VALUE EQUALS
SUCCESS AND
PROFIT

Purchases in today's econo-
my are not made on the cost of an
item but on the value the purchas-
er/consumer places on a particu-
lar item. This fact holds true when
a consumer purchases a service.
They ask themselves, "Is the out-
come/effect of this service worth
the dollars I will be spending?”

Dentistry is an investment!
For those of us working in den-
tistry this fact is crystal clear. It is
an investment in both looking bet-
ter and feeling better. The ques-
tion then arises, "How do we con-
vey this message to the patient/
consumer?"

It is clear to me that the den-
tal office needs to spend less time
being busy with clinical proce-
dures and more time "listening” to
their patients needs. Patients have
their own agenda:

* Time

* Money/value

¢ Pain

* Prestige

Therefore, it becomes the
responsibility of the dental office
to listen, really listen, to their

patients needs. Remember, listen-

ing is not automatically hearing.

To be a good communicator, you

must be a good listener—listening

is 90% of communication. Here

are some facts to help make you a

better communicator:

¢ Make sure you understand
clearly what you wish to com-
municate.

¢ Communication takes two peo-
ple, a sender and a receiver.

* Communicate the meaning
behind the words.

¢ Don't over-verbalize.

¢ Be enthusiastic and tell the
truth.

The consumer/patient needs
support in making a decision
about their purchases. For the
dental office the conversation cre-
ated about the end-result wanted
by the patient supports the patient
in placing value on the dollars they
will be spending for dental treat-
ment. When having a conversa-
tion with the patient-about their
dental treatment:

1. Ask open-ended questions
which contain who, what,
where, when, why and how!

2. Focus on your patients' needs,
not your own.

3. As you listen, give your patients
plenty of positive feedback.

4. Learn to "connect” emotionally
with your patients, how they
feel.

5. Don't begin your case presenta-
tion until your patients have
adequately established their
needs.

Remember, patients measure
the value of your service visualizing
how it will benefit them. Their deci-
sion about whether or not to go
ahead with dental treatment is usu-
ally emotional, not logical.

Using the techniques recom-
mended in this article will in-
crease your treatment accep-
tance, resulting in a happier, more
successful practice.
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TAKE HOLD OF YOUR PRACTICE AGAIN
By Lynn Garber

You are responsible for your own destiny! The
successful dental practice not only delivers quality
treatment, but manages every part of the patient’s
needs around receiving that treatment with profes-
snonal responsibility. Maintaining a fee for service practice depends on plac-
ing value on your service. The patient must be made aware of what you are
doing for them via continuous education, communication and service.

When was the last time you took the time to look at your practice objec-
tively? Monitor the way the telephone is answered, go over your scheduling
procedures and financial arrangements, know if your recommended treat-
ment is being accepted and completed, know if your patients are staying in
your practice. Techniques for keeping your practice healthy must be con-
stantly monitored, updated and changed to meet changes in the outside envi-
ronment that affect your business, such as managed care.

The Telephone

The telephone is the patient’s first introduction to your. Not only must it
be answered in a friendly manner, but he caller must be made to feel that they
are the only thing of importance at that moment. The patient must feel that
they are being heard. You need to have a script for answering the telephone
and your telephone must be answered the same way each time it rings.

Suggested opening script, “Good morning/afternoon, Dr. 's
office, speaking. How may I help you?” this lets the caller know
where they called, whom they are speaking with and opens the door for them
to tell you why they called.

When was the last time you telephoned your office and monitored the
way your telephone is being answered? Do it!!!

Scheduling

Busy-ness versus productivity. Having a busy appointment book is not a
sign of being productive, it only means you are busy. Are you earning the dol-
lars you want to? Can you start and complete a case in a timely manner? Do
you stay on time? These are the issues that determine success and place a
value on your service.

Most practices I see do set production goals, but they are set monthly,
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TAKE HOLD
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not daily. To be more effective in
scheduling and productive in your
practice, you must set a daily pro-
duction goal and pre-block your
appointment each day that will
allow you to meet this daily goal
and complete your patients’ treat-
ment in a timely manner.

Some other tips for effective
scheduling might be:

1. Each appointment made
must have, along with the patient’s
name, the tooth number, surface
and procedure for that day’s treat-
ment.

2. Schedule by operatory, the
treatment room is often not avail-
able even if the patients’ treatment
for that day has been completed.

3. Schedule two appoint-
ments in the morning and two right

after lunch, one that needs an:

injection and one that does not.

It's time to sit down with your
staff and review your scheduling
goals and procedures.

Finances

Paying for their dental treat-
ment is always a concern to the
patient. With dwindling dental
insurance reimbursements and
more managed care, you office
must become competitive with the

retail marketplace in financing. Do
you have a variety of ways for your
patients to pay for their dental
treatment? Are you creative and
flexible in your financial arrange-
ments?

There are a variety of ways
you can offer more payment
options to your patients:

1. Offer your patients a per-
centage courtesy for payment in
full before treatment starts.

2. Credit cards.

3. Extend payments longer in
your office. Careful if you decide
on this option. You must be set up
to check on the patients’ credit rat-
ing through a credit bureau.

4. Offer twelve months’ inter-
est free financing. There are com-
panies now offering dental loans;
you can set up with them to pay
the interest for your patients, you
receive your money and the
patient makes payment directly to
them.

These are only a few areas of
your practice that need to be con-
sistently monitored (there are more
suggestions in this issue of Practice
Power from Linda and Lisa) and
changed when indicated. Take
charge, stay involved in every
aspect of your practice; this will
keep your practice healthy and on
the cutting edge.






