
Your 10-Step Guide 
to the Ultimate 
Patient Experience
How to optimise your patient journey, reduce practice admin, 
make more time for patient care and increase patient loyalty.



softwareofexcellence.co.uk

As customers we all know how important good customer 
service is. Whether you’re booking a holiday or buying a 
new TV, we now expect a completely seamless experience 
both on and offline; and if we don’t get it, we simply go 
somewhere else.

Dentistry is no different, and with instant access to information and 

reviews online, we must now work harder not just to attract, but also 

retain patients. That is why EXACT V13 is all about enhancing the 

patient experience. Achieving a smooth, efficient and enjoyable patient 

experience is a journey. It does not happen overnight, and it is not the 

same for every practice. 

In this guide, you will learn about the 10 key stages of a best practice 

patient experience; based on our work with thousands of dental practices. 

You might already have some of these perfected, while others may need 

improving; but working towards delivering the complete journey will 

ensure your patients receive the best possible experience when engaging 

with your practice. 

To illustrate the journey, meet Betty: a potential new patient at your 
practice. She has toothache and decides she needs to visit the dentist…

THE NEW STANDARD  
IN PATIENT EXPERIENCE
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How easy is it for patients to find you? 

A steady stream of new patients is key to making 
sure your practice thrives; so when Betty starts 
her search for a practice, she needs to know 
that you exist. Whilst having an effective offline 
strategy including a well-signposted practice, local 
advertising and sending out door drops is very good 
practice, the most important tool for searching is, 
of course, the internet. 

Open an incognito or 
private tab in your internet 
browser and search 
“dentist near me.” What are 
the results? Where on the 
page do you appear? 
Is your listing accurate and 
up-to-date? Is your website 
inviting and responsive? 

In order to get found and 
chosen over local competitors 
you need to be collecting 
positive online reviews from 
your patients, so that Betty 
notices YOU. Set your front 
desk a target of asking 20 
patients a day to leave an 
online review, or automate 
the process, and see how 
quickly you can build your 
online reputation.
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Booking an appointment

Betty has landed on your homepage and likes what she sees. Now 
she wants to book her first appointment as quickly as possible. 

Up to 75% of online bookings 
take place outside of working hours

Carry out a mystery shop 
and time how long it takes 
to book an appointment 
from the second you land on 
your practice website. Can 
you instantly book online, or 
do you have to call? If the 
latter, how long does it take 
someone to answer and what 
was the result?

Ensure you have an effective 
online booking system 
and a clearly signposted 
phone number in which new 
patients can call and easily 
get through to make their 
appointment within minutes.
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TRY IT DO IT
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Reminding patients 3 times 
across email and SMS in the 
run up to their appointment can 
reduce FTAs to under 2%

Before the appointment

Betty’s made her appointment online within minutes, but with a 
few days until her appointment, will she remember to attend if her 
pain subsides?

After you’ve booked your 
appointment at your practice, 
do you receive an instant 
email confirmation?

Set up automated communications to 
give your patients peace of mind:

• Send a welcome communication 
to confirm the booking, and share 
key information

• Implement an automated reminder 
system that sends messages at 3 
weeks, 1 week and 2 days before 
the appointment

• Have a response mechanism so 
patients can confirm their appointment
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Arriving at the practice

Betty has arrived at the practice. She is expecting a warm 
welcome, quick check-in and minimal wait. She now needs 
to complete her registration with the practice. 

Think about the last form you 
completed, such as applying 
for a new passport or setting 
up a new bank account - did 
you do this online or on paper? 
What would be the difference 
in terms of time-to-complete 
for each option? 

Ensure you have a simple 
way for patients to check 
themselves in and update 
their forms. This will save 
time and effort for both your 
patients and reception team. 
Switch to sending forms to 
patients electronically before 
they come into the practice, so 
they have the time and space 
to complete them at their 
leisure.
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Our data shows that using 
electronic forms can save your 
team 24 days a year in reduced 
scanning and filing. 
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Leaving the practice

Betty is in the chair and ready to hear about her treatment options. How will you 
make it easy for her to understand and choose the optimum treatment plan?

Betty has completed her appointment and is ready to go home. Leaving the 
practice is one of the most important stages of the patient experience: as all 
patients need to be fully informed of their next steps and you need to make it 
easy for them to return to your practice in the future.

