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Everyone will cancel and no-show. Cancel-
lations and no-shows are not a prob-
lem. They are a symptom of a poor
system of scheduling and financial
arrangements. For almost 35 years, we
had no difference in our cancellation
and no-show rate on any day of the
week. In fact we got and kept it below
8% and because Saturdays were so
desirable, they were the easiest to fill.
Practices that have problems with this
on Saturdays have the same problem ev-
ery other day of the week. Yes, you have
to have a plan and have a system. In
fact, if you will just e-mail Max at max@
summitpracticesolutions.com he can
help you get a copy of our thirty-page
report on cancellations and no-shows.

I can’t get anyone to work Saturdays.
Heard this too. With unemployment
and layoffs running rampant, find-

ing people to work is not going to be

a problem. Our last associate who
became a partner worked 8-5 Wednes-
day, Thursday, Friday and Saturdays
8-2 with no lunch. We paid the staff
on Saturday as if they work eight hours
when in fact it was only 6. Our hygien-
ists worked three ten-hour days each
week plus one Saturday per month,
which averages out to be about a 32
hour work week. Imagine this,

Dr. Markham worked that schedule
and had a half a day off Saturday and
all day Sunday, Monday and Tuesday.
The staff that worked with him loved it
and would never consider going back
to the weekday schedule of the other
doctors.

My patients would never leave me. Wrong.
Fortune magazine did a survey last year
in which 1,000 people were asked
about loyalty to their Physicians: 87%
said they would change for a $5 differ-
ence in co-pay. Just in case you have
not had your coffee and this slipped by
you, in this new economy it seems that
loyalty is taking a back seat to price.
This started about 15 years ago when
insurance companies and commercials
began convincing us that everything is a
commodity so the only reason to select
a product or location should be price.

It evidently is working. Everyone of us
has gotten letters from patients that
said we were too expensive or didn’t
have the services they needed. Reread
what they said about the $5 and you
will realize that they had insurance and
they wanted to use it. Still think it’s

a great idea not to accept their insur-
ance! It’s called the “threshold effect”:
How many obstacles do you put in the
way of having someone become your
patient! Bottom line, your patients have
become more fickle and will leave for
anything. Add to this the fact that even
if you did impress them, our society is
more mobile and 20% of the popula-
tion moves each year. That means that
you have to replace 20% or more of
your patients each year to just stay even.

I would call these four reasons not to work
Saturdays, the great myths of dentistry. Kind
of like the final words of a redneck: “Hey
Bubba, watch this!”

LET’S SPEND A MOMENT
DISCUSSING THE “WHY" OF
SATURDAY APPOINTMENTS.

1.

You will increase your number of new
patients at least 20%. In our office we
averaged 15 new patients a week just
because we were open Fridays and
Saturdays. This statistic was gathered
when the patient said that they were
so appreciative of us seeing them even
though they were not patients of ours
(they couldn’t even reach their dentist
on Friday or Saturday). Is there any
question why your patients don’t come
back to you when we were there and
took care of their emergency or need
and they couldn’t even find you.

You can add about 15-20% capacity (the
ability to see more patients and hence
more production). Your goal should be
to produce about $25,000-$30,000 of
production per operatory per month
and $20,000-$25,000 of production
per employee per month. When you
get close to these benchmarks, you
should consider adding a doctor and/
or another hygienist. Associates and
hygienists are easy to find for Fridays
and Saturdays which would eliminate

any backlog of appointments, add valu-
able peak demand times and utilize a
facility that is just lying dormant during
those hours.

Differentiate your office from the competi-
tion. Heard this lame excuse the other
day: “Why would I want to do Satur-
days and Fridays when no one else is
doing it in my area?” Dr. Phil says it
best: “You just can’t fix stupid.” Today
we are either remarkable in what we
do or we are invisible. If you just do
the minimum and follow the lead of
the other mediocre dental offices, why
would you ever expect to catch the
patient’s eye! Services, hours, market-
ing, systems, staffing - they all make a
difference.

