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01. The People

If the right people aren’t on your bus, you cannot have great team culture, and thus, you
cannot be as successful at consults as you could be. Don't forget that patients are
people too. Find as many ways as possible to market to new patients so that your exam
chairs stay full.

02. The Preparation

Be prepared before new patients ever arrive at your office. Optimize your systems, dial
in your fee schedule and insurance details, market your practice and your doctor(s) to
patients before they ever arrive, give them a tour of your office when they do, make
sure your exam room supports the sales process, and review the patient's records (and
name) before going into the room.

03. The Pleasantries

Be sure to make a great first impression at each step in the process. The front desk
should greet the patient when they arrive, the TC should be warm and welcoming
throughout, and the doctor's primary goal should be to get to know the patient and
connect on some level, adjusting as needed to the patient and/or parent's personality.

04. The Program

Don't forget that this is likely the patient and/or parent's first time in an Orthodontic
office. As such, it's important to explain exactly what you plan to do during the exam
and then get their permission to begin. This is also a great time to explain what
questions they'll be able to direct to the TC once you finish your portion of the consult.

05. The Problem

What is the patient's chief complaint? This is perhaps the most important part of the
consult. It is imperative that you understand what they want from orthodontic treatment
and why they scheduled a consult in the first place. Make sure you address that
problem during the exam.
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06. The Peck

Take a look at the patient's teeth. Even if you already know what you’re going to do, you
may have missed something. Being thorough never hurt anyone. Plus, an oral exam
sends a good signal to the parent and/or patient that you are detail-oriented.

0%7. The Plan

Share your orthodontic treatment plan, how long you predict it will take, and what role the
patient will need to play to ensure a successful outcome. Don’t overwhelm them with
unnecessary details as a team member will review an informed consent document with
them later. But, be sure to discuss the main things that could come up later on in treatment.

08. The Pause

Give the patient and/or parent an opportunity to have a voice. As busy as the clinic may be,
don't act rushed or impatient. Pause. Invite questions and then answer the ones that you
need to answer. If there are questions that the TC can answer after you leave, then politely
delegate those as the doctor's time needs to be protected.

09. The Pass Off

One of the most important steps in the Perfect Consult is to empower your TC to finish the
job and make the sale. My go-to line is "[TC's name] is an expert and she will help get you

started today." Not every patient will be ready to start that day, so a concise and organized
take-home folder is very helpful.

=1 10. The Prayer

Upon leaving the exam room, | always say a silent prayer (that the patient starts OR that
they don’t start)) Remember: you don’t have to start everyone and some patients will never
be a good fit for your practice. When someone is a potential problem, | mark the chart as
such, plus | tell the patient “I'm afraid | won’t be able to make you happy." The TC should
not follow up on these cases.
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—  Bonus: The Pursuit
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[ | = =TT consistent and trackable system in place for follow-up. While there is no such thing as a
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