| MPRESSION

O FIRST AND LAST IMPRESSIONS

R ELATIONSHIPS

O PEOPLE-CENTRICITY BUIDS RELATIONSHIPS

O PPORTUNITIES

O WHERE ARE THE OPPORTUNITIES FOR IMPROVING ?

N EEDS

O FOCUS ON PATIENT WANTS FIRST, THEN NEEDS

M ANAGEMENT

O PRACTICE BI-DIRECTIONAL LEADERSHIP

O CUSTOMIZE GENERATIONAL APPRECIATION

A CTION

O ALWAYS GIVE A STRATEGICE CALL TO ACTION

N URTURE

O DENTAL PATIENT RETENTION

O VIDEO MARKETING

ACTIVE LISTENING
Speak-Listen-Pause-Answer
You Said / I Heard

TRAVELING TROPHY

Every Friday a team member passes

a 'trophy' to another team member

in recognition of a job well done.

GRATITUDE JAR

Express gratitude regularly to boost

wellbeing, and performance.

OFFICE RECON

ChecRlist




THE TRUST BLUEPRINT

' Patient Experience Defined: ' H (] E . A - R

THE TRUST-BUILDING

The sum of all Iﬂte ra CtIOI’]S, shaped by an FRAMEVIORK
organization's CU ItU e, thatinfluence . I\C/l)PN:'I'SHT:
patient DEICEPTIONS CCOUNTABILITY
across the CONTINUUM of care. ELIABILITY.
- The Beryl Institute - ’ .

6 Strategies Insurance
Language

e Remind

s Explain Importance Insurance Support

e Make It Easy / Coverage Aid
e Use Plain Language Aot W Policy Help/Assistance

e Emphasize Confidentiality S\g“g\u“: Statement of Charges
e Provide Incentives B Transaction Summary

® Provide Incentives Payment Arrangement

Financing Options

REVIEWS AND REFERRALS

YOU DID IT! IPAD DR./TEAM
POST-OP CARD REVIEW STATIONS THANK YOU VIDEO

Review Spotlight Wall
(Physical or Digital)

R 1/ WHAT OUR

Excited PATIENTS SAY

 about our
é OMS : SCREENSAVER SLIDESHOW
= Reviews CONSULT ROOM
& Referrals
SOCIAL MEDIA,

REVIEW OF THE WEEK



OFFICE RECON

Pre-surgical

Parking

Reception

Operatories

Radiology

Consult

Sterilization

Lab

Recovery

GENERATIONALTX RECOMMENDATIONS / SALUTATIONS

T (<1946): Provider guidance preferred

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

T - Dear Mr. Jones
: BB - Dear Steve

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

XYZA - Steve

[APGIAGE 15 A
BEIVOE TO TRWT

Simple Language.

Extraction
Gum Graft
Third Molar Extraction
Treatment Plan
Gum Disease
Bleaching
Follow Up Appointment
Confirm

Removal
Bone/Tissue Graft
Wisdom Teeth Removal
Oral Wellness Plan
Oral Inflammation
Whitening
Healing Evaluation
Remind




MANAGEMENT

Potple willy 9 o o hesgard sl exppectid TF Bhosy fecl spgporocisted

Cultural A bility Requi sy g . .
Thoughitl Pateemtons Team-Building Activity
1. Deadline = Accountability 1

Levin GFOUD]S 2. Time Management Game nght

30-year | 3. Deadline Flexibility Potluck Lunch
ongoing stud 4. Accept Comments
SO ST S pesred Results Volunteer Together

6. Encourage Questions

Team Outing

Team Talent Show
Themed Dress-Up Day
Team Playlist

REDPUCES TURNOVER
| Puzzle
B IMPROVES ENGAGEMENT
| i CE or Book Club
2 TWA NINCREASES PRODUCTIVITY)| Traveling Trophy
Gratitude Jar

Bi-Directional Leadership

Team-Building Retreat

DENTAL PATIENT RETENTION

CUSTOMIZE ALWAYS RESCHEDULE
VIDEOS WELLNESS CALLS WORK
PERSONALIZE TEXT PATIENT EXPERIENCE

CTA FOR TEAM AND PATIENTS

Close meetings or conversations with a Call To Action.
Follow the WHO, WHAT, WHEN pattern.



EFFECTIVE BLOGGING

RELATIVE TOPICS IMAGES AND LINKS

KEYWORDS CTA

HEADINGS AND SUB-HEADINGS HUMOR
KISS PERSONABLE

12 Video Marketing Ideas
NP Introduction

Office Tour

Follow up

Thank You

Referral Request

Review Request

Patient Testimonials

Referral Testimonials

‘ Product Recommendations
G Before - After

Team Spotlight
m % Trends

Let's Connect:

Lisa@CommunicateWithinfluence.org
206.465.1637

www.CommunicateWithinfluence.org

2OEALE

Lisa@CommunicateWithinfluence.org




