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Online reviews: You can do all
the marketing you want, but at the end
of the/day if you don’t have reviews,
then you can’t expect to get calls.
Always ask for reviews and to
focus on getting as many five-star
reviews as possible. No matter how
hard you try, you won’t be able to
make every experience a perfect one;
if you do happen to receive a one-star
review but already have a hundred
other five-star reviews, then it doesn’t
matter as much. But if you have
only four five-star reviews when you
receive a one-star star review, it will
drastically reduce your overall score.

Always respond to reviews—even
if they’re negative. Take the high road,
apologize for the problem and offer
a consultation to see how it can be
fixed. You may not win the patient
back, but readers will see that you
care about the problem and offered

a resolution.
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Social media: Studies show that
people spend 30 percent of their
online time on social media, so it’s
imperative that you take the time
to have an engaging, up-to-date
page—you can tell a lot about an
office, its people and culture by
looking at social media. Don’t forget
that sites like Facebook also have
reviews, which are important to
manage and respond to accordingly.

Your practice website: The
content should include high-quality
photos and brief bios of people who
work in the office. Patients like to
know a little bit about the dentist
before meeting, so provide this
information online.

Also, ensure your site is optimized
for both search engines and pay-per-
click, and constantly test to ensure
that it’s working correctly and that
the contact information remains

current and correct.

This print or PDF course is a written self-
instructional article with adjunct images and is
designated for 1.5 hours of CE credit by Farran
Media. Participants will receive verification shortly
after Farran Media receives the completed post-
test. See instructions on page 99.

ADA CERPIEGms
Farran Media is an ADA CERP Recognized Provider. ADA CERP is
a service of the American Dental Association to assist dental
professionals in identifying quality providers of continuing
dental education. ADA CERP does not approve or endorse
individual courses or instructors nor does it imply acceptance
of credit hours by boards of dentistry.
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~expected today. It should begin at least 20 minutes before the first patient is
expected to arrive to ensure the staff realizes it’s important that everyone be
present and prepared. If you as the dentist don’t attend your own morning

huddles, don’t expect your staff to be there on time.

Schedule effectivelfy

Make sure your entire staff know\‘§ how long dental procedur
take. A front office person may see ‘Xfour fillings’

a quick appointment, but we dentists know that f,

quadrants will take a lot longer.

My teams aim to schedule nonproduction (crown seats or finishing
root-canal procedures) first thing in the morning and right after lunch.

ensures we stay on time for new patients and recall patientgiﬁfbhfghﬁﬁffﬁe day.

Incorporate a staggered schedule to give more flexibility for patients who

want to take care of treatment immediately. That means booking at least one chair

empty while the others are filled with appointments to allow the opportunity for

same-day treatment.
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Choose from hundreds
more CE courses online

Right now, Dentaltown offers more than
400 continuing education courses online,
including 54 in the practice management
category. To start earning your credits, go
to dentaltown.com/ce.

Offer same-day dentistry

) port that up to 15 percent of all dental appointments are
no-shows, which can have a huge impact on your practice thanks to
decreased revenue and increased overhead. A willingness and ability to
offer same-day dentistry is a key indicator of the overall efficiency
of your practice. The world is changing, and people want things
done immediately. Thanks to Netflix instant video or Amazon
Prime same-day delivery, people appreciate the option of
having something done in the most efficient manner
possible; adapt your practice to follow such principles.

Your office and team should be trained on the
importance of allowing time to offer same-day
treatment. This all starts with saying the word
today. Our team makes sure we use it multiple
times throughout the appointment, which
makes it clear that the office can offer a
service that sets it apart from many others.

The assistant: “The doctor will look
over your teeth and can address any
concerns today.”

The dentist: “I really want to focus
on this today, because I don’t want it
to get any worse.”

The front office staff: “Here is
the treatment plan that the doctor
recommends, and he has time to

complete it today.”
p Y,
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Claim Your CE Credits POST TEST

Answer the test on the Continuing Education Answer Sheet and submit by mail or fax with a processing fee of $36. Or answer the post-test
questions online at dentaltown/com/ce-812. To view all online CE courses, go to dentaltown/com/ce-812 and click the “View All Courses" button.
(If you're not already registered on Dentaltown, you'll be prompted to do so. Registration is fast, easy and, of course, free.)

1. When should you ask for a referral from a patient?
A.  During the initial call
B.  During check-in
C.  During checkout
D.  All of the above

2. Which of the following is not an effective way

to manage your recall?

A.  Using scheduling software to create a list of patients
who are past due for a cleaning

B.  Asking the newest member of the team to work the
recall list
Offering an incentive for past-due patients to come in
Creating an appointment for every patient before he
or she leaves the office

3. What do studies suggest is the average no-show rate
of a dental appointment?

A 5%

B. 15%
C.  25%
D. 50%

4. True or false: You should only respond to positive online
reviews—there's no salvaging a negative review.
A, True
B. False

5.  Which of the following is not an important part
of your online reputation?
A.  Practice website home page
B.  Online reviews
C.  Office location
D.  Business Facebook page

True or false: To track marketing dollars effectively,
every new patient who calls and books an appointment
should be linked to a referral source.

