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Creating a Profitable Team 

 
Second in a two-part series 

 
By Bill Blatchford DDS 

 

In the February 2011 issue of Business Bite, we recommended that the 
cost of team in your dental office be reduced to 20% of total collections.  In 
order to accomplish this, we suggest that you have robust systems in 
place.  Part One discussed Block Booking.  Part Two covers systems for 
financial arrangements, telephone techniques, and sales conversations. 
 
Financial Arrangements 
 
A firm financial arrangements system is essential.  Everyone on your team 
is cross-trained and can make good financial arrangements.  Treatment is 
lost in what a Blatchford Doctor labeled “the hallway of lost production.”  
That is, the walk from the treatment rooms to front desk where financial 
arrangements are to be made.   
 
Some rules for financial arrangements: 

 Every team member knows the fees, including the Doctor 

 No appointment is given until firm finances are arranged 

 Decrease statements (very costly) by collecting at time of service 

 Know the Care Credit rates for treatments of any size 

 Everyone knows about money and can make finances work in your 
office 

 Quit being the bank.  Use outside funding, it works 
 
You and your team need to continue creating a strong financial system.  
Collections should march with production.  Be prepared. 
 
Telephone Techniques 
 
The first impression of your office may come from a Web site visit, a social 
networking opportunity, or a phone call.  How prepared are you to make a 
good impression every time?  There are phone conversations that work.  
However, without preparation and practice, you can turn people off 
completely. Do you have the right person to make that initial impression? 
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 What are your expectations for the initial phone call? 

 Are we asking important questions or are we order takers? 

 What is your conversion rate for phone calls or Web site visits that 
ultimately become treatment accepted? 

 Is your team well-versed on your recent marketing efforts and 
specials? 

 Does your receptionist act as a strict gate keeper or makes the 
introduction to your office a welcoming and memorable one? 

 Do you offer any training and scripting for your team members? 

 Can you answer the phone well and work the computer? 
The Doctor should have such great team members trained so as to not be 
worried about phone or patient conversations.  The leadership and values 
you hold should be displayed in your team members’ conduct. In 
establishing strong phone skills, consider TAFI—“The Art of First 
Impressions” at http://www.practiceperfection.com/ 
 
Sales Conversations 
 
The system that is missing in many dental offices is mastering the sales 
conversations.  Traditionally, we put pressure on patients by trying to 
educate them clinically.  We tell them about our wonderful work and fail to 
find out from the patient what it is that is important to them and the picture 
they see their smile.  We turn people off to larger treatment because we 
have not engaged the patient as the important part of the sales process.  
Mastering sales is a lifelong study and this system alone will result in larger 
cases being accepted, which means filling the morning blocks with ideal 
treatment. 
 
Making the bold decisions to have your team costs at 20% requires finding 
the right people for your team. The best people may not be experienced in 
the dental field but are curious, attentive, committed, personality plus, and 
want to make a difference.  Be willing to look beyond dentistry for team 
players.   
 
Be willing to let people go when the action is not moving the team forward. 
Too many dentists tell us “I knew a year ago it was not working out but I 
kept hoping.” Bad apples can destroy a team and the good players become 
frustrated when the Doctor allows sub-par behavior to continue and the 
good ones will find another place to flourish. 
 
It is imperative in the New Economy for team costs in dental office be at 
20% of collections.  The leader needs to make the bold decisions as this is 
definitely not a committee decision.  Implement the many strong systems to 
make it work with three team members. Each team member than can be 
rewarded with better pay and a team bonus.  Our Blatchford Doctors tell us 

http://www.practiceperfection.com/
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reshaping their team was the hardest thing they had to do but the end 
result is more joy in dentistry.  
 
Dr. Bill Blatchford, America’s premier dental business coach, concentrates 
on net return, more time off through better sales conversations, strong 
systems, teams who bonus and leadership. He has written two books, 
Playing Your ‘A’ Game  and Blatchford BluePrints. His Custom Coaching 
Program creates $100K increase in net and 6-8 weeks off.  He can be 
reached at www.blatchford.com and (888) 977-4600. 
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