DENTAL RECEPTIONIST MANUAL [DATE]

IS to assist you in performing your job.

The policies and or may not conform with Federal, State and Local
laws, rules and

accountin rofessiongl advice for specific situations.

appropriate laws, rules, procedures or practices pertaining to
your healthcare discipline or business activities.

© 2022 CPC Inc. All Rights Reserved




TRAINING MANUAL INFORMATION

READ FIRST

The purpose for this General Policy Manual is to help you understand and use the
basic policies needed to be an effective part of our dental team.

Our reasons for giving you this training manual are threefol

that your complete review of this manual will help you
the general policies and communication vehicles of our office.

© 2022 CPC Inc. All Rights Reserved




HOW TO EDIT YOUR MANUALS

As you might imagine, creating these manuals was quite an undertaking. We knew
that no single manual would apply to every practice, since each doctor has a unique
personality and management style. Over the years, we updated the manuals with
both ideas from our clients and emerging techniques.

your dental office. You’ll also have written d
each situation, which will alleviate you from c

ctailed information in our manuals, we suggest you retain other
relevant handbooks and references that are essential to managing your practice
(e.g., equipment manuals, software guides, etc.) All manuals and guides should be
stored together in an easily accessible area of your office for quick reference.

© 2022 CPC Inc. All Rights Reserved




TABLE OF CONTENTS

JOB RESPONSIBILITY .ccovisismmsmsmmssmssssmsssssssssssssssssssssssssssssssssssssssssssssssssssasssssasssnns 6
SETTING THE ANSWERING MACHINE ... 7
RETREIVING MESSAGES. ..o 8
BACKUP AND LOG-IN TECH....cccoumimnmmsmmmssmnsmssssssssssssssmsssssssssssssssssssssssssssssssssssssssassnns 9
L0017 07 1UJ01) (0 W 1 (0] [y SYS— 10
NEW PATIENT CALL-IN DIALOGUE........ccocunmmmmmmmmmnmmssmssmssssssnnsss M Shssssssasanns
NEW PATIENT CALL-IN FORM......ccousmnmmmmsmsnmmsnssmsssssssssssssssssammmms s Sessssnsssns fessasasanns
PATIENT FLOW......cciiinnnmsnssssssssssssssssssssssssssss filfensanes N —
ANSWERING INCOMING CALLS .....covimimsmmmsmsssssmsssssssssssssss Spassssssnss Qg esassssnsanas 4. 16
ROLE PLAYING AND PROCEDURE DRILLS....cccooo o s cecnsnsnsesBnsnsssunss iananns 17
CALLING IN PRESCRIPTIONS......ccotummsmmmnnsnmsssnssssss@hessssssss tilhuessssssnss fhess adf@®honsnsananns 18

PRESCRIPTION NEEDED FORM UUTPTTIONG, VU TN 7~ A 19
HANDLING PRICE SHOPPERS .....occoviininnnn i e e Ml s sas Sansassnsnssssnsananns 20
EMERGENCY CALL-IN FORM ...ccccninmnninnsns Rersnsnsanss qheesnsess Sgiihnessesslesassnsnssssnsnssnsnnananns 23
NEW PATIENTS WHO REQUIRE PRE-MEDICATION ......cccusmmmmmmsmmmsnssmsssssssssssssssans 24
SAMPLE PRESCRIPTION FOR A GIC TO PENICILLIN25
HANDLING THE ESTABLISHER'PATIENT ....cocvoviniene R ccssssssssssssnsssssssananns 26
HANDLING THE NEW PATIE
PATIENT REGISTRATION FO
SAMPLE NEW PATIE
CREATING NEW P

F REFERRALS ... 38
REFERRAL CARD ..o 39

................................................................................................ 40
................................................................................. 41

