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4 steps to joining
NEW CLIENT

CURRENT CLIENT

Join pra
ctice process, tra

ining for all sta
ff to und

ersta
nd

, m
a

ke 
sure tea

m
 aw

a
re of A

, B, C
 steps. Key point is to m

ake sure pa
tient 

und
erstand

s tha
t they a

re not registered
 until they ha

ve had
 a

n 
exam

ina
tion. This m

ust be re-itera
ted

 w
ith ea

ch new
 pa

tient. It is 
the key issue raised

.

If a
 current client 

refers, sa
y tha

nk 
you w

ith a £25 
voucher for pp 
a

nd
 sca

le &
 

polish.

Send
 w

elcom
e em

a
il once first 

a
ppointm

ent booked
 to increase 

trust by increa
sing fam

ilia
rity, pa

tient 
know

led
ge a

nd
 com

fort.

M
eet their d

entist, w
ith link to the 

w
ebsite to increa

se flow
 through the 

w
ebsite.

For exam
ple: 
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KLWHQLQJ

A
p

p
o

intm
e

nt info
rm

a
tio

n
��,QFOXG

H�ERRN�RQOLQH�
next tim

e button / link

��,QFOXG
H�LQIRUP

DWLRQ��QRW�
prices)on both new

 a
nd

 
existing  services 
ava

ila
ble in their a

rea. 
For exa

m
ple, w

hite filllings 
QRW�P

HWD
O���3ULFLQJ�

inform
ation w

ill be links to 
the w

ebsite, w
hich w

ill 
show

 prices from
 etc.)

������VDYLQJ�Z
KHQ�\RX�

book a
n appointm

ent 
w

ith therapist d
irectly.

��3LORW�Z
KD

W�WR�G
R�EHIRUH�

the a
ppointm

ent: if 
M

onton w
a

tch pilot 
vid

eo.

All patient information
in database
Im

portant tha
t w

e have the em
ail 

d
eta

ils for every pa
tient.

PRE ATTENDANCE
IN ATTENDANCE

THANK YOU
FOR THE
REFERRAL

£25 VOUCHER

WELCOME!
This is your 
team

...

REMINDER
������DP
Tuesd

a
y 29th

A
p

p
o

intm
e

nt info
rm

a
tio

n
��,QFOXG

H�ERRN�RQOLQH�
next tim

e button / link

��,QFOXG
H�LQIRUP

D
WLRQ��QRW�

prices)on both new
 a

nd
 

existing  services a
va

ila
ble 

in their a
rea

. 
For exam

ple, w
hite filllings 

QRW�P
HWDO���3ULFLQJ�

inform
a

tion w
ill be links to 

the w
ebsite, w

hich w
ill 

show
 prices from

 etc.)

������VD
YLQJ�Z

KHQ�\RX�
book a

n a
ppointm

ent 
w

ith thera
pist d

irectly.

��3LORW�Z
KD

W�WR�G
R�EHIRUH�

the a
ppointm

ent: if 
M

onton w
a

tch pilot 
vid

eo.

Pho
ne

s fo
r a

n 
a

p
p

o
intm

e
nt 

���%RRN�D
SSW�

2) C
a

n I ta
ke 

your em
a

il 
a

d
d

ress so next 
tim

e you ca
n 

book online ?
3) Thank you for 
your em

a
il 

d
eta

ils, 

Bo
o

k O
nline

REMINDER
������D

P
7XHVG

D
\���WK

EMAIL
RECIEPT

BOOKING 
CONFIRMATION

To includ
e: 

��2
QOLQH�ERRNLQJ������

off a
ir clea

n if book 
online. Print out coupon 
to bring w

ith them
.)

��3LORW�LQWURG
XFWLRQ�

vid
eo.
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DUE DATE
REMINDER

Text to rem
ind

 
D
SSW�����KUV�

before. 

A
d

vertise online 
booking on the 
text.

Respond
 if need

 
to ca

ncel, text 
ba

ck a
nd

 process.

Form
 

a
utom

atically 
sent for 
receptionist to 
a

pprove... this is 
then 
a

utom
atically 

a
d

d
ed

 to the 
d

a
tabase

C
om

pleted
 new

 
pa

tient form
 

ha
nd

ed
 to 

receptionist. 
Reception input 
d

etails, sca
n 

form
 &

 shred
. 

C
a

n be 
received

 by 
em

a
il &

 printed
 

If received
 by 

em
a

il – d
oc is 

linked
.

D
oes patient 

w
ait w

hile this is 
d

one???
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a
terials 

��/HD
IOHWV�

��79
�RQ���

no sound
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��6HDWLQJ
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A
REA

To enable 
rela

xa
tion of the 

tea
m

 a
nd

 
pa

tients. 
Tea

m
 m

ust feel 
sa

fe but rem
ove 

the barrier w
ith 

the patients. 