Think of the last time 
you had a purchasing 
decision to make, like 
buying car insurance. Was 
it easy to understand the 
different options? How 
was it presented? Was the 
information communicated in 
layman’s terms?

Think about what you 
want your patients to 
do before they leave 
the practice (book the 
next appointment, 
pay… etc) and 
consider how many 
patients actually do 
all of these things 
each day.

Whilst running through the oral health 
survey and X-rays make it easy for patients to 
understand their options by reviewing images 
together and using video. Have a tablet with 
pictures and videos of each treatment and 
share testimonials from other patients that 
went through these procedures. 

Implement a consistent departure workflow for 
patients. Use an automated prompt to remind 
your front desk team to complete all of the 
following tasks for each patient before they 
leave the practice: 

• Book their next appointment 
• Pay any outstanding balances
• Confirm their contact details (email and 

mobile)
• Confirm patient consent for future 

communications

TRY IT

TRY IT

DO IT

DO IT

Chairside
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Feedback

Betty feels positive about the experience you provided her today. 
You know that word of mouth recommendations are the most 
effective way to attract new patients, so how will you use Betty’s 
positive experience to help with this?

Next time you are asked 
to leave feedback, do it. 
How easy was it to do? 
Where did you leave 
the feedback? How did 
it make you feel as 
a customer? 

Asking for feedback in person is extremely 
effective; it shows the patient that you care 
about their experience. Collect the review in the 
simplest way possible using electronic forms 
or automatic email follow-ups, and use it to 
monitor and improve your service. Don’t forget 
it is important to respond both to positive and 
negative feedback.
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Only 1 out of 
26 unhappy 
customers 
complain…  

the rest leave

68% of 
customers will 
leave a review 
for a business 
when asked

67% of 
customer churn 
is preventable 
if the customer 

issue was 
resolved at the 

first engagement

TRY IT DO IT
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Follow up

Two months later and Betty’s busy life has meant her treatment 
plan isn’t at the forefront of her mind.  Despite her understanding 
all of the available options at the time, she may need a little nudge 
to book in the treatment that she needs. 

Next time you register your 
interest in a product or 
service test how long it takes 
for a response to come. Does 
it have all the information you 
need to make your decision? 
Will the company follow-up or 
wait for you to call them?

Always follow-up to ensure your patients don’t 
forget to come back for treatment:

• Automatically send additional treatment 
information for your patients to review post 
appointment via letter, text or email

• Explain the options consistently across 
channels, using visuals and simple language

• Make it easy for the patient to then book online
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TRY IT DO IT
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After 12 days actively 
following up with patients, 
one practice reduced their 
incomplete treatment plans 
by 56% - by booking in 
44 patients!
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Measure, analyse improve

Successfully implementing any process in your business depends on your 
ability to measure each stage, analyse the data and communicate the results 
with your team. Optimising your patient journey is no different. 

Ask your team what they think about your 
existing patient journey. What would they 
change, add or improve?

Track the progress of each stage in the 
patient journey (online bookings, Google 
reviews, treatment acceptance…etc). Set some 
achievable targets for your team, measure their 
performance against that target and use data to 
help them improve it.

TRY IT

DO IT

Returning to the practice9
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Betty has now completed her treatment and 6 months have passed. 
Unfortunately she didn’t book her next check-up when she left the practice. 
How will you ensure she comes back?

Review the last 6 
months and check 
how many patients 
who were due in for 
a check-up didn’t 
ever book. 

Implement a structured recall process for all 
patients, starting one month before they are due 
right through to 2 years later. Use text messaging, 
email and letters to get maximum results.

TRY IT DO IT
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SOE can help you to completely revolutionise the 
way patients engage with your practice. Through 

EXACT V13 you can automate more tasks that will 
help you take the pressure off your front desk team, 

whilst enhancing every touchpoint your patients 
have with your practice.

What’s more, SOE don’t just install EXACT V13 and 
leave you to get on with it. Through our hugely 

successful Customer Success Programme, we will 
assign you a dental business consultant who will 
regularly call you to identify opportunities within 

your practice data, set realistic targets and help you 
monitor and achieve your goals.
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To find out more about optimising your patient experience 
or to join the Customer Success Programme, contact us on 

01634 624 284 or email contactus@soeuk.com