R SENT TO PATIENT ABOUT WRITING A TESTIMONIAL........ 42

TRACKING THE NEW PATIENT REFERRAL SOURCE.........cccoimmmmmmmsnsmnnnsn. 43
SAMPLE NEW PATIENTS WEEKLY REPORT ......ccccnnmmmmmmmmmmsmssnsssn. 44
YEAR TO DATE REFERRAL REPORT.......coimmimmmmmmsmmssssssssssssssssssssssssssans 45
SAMPLE YTD REFERRAL SOURCE REPORT ... 46
GIFTS FOR PATIENT REFERRALS. ..o 47
GIFTS FOR REFERRALS THAT REQUIRE EXTENSIVE TREATMENT PLANS.....48
THANK YOU FOR THE REFERRAL LETTERS ..., 49
SAMPLES OF THANK YOU LETTERS .....ociiiminmmmsmssmssmssssssssssssssssssssssssnns 50

© 2022 CPC Inc. All Rights Reserved




STAFF MEETING AGENDAS......cccimmmmsmsssssssssssssssssss s 51
OFFICE SUPPLY PURCHASING AND BUDGET ......ccummnmmmmmmsmmmsssmmssssssssssssssssssssnns 52
RECORD RELEASE AUTHORIZATION FORM ... 53
SAMPLE RECORD RELEASE AUTHORIZATION FORM.......coconnmmmmmmsnssmsssnssssssssssanns 54
MAIL DISTRIBUTION.....ccuinmimmmsmmsmsmsmssmsssssssssssssssssssssssssssssssssssssssassssssssssssssssssasssns 55
PATIENT MAIL RETURNED WITH NO FORWARDING ADDRESS........cccueusniunanunns 56
MAINTAINING THE POSTAL METER .......ccccninmmnnnnmssssssssssssssssssssssns
OFFICE APPEARANCE.......ciimmsmmssmsssssssssssssssssssssssssssssssssssssssssssssssssssssssassans
TREATMENT PLAN SHEETS ....cociiiimnmssssmsssssssssssssssssssssssssssssssasanns
SAMPLE TREATMENT PLAN SHEETS ..o,

ROLE PLAYING AND PROCEDURE DRILLS
FINAL EXAM. ..o
ATTEST .
APPRENTICESHIP CHECKLIST

© 2022 CPC Inc. All Rights Reserved




DENTAL RECEPTIONIST MANUAL [DATE]

JOB RESPONSIBILITY

The responsibility of the Receptionist is to professionally greet all patients whether
on the phone or in person, ensure all forms are properly filled out, and direct patients
to the treatment area as quickly as possible.

In addition, the Receptionist must effectively receive and route all c unications

to the staff and dentists.
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SETTING THE ANSWERING MACHINE

Before leaving each evening, it is the Receptionist's responsibility to turn on the
answering machines using the steps below:

1. Activate the machine for the doctor who is on call for that evening or
weekend.

2. Press the on/off button to turn the answering machine on. W
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RETREIVING MESSAGES

As one of the first duties each morning, the Receptionist is to turn off the answering

service and retrieve the messages using the steps below:
1. Press play for the machine that was on.
2. Each message will play individually. There is a pause betwee,

es.
3. After obtaining the caller’s name, the nature of the c return ndgnber

N\

delete the message.

8@
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BACKUP AND LOG-IN TECH

The Receptionist is responsible for changing the backup tape each day. The serveris
located in Dr. [name]’s office. Dr.[name]is in charge of the computer. When Dr.
[name] arrives in the morning, he will log on to verify there were no errors. If no
errors have occurred, the Receptionist will need to change the tape using the
following steps:

1. Press the eject button next to the tape insert area.

2. Insert a new tape labeled for that day of the week.

All tapes are labeled Monday through Friday. These ept inth ck bag.

Any questions regarding hardware or the net
Any software questions are to be directed to the deal
Support = memory #111.
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COMMUNICATION

The telephone may never ring more than three times before being answered. If you
are on another line or otherwise engaged the Accounts Manager or Treatment
Coordinator will help answer the phone. There are telephones throughout the office,
so if you are somewhere other than the front desk when the phone rings, you may
answer it on any of these phones and place the caller on hold until urn to the
front desk.