:
LWK�D

Q�D
UHD

�
a

va
ila

ble for 
priva

cy if 
necessa

ry.

6RP
HWLP

HV�QXUVH��VRP
H�TXLFNHU�P

RUH�HIILFLHQW�
than others)

IM
 process need

s to be review
ed

 as I prefer to 
m

ake sure that the next appointm
ent is on the 

treatm
ent plan.

M
ay ring through if d

elayed
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Pra
ctitioner 

uniform
s are 

consistent

Instrum
ents 

placed
 

sensitively so as 
not to scare 
patients

Perhaps 
d

ow
load

 an 
A

pp?

This area w
e need

 help 
in shaping w

ith the 
+RVSLWDOLW\�WHDP

�

��,�Z
RXOG

�OLNH�WR�P
DNH�

sure patients are happy 
w

ith the service

2 D
em

onstrate that 
patients und

erstand
 the 

treatm
ent

3 Team
 have tim

e to 
talk to the patients and

 
have the resources to 
com

plete private 
conversations w

hen 
need

ed
. I.e. 

m
anagem

ent support 
for d

ifficult situations, 
utilisation of the extra 
team

 off the 
background

.

´+L�WKHUH�0
U�0

UV�������������
lots of eye conta

ct a
nd

 
tactility w

here 
a

ppropriate.

C
oa

ts hung w
hile 

excha
nging 

plea
sa

ntries, 
d

em
onstra

ting a
 

pa
tient focus.

a
s appropria

te

2
EVHUYH�DQG

�P
LUURU�SRVLWLYH�ERG

\�ODQJXDJH��UHDVVXUH�DQG
�UHOD[�WKH�

patient, ensure they und
erstand

 w
hat is going to happen and

 ask if they 
KDYH�DQ\�TXHVWLRQV�DQG

�G
HP

RQVWUDWH�XQG
HUVWDQG

LQJ�RI�WKH�SDWLHQW·V�
need

s and
 concearns and

 m
ake notes for treatm

ent plan.

Process to d
eal w

ith 
asking clients to 
com

plete a 
feed

back survey of 
their experience

��+RVSLWDLOW\�WHDP
�

guarantee that the 
patient und

erstand
s 

the appointm
ent

��'
HDO�Z

LWK�G
LIILFXOW�

situation

��0
HWKRG

�WR�KLJKOLJKW�
that patient d

id
 not 

und
erstand

 
treatm

ent, is it a 
specific d

entist / 
surgery team

?

´:
RXOG

�\RX�OLNH�DQ\�
further inform

ation
about your 

treatm
ent?”

DENTIST
IN TWO
DAYS
������DP
Tuesd

a
y 29th

Includ
e online 

booking a
d

d
ress

1 Month
past your 
due date
%2

2
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2
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2
.�1

2
:

Text to rem
ind
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A
d

vertise online 
booking on the 
text.

Respond
 if need

 to 
ca

ncel, text ba
ck 

a
nd

 process.

a
ppointm

ent
/exam

ina
tion

���0
LQXWH�UXOH��

D
entist d

iscretion

3,/2
7���OLIHVW\OH�

form
 every visit. if 

know
n m

ay take 
a

fter treatm
ent

���0LQXWH�UXOH

Dentist discretion

DENTIST
IN TWO
DAYS
������DP
Tuesd

a
y 29th

BOOKED
10

th

BOOK
FOLLOW ON 
APPOINTMENT

BOOKED
10

th

BOOKED
10

th

BOOKING 
CONFIRMATION

THANK YOU
BOOKED
10

th

BOOKED
18

th

PAY £

BOOK
FOLLOW
ON

NEW PATIENT
FORM

SUBMIT

BOOK

BOOK

for joining our 
em

ail list 

2
IIHUV�IRU�����RII�D

LU�
FOHDQV������RII�
brillia

nt w
hitening.

A
ttend

 pra
ctice

SELF CHECK-IN

RECEPTIONIST
CHECK-IN ARRIVED

10.45 am

NEW PATIENT
FORM

PATIENT WAITS 
FOR FORM TO 
BE PROCESSED?