Saturdays and Fridays are the best days to
do same day dentistry. If you think about
it, why do you think that dental offices
get more calls on Fridays and Monday
mornings! The answer is that no one
wants to go through the weekend or
start the week with a tooth problem,

so they call. If you have the systems
and staff, capacity and where with all
to bring them in while always staying
on time and adding same day dentistry
to your menu, you will be able to print
money. There was never a day that we
couldn’t add an extra $2,000-$3,000
of collections to our bottom line. The
neat thing about Saturdays is that every
emergency was something that they had
put off for years. It was almost always
root canals, crowns and bridges and the
need to make a new partial or denture.
Literally, they were mostly the sweet
spot of productive dentistry. This treat-
ment that magically appeared on Satur-
days was always something the patient
“wanted” to fix, not something we just
told them they “needed” to fix. They
had the money, the time and the desire
to fix it. The surprising thing that we
noticed is that even though they came
in on a Saturday, in almost every case
they ended up being a repeat customer
during all of the days we were open. It
was that first visit where we inspired
them and exceeded their expectations
that gained the trust and had the pa-

The Power of Delegation

by Dr. William W. Oakes, DDS”

Most of us have heard somewhere that “delegation” is one of the keys to having a highly successful and profitable
practice. Most, however, don't know how and when to delegate responsibilities.

There are basically four reasons to delegate:
1. If someone can do the job cheaper than you... delegate!
2. If someone can do the job faster than you (while maintaining the same quality)... delegate!!
3. If someone can do the job better than you... delegate!!!
4. If someone likes doing a certain job better than you... delegate!!!!

The most obvious area to delegate tasks would be in the area of an EDDAs (expanded duties dental assistant). In
Indiana an EDDA can place fillings, make temporaries, pack retraction cord, take x-rays, adjust appliances and take
some impressions. | would like to advocate that you use these talented people to the fullest extent the law will al-
low. | know of practices where the staff does $100,000+/year in dental sealants!

When you delegate a task to someone, give them the authority to do the task and all the glory that goes with it.
And if you delegate a task and it doesn’t get done properly, before you blame the staff person, be sure you have
properly communicated the task to them. Now you must decide exactly what you want to delegate. List all of your
duties in the dental practice. There should be two lists: 1) everything you personally must do (prep teeth, give anes-
thetic, etc.) and 2) everything you want to do. Pick the handful you want to do (5-10 items).

Next, display the list where you and the entire staff can see it. Then delegate everything left on the list that you
don’t want to do. Give staff members the responsibility and authority for all else. Give your staff appraisal of the
job done often and discuss areas that you have delegated at your staff meetings.

There are numerous ways to keep track of the duties that each staff member is responsible for. In my office, we
have a message board with everyone’s name on it. Right below the name is a list of their duties.

Delegation is not a sign of weakness, but rather a sign of strong leadership. Your ability to lead increases
when you fully understand that:

1. Your work is done through others.

2. You need the team more than they need you.

3. Your pay increase depends on how well they (your staff) do their job.

When you learn, really learn, the power of delegation... you're well on your way to adding an extra $100,000/year to
your practice income!
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tient bond to our practice. The ripple
effect of this is that these desperate
patients (seemingly unwanted by some
practices) became our best referral
sources. We have a very intentional way
of handling emergencies so that they
feel welcomed, cared for and find that
we spent a lot of time to find out what
they wanted, what they could afford
and give them a solution that fit their
time table. When you ride into town
and save the day, people talk about it
and this increases referrals.

Saturdays are great special event days.

Almost every August and December we
found ourselves overwhelmed with the
need for more hygiene capacity. Parents

would put off the recall visit and then
at the last moment would call expect-
ing to get in the next day. Our solution
was to have all 10 of our hygienists and
even a couple of hygienists from a temp
service come in and occupy all of our
chairs for six hours. The doctors were
there, schmoozing the parents while we
knocked out 150 pedo cleanings in one
day. The goal was to get back to where
we could see a new patient in hygiene
within 2-4 days (not working days)
during peak demand times (7-10 and
3.6) from the time that they called in
for the appointment. Note: Blockages
are subtle and we need to be preemp-
tive about providing a solution so that
our momentum is not affected. We

even had Santa at our offices during
the holidays for our patients and their
friends to come in and meet Santa, get
a picture and a goody bag for the kids
and have the opportunity to tell 200 or
their closest friends what a great office
we were.

I hope this gives you a moment to pause
and reflect on just how “not sensitive” most
of us are to our potential patients.

You may contact Dr. Mike Abernathy at 972-523-4660
or at abernathy2004@yahoo.com.

Download Dr. Abernathy’s book, “The Super General Dental
Practice,” for free, before the next book on transitions comes out.
Each book builds on the previous one.
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FROM THE DESK OF GEORGE S. LEE, MD, DDS:
DENTAL IMPLANT SEMINAR

Our Dental Implant Seminar was held Tuesday November 1st at our office. It was great to have
so many guests join us to learn about options to replace missing teeth. We plan on hosting
another event soon. Christy will let you know if your patients attended the seminar and share
their names with you.

