I forgot the children are testing this week

My nail broke and I can only get in now to
see my nail guy. (actual excuse)



Production Opportunities

Three Strikes — You Are Out Rule
Have a short notice cancellation fee

The fee must be enough to make them
reconsider

The fee is not enough, no matter how

much you charge, to make up for the
loss of production



Strike One

AAOh no, are you sure Vyo

WedOve reserved that appc¢«
for Wayne. o

e Educate. i Nor mal |l y we <charge
noti ce cancell ati on f ee
receive 24 -48 hours notice. This time and

thi s ti me onl vy, | can we

get Wayne reschedul ed. o
« Reschedule 3+ weeks in the future

 Bill out on ledger, adjust off fee, print and mail
statement.



Strike Two

“Oh no, are you sure Vyol
reserved that appoint met

Educate. “Normally we cl
cancell ation fee wh48n we
hours notice.| 6 m showing that \
wal ved that fee once betf
no choice but to charge
on a credit card so | can get Wayne

reschedul ed right away.

Charge fee and reschedule 3+ weeks in the
future

a
0




Strike Two

If parent gets angry and refuses to pay

n | under stand you ar e
t hi s. o

nl wi | | | et Dr . Mar k
Go right to strike three
nli wi | | need to talZk

| can reschedul e Wayr



Strike Three

Oh no, are you sure
We' ve reserved that ¢
for Wayne. '’

Educate. “Normally we
notice cancellation f
receive 24-48 hours notice.| 6 m s how
t hat weoOve walved t he
charged you another time. | will have

to call you back regarding
reschedul i ng this aprtg



Strike Three

Choice Number One: Dismiss

Choice Number Two: Prepay all
appointments or hold with credit card
the full amount. (If insured, they can
write you a check for their portion when
they show up.)

Choice Number Three: Same Day
Appoil nt ment. (You ¢c

you.)




Three Week Rule

*Once you' ' ve reschedul
weeks in the future you may call them to

let them know of an opportunity . . .

-“Hel |l o, this I s Debbie
and we just had an opportunity for tomorrow
become available and I thought immediately
of Wayne. Would tomorrow at 2:00 work for
you?"’

— You only get one chance to move a
patient




HOW TO ASK FOR A COMMITMENT
FROM YOUR PATIENTS

= Will you call us 24/48
hours prior to your
appointment?

=Wai t for t
ver bal "yes/@




Late Patients

“We are so gl ad t ha
We called and left a message on your
phone. We were wor:rt

‘Let me see | f we ¢
Walk away and check.

Good Rule: If the patient is late more
than 50% of appointment time —
reschedule.



What to say?

‘I'n farrness to all
we wi | | need to res
appolntment to anot

Schedule in three weeks.



{

Ok ¢



Confirmation

Phone call
Do you want to °
Do you want to °
E-Mail
Text Message



Make Appointments In Office

Everyone needs another appointment
for something

Focus on importance of scheduling the
next hygiene appointment NOW!

Getting them the most convenient time or
day (WIIFM)

Exception: Highly Transient Area



Patients Who Move or Cancel

It is allowed or even encouraged

‘1l f you have a probl
cal | me and we can ¢C

Par ent doesn’t und
interval

They have not been educated that it is six
months, not around six months

Value was not created for the
appointment

*Just a cleaning, ri



Unscheduled Patients

Cards are not the most effective way
of contacting patients

Calls are the most effective way of
contacting patients



Recare Calls

Two appointment times ready

Know a reason why child should be seen
(area of concern)

Know who the child sees

Be ready for objections

Can’t schedule right nov
June.

Can’ t affo
best way f
a mini mum.

Be confident they will schedule

|t . “1'f mor
us t o keep



Two Ways to Success

1. Patient gets appointed
2. You get permission to call back

“1f | don’t hear f
next week may | <ca
“Woul d 1t be okay
then the end of Ju

When you call back

“1 was <calli ng you



Example Recare Call

“Hel | o, Mrs. Jones,
from Dr . Mar ks of f
reviewing our records and noticed we
haven’t seen Wayne
months. Dr. is very concerned and
asked me to call and get him
scheduled. How would tomorrow at
10: 00 work for you?




How Often Can You Call?

Call i ng 1 snot t he
Leaving messages Is the problem!

You can call:
All day
Every day
Every number you have



Disgruntled Parent

Exit Interview
“May | ask why vyou h
your chil d el sewhere

Listen. If appropriate let parent know of
steps that have already been taken that
may make a difference.

Learn. Change and grow.



Top 10 Reasons

Why Parents Accept Treatment

10. They percelve you are trying to help
their child.

9. The fee Is fair.

8. They are comfortable with you.
/. They are confident in you.

6. They trust you.



Top 10 Reasons
Why Parents Accept Treatment

5. They believe you.
4. They percelve a value.
3. They percelive a difference.

2. They understand what their child needs,
what they want or what they are getting.

1. They like you!



In-op dialog for Assistants

How often does your child drink soda or
juice?

How many times a day does your child
shack?

How often does your child brush and floss?
DO you assist them?

Has your child ever complained about tooth
Dain?

Have you been told about sealants?




Insurance/Discount Plans

Have a different fee schedule for
specialists

Are sometimes willing to negotiate
You must weigh pros and cons

Best end result — when you decide to
discontinue with the insurance as a
provider, you keep the patients.