PATIENT ENJOYS
THE WAITING AREA

IF DNA , DENTIST

DENTIST OR NURSE

PATIENT REASURANCE

6HW�WKH�FKDLU�DQG
�KHDG

UHVW�WR�VXLW�WKH�SDWLHQW��QRW�WR�IDU�EDFN��VR�
they feel in control 

,I�'
1
$
��FKHFN�LI�

a
nyone w

a
iting or 

for other issues

PATIENT COMFORT

ALERT
Provid

e patient alert w
hen appropriate

Explain if they are going to feel anything and w
here appropriate allow

 
them

 to retire to the w
aiting room

 for the anesthetic to take effect

ANESTHETIC 

C
arry out treatm

ent and
 com

plete by confirm
ing w

ith the patient 
WKDW�WKH\�DUH�2

.�DQG
�XQG

HUVWDQG
�DQ\�SD\P

HQW�G
HWDLOV

TREATMENT

:
KHUH�DSSURSULDWH�

��SURYLG
H�OHDIOHWV�DERXW�WKH�UHOHYDQW�WUHDWP

HQW
��FKHFN�HP

DLO�DG
G
UHVV�WR�VHQG

�SRVW�RSSHUDWLYH�FDUH�YLG
HR

��JHW�SHUP
LVVLRQ�WR�DG

G
�WKH�SDWLHQW�WR�WKH�HQG

�RI�G
D\�SKRQH�OLVW

POST TREATMENT CARE PREPERATION

INSTRUMENTS 
FOR CROSS 
INFECTION

CARE SUPPORT VIDEO
PATIENTS VIEW

DONE BY NURSE
SPECIALIST CI NURSE

OR EXAMINATION
ICM (TREATMENT)

SELF CHECK-INRECEPTIONIST

SEE RECEPTION
10.58 am

ON TIME

LATE

REBOOK

EXIT

EXIT

EXIT

DENTIST/THERAPIST UPDATES DATA IF 
FURTHER TREATMENT REQUIRED, 
I’M SENT TO RECPETION

RECEPTIONIST GETS IM 
WITH INSTRUCTION

BACK TO 
RECEPTION

FEEDBACK PROCESS

PAY AT RECEPTION

PAY BY APP?

CLIENT UNDERSTANDING

BSA FORM

m
a

kes pa
ym

ent: 
%D

QG
�����������

%D
QG

�����������
%D

QG
������������

Priva
te cha

rge

PRINTED 
RECIEPT

PRINTED 
CONFIRMATION

Ta
lking

 m
o

ne
y

Treatm
ent plan is to be 

d
iscussed

 w
ith the 

patient by the d
entist 

�5HVSRQVLELOLW\�RI�WKH�G
HQWLVW�DQG

�QR�
one else)

N
e

e
d

 o
f the

 te
a

m
 w

he
n 

the
 p

a
tie

nt w
he

n he
/she

 
c

o
m

e
s o

ut o
f d

e
nta

l c
ha

ir
�7DNLQJ�DZ

D\�DQ\�FRQIXVLRQ���FUHD
WLQJ�

tim
e for the patient)

O
p

p
o

rtunity fo
r 

fe
e

d
b

a
c

k is m
isse

d
�&
UHDWLQJ�WKH�WLP

H�WR�REWDLQ�
feed

back – short surveys 
d

istributed
 via em

ail to patients.)

C
he

c
k in  

Self C
heck In tool is 

used
 w

hen the 
practice is busy
�SUHVVXUH�UHOLHI�WRRO��6WDII�P

HP
EHU�

asking people to sign their blue 
form

 a
fter using self check in tool)

Life
style

 fo
rm

 
no

t c
o

m
p

le
te

This m
ust be com

pleted
 

before exa
m

ina
tion 

a
ppointm

ent
�)DLOLQJ�WR�G

R�VR�VORZ
V�Z

KROH�SURFHVV�
d

ow
n / patients com

pleting this 5 
m

inutes before their appointm
ent is 

sched
uled

 for)

La
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Refer to 
latenes policy
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Tra

ining
 

ne
e

d
e

d

La
c

k o
f kno

w
le

d
g

e
 

a
b

o
ut re

g
istra

tio
n 

A
 patient thinks they 

       a
re registered

 if they 
com

plete a form
�5HJLVWUDWLRQ�SURWRFROV�QHHG

�WR�
reinforce from

 the onset)

Pro
c

e
ss o

f re
g

istra
tio

n
Pa

tients not ad
hering 

to the process
�5HJLVWUDWLRQ�IRUP

�VXEP
LVVLRQ�RSWLRQV�

- prior to first appointm
ent: em

ail, 
post, d

rop off – instilling this in 
SDWLHQW·V�P

LQG
VHW��5HLQIRUFLQJ�

registration protocols)

Pa
tie

nts running
 la

te
 

fo
r the

ir a
p

p
o

intm
e

nt 
���P

LQXWH�OD
WH�UXOH

�/D
WHQHVV�SROLF\���WKLV�QHHG

V�WR�
be reinforced

 at registration)
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