A, True

B. False

Which of the following should be reviewed

during the morning huddle?

A.  Recap of the previous day

B.  Update on patients coming in that day

C.  Expectations of everyone being on time every day
D.  All the above

Which of the following is not an effective way

to increase same-day dentistry?

A.  Creating a staggered schedule allowing for time

B. Recommending patients start any treatment the
following week

C.  Putting seat crown patients first thing in morning or
right after lunch

D. Discussing with staff the importance of taking care
of patients at the initial visit

It is important your home page has which

of the following characteristics?

A.  SEO optimization

B.  PPC optimization

C.  Currentand correct contact information
D.  Allthe above

. What do studies show is the average percent of

online time that a person spends on social media?
A. 10 percent
B. 30 percent
C. 50 percent
D.  70percent

Legal Disclaimer: The CE provider uses reasonable care in selecting and providing content that is accurate. The CE provider does not represent that the instructional materials are

error-free or that the content or materials are comprehensive. Any opinions expressed in the materials are those of the author of the materials and not the CE provider. Completing one

or more continuing education courses does not provide sufficient information to qualify participant as an expert in the field related to the course topic or in any specific technique or
procedure. The instructional materials are intended to supplement, but are not a substitute for, the knowledge, expertise, skill and judgment of a trained health-care professional.

Licensure: Continuing education credits issued for completion of online CE courses may not apply toward license renewal in all licensing jurisdictions. It is the responsibility of each

registrant to verify the CE requirements of his/her licensing or regulatory agency.
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Instructions: To receive credit, complete the answer sheet and mail it, along with a check or credit card

CONTINUING payment of $36, to: Dentaltown.com, 9633 S. 48th St., Suite 200, Phoenix, AZ 85044. You may also fax this
form to 480-598-3450 or answer the post-test questions online at dentaltown/com/ce-812. This written self-
EDUCATION instructional program is designated for 1.5 hours of CE credit by Farran Media. You will need a minimum score
ANSWER of 70 percent to receive your credits. Participants pay only if they wish to receive CE credits; thus no refunds
SHEET are available. Please print clearly. This course is available to be taken for credit Oct. 1, 2017, through its

expiration on Oct. 1, 2019. Your certificate will be emailed to you within 3-4 weeks.

Increasing Your Patient Acceptance Rates — CE Post-Test —
by Dr. Shalin Patel 1. A B COD
License Number 2. A B C D
AGD# 3.AB COD
Name 4 A B
Address
5. A B C D

City State ZIP

) 6. A B
Daytime phone
Email (required for certificate) 7. A B COD
[ Check (payable to Dentaltown.com) 8. A B C D
[ Credit Card (please complete the information below and sign; we accept Visa, MasterCard and American Express.) 9. A B C D

card Number 10. A B C D

Expiration Date — Month / Year /

. Please circle your answers.
Signature Date

Program Evaluation (required)

Please evaluate this program by circling the corresponding numbers: (5 = Strongly Agree to 1 = Strongly Disagree)

1. Course administration was efficient and friendly 5 4 3 2 1
2. Course objectives were consistent with the course as advertised 5 4 3 2 1
3. COURSE OBJECTIVE #1 was adequately addressed and achieved 5 4 3 2 1
4. COURSE OBJECTIVE #2 was adequately addressed and achieved 5 4 3 2 1
5. COURSE OBJECTIVE #3 was adequately addressed and achieved 5 4 3 2 1
6. COURSE OBJECTIVE #4 was adequately addressed and achieved 5 4 3 2 1
7. COURSE OBJECTIVE #5 was adequately addressed and achieved 5 4 3 2 1
8. COURSE OBJECTIVE #6 was adequately addressed and achieved 5 4 3 2 1
9. Course material was up-to-date, well-organized, and presented in sufficient depth 5 4 3 2 1
10. Instructor demonstrated a comprehensive knowledge of the subject 5 4 3 2 1
11. Instructor appeared to be interested and enthusiastic about the subject 5 4 3 2 1
12. Audio-visual materials used were relevant and of high quality 5 4 3 2 1
13. Handout materials enhanced course content 5 4 3 2 1
14. Overall, I would rate this course (5 = Excellent to 1 = Poor): 5 4 3 2 1
15. Overall, | would rate this instructor (5 = Excellent to 1 = Poor): 5 4 3 2 1
16. Overall, this course met my expectations 5 4 3 2 1

Comments (positive or negative):

For questions, contact Director of Continuing Education Howard Goldstein at hogo@dentaltown.com.
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