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BOOKED Lack of knowledge
about registration
Apatient thinks they
are registered if they

complete a form
e ocos need o

Process of registration
Patients not adhering
fo the process

(Regiatn form b

send welcome email once first Appointment information
appointment booked toincrease. Include book online:
trust by increasing familiarity, patient next fime button / link
knowledge and comfort

\clude information (not

Meet their dentist, with link fo the prices|on both new and
website to increase flow through the exisfing services
website.

For example, white f

NEW PATIENT

For example: not metal. (Pricing
+ Welcome booklet attached information wil be inks fo
« Vouchers for scale and polish the website, which will Text to remind
= Voucher for £50 off whitening show prices from efc.) appt. 48 hrs
oefore.
« £10saving when you
book an appointment wm@_% orline
oking on the
with therapist directly. bocking PATENTWATS

FOR FORM TO IFDNA., DENTIST
BE PROCESSED?

Completed new

« Pilot what to do before
the appointment: i Respond if need ’
Monton watch pilot fo cancel, text Attend practice
video. back and process.

— Reception input
details, scan

PATIENTENJOYS  ENVIRONMENT
THE WAITING AREA  « Recding

PRICING CLARITY Lo

« Seating
practice is busy

REDESIGN THIS
AREA

To enable
relaxation of the.
team and
patients.

Team must feel
safe but remove
the barrier with
the patients.

Book Online
With an area
available for
privacy if
necessary.

BOOK BOOKING

Appointment information “

< Ialude book onine ext to remin appointriient RECEPTIONIST
Phones for an m appt. 48 hrs before. ‘examination
appointment next fime button / link /¢ CHECK-IN

1) Book appt. « Include information (not  Adverfise online Litestyle form

2) Canltake pricesjon both new and  booking on the not complete
your email Existing senvices availaple  fext. This must be complefe
address so next oo, 2 before examination
. fime you can For example, white filings Respond if need to appoiniment

Toinclude: - Include online book oniine 2 offerstorez0otfar | not :.ma,v___v. i 9 cancel, text back 10 Minute rule - o

+ Oniine booking (£20 booking address  3) Thank you for cioars. £50off o and process, Denfist discrefion

off air clean if book Your email oniwhseiog. | - formalion wil be links

online. Print out coupon Yotas, -

10 bring with fhem.) show prices from efc.)
« £10saving when you
book an appointment

with therapist directly.

« Pilot infroduction
ideo.

Patients running late
for their appoinfment
10 minute late rule

« Newsletter form.

« Pilot what to do before RECEPTIONIST
the appointment: if
Monton watch pilot

video.

Tainin
nesded

TOUCH TOUCH

POINT POINT
fiiersn) ﬁm@ﬁa Lateness -

Refer to
latenes policy

IN ATTENDANCE

If DNA, checkif
anyone waiing or

DENTIST OR NURSE

as appropriate

for ofher issues. o . . _

INSTRUMENTS
DONE BY NURSE FOR CROSS

Proctitioner
uniforms are
consistent

ICM (TREATMENT)

OR EXAMINATION

PATIENT REASURANCE

Observe and mirror positive body language. reassure and relax fhe.
patient, ensure they understand what is going to happen and ask if they
have any questions and demonstrate understanding of the patient's
needs and conceams and make notes for freatment plan.

PATIENT COMFORT

Set the chair and headrest fo suit the patient (not fo far back] so.

they feel in control

ALERT

Provide patient alert when appropriate

ANESTHETIC

: Explinifhey are going fo . ppropi
There MI/MS .......... them to refire fo the waiting room for the anesthefic fo take effect

lots of eye contact and
appropriate. TREATMENT

Canry out freatment and complete by confirming with the patient
Coals hung whie that they are OK and understand any payment details
exchanging
Hleasorion POST TREATMENT CARE PREPERATION
demonstrating a Where appropriate:

patient focus.

« provide leaflets about the relevant freatment
« check email address to send post opperative care video
« get permission fo add the patient fo the end of day phone list

TECHNICAL ABILITY/EXPERIENCE

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

IT SKILLS & RELIABILITY

RECEPTIONIST GETS IM
WITH INSTRUCTION

Need of the team when
the patient when he/she
comes out of dental chair

o away oy Confuzn | craciog

\ ToucH

Opportunity for

CLIENT UNDERSTANDING

* Hospilt

ity team

guarantee that the
patient understands
the appointment

“Would you like any!
further information

about your
PATIENTS VIEW freatment?” « Deal with difficult
CARE SUPPORT VIDEQ situation
BACKTO This area we need help
m RECEPTION in shaping with the « Method fo highiight
Y
| w like to make
w sure patients are hoppy
with the service surgery teom@
2 Demonsirate that
= potients understond fhe,
freatment
o 3Teom have fime fo
falk to the patients and FEEDBACK PROCESS
have the resources fo .
c Process fo deal with
complete private Gsting clonts 10
conversations when Pl K
for difficult situations, thefr experience
ufiisation of the extra
team off the
background.
N\

PAY BY APP?

PAY AT RECEPTION

PRICING CLARITY

Talking money
Treatment pion s o be
discussed with the
patient by the dentist

TOUCH
POINT
Prevention
nosghol
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