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 Checklist

ACTIVE LISTENING 
Speak-Listen-Pause-Answer

You Said / I Heard

I  MPRESSION
FIRST AND LAST IMPRESSIONS

R  ELATIONSHIPS

O  PPORTUNITIES

PEOPLE-CENTRICITY BUIDS RELATIONSHIPS

WHERE ARE THE OPPORTUNITIES FOR IMPROVING ?

N  EEDS
FOCUS ON PATIENT WANTS FIRST, THEN NEEDS

M  ANAGEMENT

A  CTION

PRACTICE BI-DIRECTIONAL LEADERSHIP

CUSTOMIZE GENERATIONAL APPRECIATION

ALWAYS GIVE A STRATEGICE CALL TO ACTION

N  URTURE
DENTAL PATIENT RETENTION

VIDEO MARKETING

GRATITUDE JAR
Express gratitude regularly to boost

wellbeing, and performance.

T
E
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M ACTIVITIE
S

T
E
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M ACTIVITIE
S

T
E
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M ACTIVITIE
S

TRAVELING TROPHY
Every Friday a team member passes

a 'trophy' to another team member

in recognition of a job well done.

OFFICE RECON



THE TRUST BLUEPRINT

YOU DID IT!
POST-OP CARD

IPAD 
REVIEW STATIONS

REVIEWS AND REFERRALS
DR./TEAM 

THANK YOU VIDEO



OFFICE RECON
Pre-surgical _________________________________________________

Parking _____________________________________________________

Reception ___________________________________________________

Operatories _________________________________________________

Radiology  __________________________________________________

Consult  ____________________________________________________

Sterilization  ________________________________________________

Lab  ________________________________________________________

Recovery  ___________________________________________________

LANGUAGE IS A
BRIDGE TO TRUST

GENERATIONALTX RECOMMENDATIONS / SALUTATIONS

T - Dear Mr. Jones 

BB - Dear Steve

XYZA - Steve

T (<1946): Provider guidance preferred

BB (46-64): Thorough explanations in
person or phone. Do not rush!

X (65-77): Recommend “ideal” tx, phases /
payment options

Y (78-99): Be patient focused, provide
same-day service 

Z (2000-16): Preventive focused, money
conscious



People will go above and beyond what’s expected IF they feel appreciated!
MANAGEMENT

DENTAL PATIENT RETENTION
CUSTOMIZE
VIDEOS
PERSONALIZE TEXT

ALWAYS RESCHEDULE
WELLNESS CALLS WORK
PATIENT EXPERIENCE

CTA FOR TEAM AND PATIENTS 
Close meetings or conversations with a Call To Action. 

Follow the WHO, WHAT, WHEN pattern. 
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EFFECTIVE BLOGGING
RELATIVE TOPICS

KEYWORDS
HEADINGS AND SUB-HEADINGS

KISS

IMAGES AND LINKS
CTA

HUMOR
PERSONABLE