Before transferring a call to the appropriate person, obtain
for calling and their phone numbers (home/work/mobi
patient, pull the patient's chart before transferring t
patient, fill out the "New Patient Call-In Form" using t
we have another employee designated as th
responsibility is ensuring our appointment boodk i i aeduled, transfer all

. Know which patients will be arriving next, who is
e back, how long they have been in the office, etc.

immediately.

This high awareness of the schedule and office activities is essential to our ability to
deliver high quality dental care, swiftly and efficiently.
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NEW PATIENT CALL-IN DIALOGUE

You will be the first contact new patients have with our office. Your voice is the first
one they will hear. The way you handle yourself over the phone, as well as at the
front desk, is key to getting and keeping new patients.

The following is a general script for a new patient call:
REC: "Good morning. Dr.[name]’s Family Dentistry. This i

. May I help you?"

Patient: "I'd like to make an appointment to ses

REC: "Great! What is your name, ple
Patient: "John Smith"
REC: "Thank you. Mr. Spfiith, when was the la e you were in to see the

doctor?" (This isolat@s new patient from former patient without
offending.)

Patient: "Neven'

tis a new, get a New Patient Call-In Form and fill

e your home, work or mobile phone number?"
dis 332-8031. Work is 324-3246. Mobile is 324-4424."

You. Which of these numbers would you like us to use as your
primary contact?

Patient: “Mobile.”

REC: "Great! How did you hear about our office?"
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If he/she was referred by another patient, say something nice about the referring
patient ("Betty referred you? She's an awesome person, | think you’re the third
person she’s referred this month!"). Make sure whatever remark you make is sincere
and not phony.

REC: "When was the last time you saw a dentist?"
(Let patient respond.)

REC: "Are you having any problems with your teet
(Let patient respond.)

REC: "Do you have dental insurance?"

If no, explain our prices for the initial visit. Then pass the patientto the Scheduling

Coordinator.

If yes, then tell the patient how wi@handle the insuranc€’in our office, fill out the

insurance section of the Ne and pass the call to the Scheduling

Coordinator to schedulg

© 2022 CPC Inc. All Rights Reserved




DENTAL RECEPTIONIST MANUAL [DATE]

NEW PATIENT CALL-IN FORM

DATE CALLED APPT. DATE & TIME

PATIENT NAME

IF PATIENT IS A CHILD, PARENT’S NAME

HOME PHONE WORK PHONE

HOW DID YOU HEAR ABOUT OUR OFFICE?

WHEN WAS THE LAST TIME YOU SAW A DENTIST?

ARE YOU HAVING ANY PROBLEMS WITH YOU

DO YOU HAVE DENTAL INSURAN

Name of the insured Relationship to NP

Emp. Phone #

SS# of the patient

Namg Ins. Co. Phone #
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ACCOUNTS MANAGER: Verifies benefits and fills out before NP arrives.

Name of Insurance Company Rep.

Effective Date: Max. benefits/year

Deductible Amount Has ded. been met?

Does deductible apply toward preventative?

Percentage covered after deductible for-

Preventative

Endodontics

Frequency of Cleanings: (check one)

Once every six months Two cleanings within 12 consecutive

months

Date of last cleaning

Do you replace teeth mi @ to

Benefits left for tife yeal®

Date @f last Full Mouth X-Ray

te of coverage?

Other

© 2022 CPC Inc. All Rights Reserved




DENTAL RECEPTIONIST MANUAL [DATE]

PATIENT FLOW

Checking the flow of patients through our office is a constant job for the
Receptionist. From the time a patient walks through the front door until he/she
walks out, you should know where the patient is located. This duty can sometimes
be a challenge, because you are checking patients in, answering phones, etc.
However, this is your #1 priority. Patients do not like waiting inad

office.

8@

© 2022 CPC Inc. All Rights Reserved




