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Focus #1 What Everyone Wants From Their Jobs

1.  A sense of ownership.
________________________________________________________
________________________________________________________
________________________________________________________

2. To contribute creatively to the success of the practice.

 Activity Break:
List any and all uses for a marshmallow, other 

 than as a food source!
________________________________________________________
________________________________________________________
________________________________________________________

3.  To understand their individual role and how interdependence
     strengthens the team.
________________________________________________________
________________________________________________________
________________________________________________________

 Activity Break:
 How do they support each other?
 Appointment Administrator – Hygienist
________________________________________________________
________________________________________________________
________________________________________________________

 Financial Coordinator – Dental Assistant
________________________________________________________
________________________________________________________
________________________________________________________

Page 1 • Rejuvenate Your Practice® www.ThePract iceSource.com

Rejuvenate Your Practice 
It’s Easier Than You Think!



4.  Personal and Financial Rewards

 As a Team Member As a Doctor
 I can help provide by: I can provide by:
  ______________________  _______________________

 ______________________ _______________________
 ______________________ _______________________

5.  A commitment to growth and never-ending improvement.
________________________________________________________
________________________________________________________
________________________________________________________

We want to hear from you!
________________________________________________________  
________________________________________________________
________________________________________________________

Focus #2 Staff Meetings That Get Results

“... Begin to go to work on your 
business, rather than just in it.” 

Micheal E. Gerber

Facilitator:

 • Prepares ________.
 • Sets up ______ appropriately.
 • Follows _________ during meeting.
 • Makes sure ____________participates.

Recorder:

 • Takes ______ quoting speaker(s).
 • Asks for __________________.
 • Lets group know if getting __________.
 • Copies _________ and puts them into meeting ___________.

Participants:

 • Engaged.
 • Participate by offering ___________.
 • Focus on _____________.
 • Collaborate.

ACTION PLAN
__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

__________________________

Page 2 • Rejuvenate Your Practice® www.ThePract iceSource.com



ACTION PLANMeeting Ground Rules:

 • Everyone attends.
 • Keep sacred:  start and end on time.
 • Staff are “on the clock” and paid during meetings.
 • Prepared agenda, roles identifi ed before meeting.
 • Follow up on action plans from last meeting.
 • Create new action plans.
 • Keep food to a minimum.

Huddle
________________________________________________________
________________________________________________________
________________________________________________________

Need a Huddle Checklist?  
Go to the Form Store at www.ThePracticeSource.com to shop for your downloadable forms.

Huddle Greeting for Patients

Numbers Meeting

 • Production
 • Collection
 • New Patients
 • Unfi lled hours
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Dear Patients:

In order to prepare for your appointment we are 
in our morning meeting.  Please make yourself 
comfortable and we will be with you promptly at 
your appointed time.

Thank You,

Dr. Bicuspid and Team 



What additional statistics will you analyze?
________________________________________________________
________________________________________________________
________________________________________________________
________________________________________________________

Training Meeting
________________________________________________________
________________________________________________________
________________________________________________________

Teamwork Meeting
________________________________________________________
________________________________________________________
________________________________________________________

This is the missing piece!
If you want great meetings, write this down…

1. __________________________
2. __________________________
3. __________________________

What’s the plan?  ___________________________________________

We want to hear from you!
________________________________________________________
________________________________________________________
________________________________________________________

Focus #3 Scheduling Dilemmas

It happens - just when you think you’ve got the perfect schedule a patient 
calls and cancels. Then, as you’re trying to fi ll that opening by calling 
patients who would “love to come in sooner”, no one says “yes”. It’s a 
frustration that every Appointment Administrator faces. However, you can 
minimize the frustration and optimize the results you want by using verbal 
skills that encourage patients to make the best decisions for their oral health. 

Patients Who Arrive Late

“Mrs. Taylor, we are so glad to see you.  We were concerned about you.  
Is everything okay.”
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ACTION PLAN“Mrs. Taylor, I want to make sure that we have enough time left to provide 
the procedure(s)/treatment you are scheduled for.  Please have a seat and I 
will check on that.”

Reference: Foolproof Appointment Scheduling, page 65

Patients Who Cancel Without Adequate Notice

“Mrs. Taylor, so I can properly handle this request, may I put you on hold to 
access your fi le?”

“I have reviewed your fi le and Dr. Bicuspid is anxious to replace your crown 
due to the re-decay.  Will you reconsider?”

Reference: Foolproof Appointment Scheduling, page 67

Patients Who No-Show

“Lisa, this is Marianne from Dr. Bicuspid’s offi ce.  Is everything all right?  We 
are concerned that something has happened.  We were expecting you at 2:10 
for your appointment.”

