
I feel that we could convert more of the 
patient enquiries that we gain – how can 
I do this?
Whether they’ve arrived at your practice 
through an ad in the Golden Pages, walked 
past the practice, saw your website or were 
recommended by friends or family, let us 
imagine a potential patient is at the front 
door. Will what they see make them likely to 
become patients? 

You need to look at the ‘new patient 
journey’ with a new pair of eyes and ask 
yourself:
•	How	will	potential	patients	be	greeted?	
•	Is	my	reception	team	friendly	and	

professional?
•	What	kind	of	ambience	does	the	practice	

have? 
•	Is	it	inviting	and	comfortable?
•	Will	patients	want	to	spend	time	at	the	

practice?
And	you	need	to	be	honest!	It	may	be	

worth inviting a ‘direct’ friend in for 
their opinion – this is vital, so don’t 
spare your ego. You can get 100 
enquiries a week but if this isn’t right, none 
of them will become patients. 

What should I expect my reception team 
to do?
A good reception team is worth its weight 
in	gold.	In	fact,	the	future	success	of	your	
business depends almost entirely upon it. 
With this in mind, you must invest in each 
team member’s training and skill set. 

There are a number of excellent trainers 
out there who will be able to assist them 
with improving their telephone skills, 
treatment coordinator training, and so on. 

If	you	do	not	make	this	investment	in	both	
time and money, don’t be surprised to see an 
unmotivated team blame everything on the 
‘economy’ and see your business suffer. 

While you don’t want your reception 
staff to work to a script, they do need 
to be dealing with patients in an agreed 
professional format. For instance:
•	A	friendly	and	personable	welcome
•	What	does	the	potential	patient	require?
•	Following	the	patient’s	enquiry,	a	

knowledgeable but brief dialogue on the 
relevant subject

•	The	booking	of	a	consultation	or	relevant	
next step.
That next step may involve following 

the	patient	up.	If	a	team	member	isn’t	
comfortable with this, you will need to work 
with them on this key area – if they don’t 
become comfortable with it, they are not cut 
out to work on your reception desk. 

I	cannot	state	strongly	enough	how	
important your reception team is to gaining 
new patients, and keeping them!

I give potential patients company 
literature about treatments – is this 
sufficient?
No. Companies produce said literature 
to	suit	their	ends,	not	yours.	If	the	patient	
goes away with the brochure and then does 
nothing until six months later, will they 
remember your practice? 

If	the	treatment	is	a	significant	
investment, what does it say about your 
practice that you don’t produce your own 
literature? 

It	is	vital	that	any	practice	literature	
reflects the high standard of dentistry that 
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you provide. A practice welcome pack is 
well worth the initial investment in design, 
writing	and	print.	It	can	convey	a	great	
deal to patients about treatments in the 
literal sense, but it also conveys something 
about the practice and how you carry out 
dentistry. Make sure that it is attractive and 
professional.

I’ve heard people talk about the kind of 
touches in a practice that can make a 
difference – what can I do?
Take a step back and consider what would 
appeal to you:
•	Hot	or	cold	beverages	–	a	really	good	cup	

of	coffee	is	hard	to	find
•	Reading	material	for	patients	–	and	make	

sure that it is up to date! No need for 
editions of the People’s Friend from 1983

•	Soothing	music	to	ensure	patients	are	
relaxed – does commercial radio really set 
the correct ambience and environment for 
your	practice?	If	not,	find	something	that	is	
more appropriate

•	Hot	towels	for	patients	to	freshen	up	after	
treatment

•	Entertainment	–	perhaps	DVD	goggles	or	
television.
That	first	impression	can	only	be	made	

once – make sure that it is the right one. iD
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