LUNCH AND LEARNS
We are still traveling during our lunch hours to offices to meet dental teams and discuss topics of
interest in oral and maxillofacial surgery. To be added to the schedule for a Lunch and Learn in your
office, call Christy at 931-552-3292. A new topic that has been requested from team members is “Implants — the Timeline from Start to Finish”.

ADDITIONAL TOPICS INCLUDE:

® Implants as the Standard of Care o Implant restorative parts & pieces ¢ Facial cosmetic surgery
o Sinus lift in preparation for dental implants o Immediate load full arch screw-retained dental prosthesis  ® Advanced 3D imaging
® Onal pathology — lesions of the hard and soft tissue @ Indications for the extraction of 3rd molars ¢ Facial trauma

 Bone grafting and the atrophic mandible and maxilla

5 OR 5 CAMPAIGN

This year we would like to invite your office to participate in our 5 for 5 Giving Back Campaign. We are collecting shelf stable food,
personal items, and monetary donations for Urban Ministries. Donations are key to the success of this ministry and I hope your office
will join us in this effort.

We are challenging each office to collect at least $5 or 5 food/personal items from each team member. The challenge will start on
Monday, November 14th and run through Monday, December 16th. We will pick up all items on the week of December 16th to deliver
to Urban Ministries.

Acceptable items include shelf-stable foods, such as canned goods and boxed foods, personal hygiene items, and baby supplies such as
diapers and wipes. If your office is limited on space, we would be more than happy to pick up items as your box fills up. The office with
the most points per team member receives a catered lunch on us!

e Each dollar will be 1 point ® Each food/personal supply item will be 1 point

We want to make this challenge fair for offices of all sizes. The winner will be based on an average that accounts for the number of team
members. We will average the points per person in the office. For example, an office of 4 employees turns in 15 items and $5 = 20 points
all together. Then an office with 10 employees turns in 20 items and $10 = 30 points all together. By averaging the offices, the office

with 4 employees would win because they averaged 5 items per person (20/4), where as the office of 10 employees averaged 3 items per
person (30/10).

To register your office, call Christy at 931-552-3292 or email at cdenote@cumberlandsurgicalarts.com.

Happy Thanksgiving! We will be closed Thursday November 24th and Friday November 25th.
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Why My Practice Loves Working @

by Dr. Mike Abernathy!
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Almost four decades ago, I began working every Saturday in order to increase my num-
ber of new patients and practice production. Keep in mind that my little town back
then had a ratio of one dentist to about six thousand potential clients (1:6,000). How
would you like those odds now?

I was young and stupid: Who in their right mind would work Saturdays? In fact, I
waited tables for two years after graduating from dental school because it paid more.
In addition, I worked two full days at McKinney Job Corps and did lab work for other
doctors on the side. I definitely had on my “whatever it takes” t-shirt. I have no excuse
for doing all of this other than a secret fear of dying broke. Bad news is, [ never outgrew S
1t.

I won’t harp on consumerism and doing what it takes to stave off insurance companies, corporate practices, Obamacare and the locust
horde of 5,200 new graduates every year, but I would like to take some time and see if I can help soften your resistance to actually having
your office open during hours that people would find convenient.

If we look at when people spend money on elective purchases, we find that 80% of what we spend our discretionary income on is done
after 5PM and on Saturdays. Why would you and I avoid the malls on Saturday and Sundays? Because most people are off weekends and
everybody and their dog is shopping and spending money at the malls and restaurants and “big box” stores.

Why don’t we see this on Monday through Thursday from 8-57 The answer is: They are working. Just this alone should be a walk-up call

when we consider that most of our patients have to pass thirty other dentists to even come to see us. Convenience, or giving our patients
what they want, when they want it, at a price they can afford is huge and not having our practices available on Fridays and Saturdays is a
huge hurdle to growth.

SO, WHAT ARE 95% OF THE DOCTORS SAYING?

1. Nobody wants Saturday hours: We've tried that before once a month and my staff says nobody wants to schedule on a Saturday. One bit
of advice for the doctor in denial: If your staff doesn’t want to do something, they will find a way to sabotage it. In fact, for those doc-
tors who have asked, yes, if their lips were moving they were lying to you about no one wanting a Saturday appointment. Patients are
just like us. In our fast paced lives, it is almost impossible to fit in everything we need to do. Add kids and it multiplies the problem.
Consider that most young families are dual income and there isn’t any time except Saturdays and Sundays to get the things done that
they know they should but don’t have the time to do.

WOTKING SATUMTAYS. ... ueiiee it (1, 2)
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