“Lisa, let’s go ahead and get this appointment rescheduled for you.  I see in 
your chart that last month we discussed the broken appointment fee.  Since 
we had less than 24 hours notice of a change, we will be assessing a fee for 
today’s missed appointment.”

Reference: Foolproof Appointment Scheduling, page 70

Patients Who Delay Restorative Treatment

“Mrs. Taylor, I understand your concern about your busy schedule.  It must 
be especially frustrating because I know it’s important to you to complete 
your treatment plan.  Let’s fi nd a date now that coincides with the return 
from your business trip.  If we schedule now, we won’t run the risk of putting 
this off for too long.”

Reference: Foolproof Appointment Scheduling, page 46

Need more Verbal Skills?  
Go towww.ThePracticeSource.com to order the CD Easy Verbal Skills

We want to hear from you!
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Action Plan Summary:
Go through your Action Plan items and select your top 3 priority items.
Meet with one other person and share how your #1 priority will positively 
impact your practice.

________________________________________________________
________________________________________________________
________________________________________________________
________________________________________________________

Thank you for attending today’s program.

We wish you success in your implementation.

Debbie Castagna and Virginia Moore
The Practice Source

415.924.5213
dcastagna@ThePracticeSource.com

530.527.9457
vmoore@ThePracticeSource.com
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Use the following rate scale for each numbered point: 

1 = Did not achieve expectations 3 = Fully achieved expectations 

2 = Partially achieved expectations 4 = Exceeded expectations

Team Player:                                                                                          
1. Arrive each day with the focus and intent that is stated in the mission statement of the practice 

philosophy.

2. Be knowledgeable of offi ce policies and procedures.

3.  Arrive prepared to work at the appointed time each day. Once at the offi ce, set personal issues aside 

so the work focus can be on the patients. 

4.  Be prepared to leave at the end of each day only after patient care is completed. 

5.  Be prepared for meetings, offer suggestions and listen with an open mind to the suggestions 

of others.     

6. Be well acquainted and practiced in offi ce emergency procedures. Bring emergency kit and assist 

doctor with patient.     

Chairside Assisting:
1. Make sure the proper set-up for each procedure is in place before the patient and/or the doctor reach 

the operatory.     

2. Greet the patient in the reception room and escort them to the operatory. Summarize today’s visit.

3. Review and update the patient’s health history. Both assistant and patient to sign the update form. 

4. Assist the doctor at all times.     

5. Take, process and mount x-rays. If digital, follow protocol. 

6. If qualifi ed:

• take intra-oral photos     
• take impressions     
• make temporary crowns     
• pour and trim study models     
• apply topical anesthetic     
• apply rubber dam     

7. Keep the patient record current and accurate by charting all dental needs, services rendered, etc, as 

practice protocol dictates.     

8. Provide appropriate educational literature, and customize the information by using a highlighter to 

attract their attention to their (and your) areas of concern.     

9. De-brief the patient and build the benefi t for their next visit.     

Dental Assistant
Job Description

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

______   ______
______   ______
______   ______
______   ______
______   ______
______   ______

______   ______

______   ______

______   ______

______   ______

______   ______

RATING
 DA Doctor 
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Sample 
Agenda

September 1 Training

8:00 9:00

Sasha Carol

Watch video on payment

negotiation skills.

Date: ______________________ Type of meeting: ________________

Meeting Start Time: ____________ Meeting End Time: ____________

Facilitator: ___________________ Recorder: ____________________

Topic                                     Estimated Time            Initials

1 _______________________ ___________________ ______

2 _______________________ ___________________ ______

3 _______________________ ___________________ ______

4 _______________________ ___________________ ______

5 _______________________ ___________________ ______

6 _______________________ ___________________ ______

7 _______________________ ___________________ ______

Pre-meeting preparation needed: __________________________

______________________________________________________

______________________________________________________

______________________________________________________

Present 1st draft of Internal 
Credit Guidelines 20 minutes SS

Review payment arrangement forms
from last meeting 15 minutes SS

Discuss how to update consult area 15 minutes Dr. B

Quiz on fees for 15 most sought
procedures 15 minutes ML



Page 9 • Rejuvenate Your Practice® www.ThePract iceSource.com

Sample 
Action Plan

September 1 SusanDate: ____________________________________________ Recorder: ___________________________________

What By whom  By when

1. Practice payment arrangement 
 negotiation skills Susan, Marianne, Carol 9/8/20XX

2. Customize truth-in-lending form Susan, Dr. Bicuspid 9/3/20XX

3. Call Care Credit and sign up for Susan 9/2/20XX
 patient financing

4. Type Internal Credit Guidelines Marianne 9/5/20XX

5. Customize sample collection letters Susan 10/1/20XX

6.

7.

8.

9.

10.
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