Telephone Dialog

Patient : “Do you bill / accep
Answer : Fi r st sname Naeghone nugnbet, v
referral source,” Then, *“I w

an excellent choice in calling our office. Dr. Mark believes
that all people have the right to choose the quality of care
they wish to receive. We have many patients with this
insurance company. While we are not contracted providers
for them, our patients have found that the slight increase in
out of pocket expense is more than worth the quality of care
they receive. We would be delighted to have you in our
office and want you to know we always discuss finances
before doing work so you know what your responsibility will
be and can make an i nfor med




Patient Dialog

You are very fortunate to have
insurance to help you with some of your
investment.

Most people do not have any dental
insurance to help them with some of
their investment.

We will maximize your insurance.



Financial Guidelines
Re: Insurance

Does the patient need to present their card?
Do you accept assignment of benefits?

How do you handle secondary insurance?
Who submits it?

Is the patient responsible for the balance in
full? Is insurance billed as a courtesy?

At what time does the insurance portion
become the patient portion?



Financial Arrangements and
Treatment Plans

Should be in writing
Should be conducted in the office.
(Not over the telephone)

S
S
S

nould
nould

nould

e conducted in private.
ne discussed prior to treatment.

be sighed



Who?

Financial people should talk about
money.

Caregivers = Dentists, Hygienists and
Assistants should not.



Courtesy Adjustments
(a.k.a. Discounts)

Widget Sales
Price $100.00
Cost  $ 60.00

Profit $ 40.00

Profit used to:
Pay the owner
Pay taxes
Invest in the business

Discounted Widget —
Price $90.00
Cost $60.00
Profit $30.00

A 10% discount

25% discount in profit



Statements

Cost to generate is

between $8.50 and $10.00 per statement




Accounts Receivable

Money that is owed to you for services
already rendered.

Your accounts receivable should be no
greater than 1 mont



Collection Goal

You want to collect:
98-102% of your production each month

33+% of your collection at the time of
service

Pre-pay amounts for sedation
appointments and larger treatment
appointments



Collection Monitor

If collections is not 98 -102% of production

You have a problem with OTC if OTC is less
than 33%

If collections is not 98 -102% of production,
but OTC is 33% or greater

Have statements gone out?
If collections is not 98 -102% of production,

but OTC is 33% or greater and statements
have been sent.

You have an insurance issue



Marketing

Internal External

AU A WN
o h Wb



Asking For Referrals

Referrals can and should be asked by
anyone

Should be asked and then notated
somewhere in chart or computer

Should be asked once every six months

Di al og: “ Mr s. Lee, y
such a delight. We wish all the children we
saw were so polite. If you have any friends
or family that are looking for a pediatric
dentist, please let them know we are

al ways excepting new



Moment of Power

Occurs right after the words,

“Thank you."”



Memorable Performance

Must be committed
Must be professional
Have skill
Have values
Have character
Many times undesired results
are caused by lack of focus



1st Phone Call

6 seconds to make an impression
Attitude
Tone of Voice
Word Choice

Get Name and telephone number —“ | n ¢ &
we get disconnected.”

Get referral source

Give them your marketing short

“You have made an excell
office. Dr. Mark is incredible with children. They all
| ove hi m."”



* Cycle of Customer Service

Enter here

Statement Website/Phone call

Receipt/Re-appoint
Dismissal

In Office Greeting

Office Cleanliness/

Treatment Décor

Exam/Treatment Plan Patient Forms

Doctor initial contact Assistant



Great Employees

Act like an owner
Know how to create value

Focus on the things that are important
to adding value

Care passionately about your patients
Continuously improve your skills
Come up with and test new ideas



Your Image

Includes:
Your logo
Your uniforms
Your signs
Your office décor
Your letterhead

Your statements, brochures, forms and
recare cards



Your Website

Should be consistent with the scheme
of your office.

Should be able to answer my questions.

Should allow me to call you, e-mail you
and/or schedule an appointment — and
it should all be working.

Should contain a reason for me to come
back — games to play?

Should be easily changed!



Website Pages

Home Page with Logo

Somewhere should be your philosophy
or mission statement

Photos of team, office and doctor
Map or directions to the office
Contact information

Games, Newsletter, Educational
Information or Articles



Knowledge

What was the most important thing you learned last year?
What is the most difficult thing you do?
What do you do that is easy for you?

Where do you think you should focus your attention this year to
increase your abilities?

Li st one thing you’'ve done to
member.

What do you do on a daily basis to create a better environment
for the team?

If you were owner of this practice, what 3 things would you
change?

What 1 s the most exceptional t
What is the most exceptional thing you plan to do next?



Daily Huddle

Informs team of important information
Prepares team for possible difficulties
Acknowledges team contributions

Keeps team focused on vision, mission
and goals

Motivates



Helpful Information

New Patients — any helpful information to ensure the
best first impression?

Does anyone have a health issue or special need?

Does any patient have outstanding treatment? Or are
past due for recare?

When should emergencies be seen?

Where will the schedule be tight and what can we do
to make it better?

Who will we ask a referral from?
Motivational quote or success story from day before.



Tips for Handling Change

Make sure everyone understands why
change is necessary.

Accept the change willingly yourself.

Once the decision to change has been
made, implement it immediately and
support It.

Learn to love the mistakes.

Don’t tell yourself
the change.



Innovative Practice Solutions
www.Ipsdentist.com 1-866-809-5549




