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1. Teach your team how to focus on one 
call at time. Visualizing is a great tool for 

staying focused on the next call. Think 
about “Mary,” the next prospect in line to 

call. What does she look like; how can you be of 
service to Mary?

2. Create a voice message script. Create an outline for the 
messages your team members will leave. Again, hold them 
accountable for using the script. 

3. Provide headsets that work for your team members. It’s faster 
and easier for them to navigate, and it cuts down on fatigue

4. Observe your team members as they make and take calls. 
Listen carefully to the tone of voice. How are they doing, 
really? Watch their body language. Should they be in this 
position? Do they need a break? Do they need water? 

5. Teach your team to use good listening techniques by paying 
attention to the tone, the voice and the breathing of the 
patients, as well as the background noise. 

6. Teach your team to keep detailed notes on each call, 
especially documenting the exact language and vocabulary of 
your prospects. Remember that without the telephone, you’re 
out of business. Pay close attention to how your phone (leads 
you paid for) is being answered and monitor those calls to be 
sure you’re capturing all sales opportunities. Give your team 

all the important ongoing coaching, training and information 
they need to be successful. Set them up to win, not fail. 

7. Decide that the First Impressions Director (front desk, 
reception position), is critically important to your business. 
Rollout the red carpet! Stop dealing with turnover. Sell with 
integrity.

8. Monitor all team members that use the phone, chat, text, 
email, fax, etc. You must Inspect What You Expect™. 
However, you must go at this from a positive point of view. 
Share with your team that the purpose of  monitoring calls is 
to identify all the great things they do so you can repeat them 
and all the areas that need to be tweaked fast. This technique 
is the quickest way you can grow your business.

9. Teach self-critiquing. Your team members should know 
how to critique their own calls and then provide you with 
feedback. 

10. Implement a bonus plan (commission works best) that 
promotes more business for your practice, which will make 
even more money for your team members.

11. Have fun! Don’t give up! You can do this! 

Chris Mullins (aka The REAL Phone Sales Doctor) is president and founder of Mullins Media 
Group TM, a communications and consulting firm for dental practices.

Marketing from the inside-out is the 
most effective and inexpensive way to 
get new patients. Patient referrals are 
key. The key to keeping the patients 
you have and have them refer their 
friends, family and coworkers is letting 
them know you appreciate them. 
Below is a list of the 12 things you can 
do TODAY to market your practice at 
little or no expense. 

• Thank your patients for coming 
in and tell them it was good to 
see them. This is will go very far 
when a patient is trying to decide 
between you and another dentist. 

• Your patient waiting area should 
be inviting and peaceful. 

• Make every effort to see your 
patients at their appointed time. 
If they have to wait, they will be 
agitated by the time you see them. 
If you must make them wait, 
apologize. 

• Look patients eye to eye when 
speaking. This will create a bond 
and build trust. 

• Never make a patient feel stupid 
for asking questions. Make sure 

your team follows this rule as 
well. 

• When having a casual discussion 
with a team member in the 
presence of a patient, always 
include the patient in your 
conversation. 

• Your patients’ time is important 
too. If you can save them a trip 
by doing one extra procedure, 
do it... it’s more cost effective for 
everyone involved. 

• Treat every patient the way you 
want to be treated. When you’re 
with them, give them your 
undivided attention. They should 
feel like the most important 
person in your office. 

• Ask your team to abstain from 
wearing perfume. Many people 
are allergic and they won’t say 
anything about it... they just won’t 
come back. 

• Patients should see that your team 
respects you and their co-workers. 
If they see tension of any kind, 
they may not come back and 
certainly won’t refer friends and 
family to you. 

• Having nicely framed posters 
in treatment rooms is an 
inexpensive way to promote 
your services. Display posters 
of services available in your 
practice. i.e.: Invisalign™, 6 Month 
Smiles, implants and implant 
restoration, whitening services, 
specific cosmetic procedures and 
materials, same day crowns, oral 
cancer screening, etc. 

• My favorite and number one tip 
for inexpensive and yet, very 
effective, marketing is: Make your 
own post op phone calls and give 
your patients the unexpected. 
This will go further than you can 
imagine and will tell everyone 
they know about you. 

Mary graduated with honors from Florence-
Darlington College and continued her education 

by studying Business Management at Limestone 
College. In 2002, she started The Dental Business 
and continued her work as a practice management 

consultant and coach guiding her clients to 
quick results. Mary can be reached at mary@

thedentalbusiness.com 

MARKET YOUR PRACTICE FROM THE INSIDE–OUT
by Mary Fisher-Day3

             Secrets to Coach Your Team to be Telephone Winners!
                                             by Chris Mullins2

NOW ACCEPTING SCHOLARSHIP APPLICATIONS!
Attention all graduating Seniors!  Do you or someone you know plan to pursue a 
degree in the medical or dental field?  If so, we have a great scholarship opportunity 
for you!  Visit our website at premieroralmaxsurgery.com to obtain an application to 
be considered for a $1,000 dollar scholarship.  Shown is a photo of our 2017 winner, 
Jinan, with Dr. Richard Miester. 

CAN YOU GUESS MOE’S MOVIE QUOTES?
• “You had me at Hello”
• “I think we’re going to need a bigger boat”
•  “I feel the need…The need for speed..”
• “Roads?  Where we’re going we don’t need roads..”
• “Houston, we have a problem”

Answer key on back page.

APRIL IS NATIONAL FACIAL PROTECTION MONTH
This month we're spreading the word to remind both children and adults: as you suit up for outdoor 
activities this spring, don't forget to protect your face and head. Spring often brings a flood of patients 
suffering with head, mouth and facial injuries resulting from sports-related accidents to doctors' offices 
and emergency rooms. Many oral and facial injuries can be easily prevented with the use of sports 
safety equipment like helmets and mouth guards.

National Facial Protection Month is sponsored by the Academy for Sports Dentistry, the American 
Academy of Pediatric Dentistry, the American Dental Association, the American Association of Oral and 
Maxillofacial Surgeons, and the American Association of Orthodontists. Together we encourage children 
and adults to enjoy the pleasures of the season by using common sense and taking the necessary 
precautions to prevent sports injuries.
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OFFICE INFORMATION:

www.PremierOralMaxSurgery.com
Dr. Richard D. Meister • Dr. Jason J. Swantek

Dr. Kevin C. Gams

Janesville Office
Monday – Thursday: 8am – 5pm

Friday (6/15 – 8/24): 7:15am – 4pm

1602 N. Randall Ave • Janesville, WI 53545
Phone: 608-756-8744 • Fax: 608-756-5344

jvl@premieroralmaxsurgery.com

Monroe Office
Monday, Wednesday, Friday: 8am – 4pm

121 6th Street • Monroe, WI 53566
Phone: 608-325-7177 • Fax: 608-329-5840

monroe@premieroralmaxsurgery.com

Roscoe Office
Currently in an effort to better serve our referring dentists – patients from Roscoe/Rockford area will 

be forwarded to one of our convenient Janesville or Monroe locations.

NorthPointe Health and Wellness Campus • 5605 East Rockton Rd. • Roscoe, IL 61073
Phone: 815-525-4700 • Fax: 815-525-4705

roscoe@premieroralmaxsurgery.com

IN NETWORK CARRIERS:

 MEDICAL DENTAL
 Alliance Anthem BCBS Grid
 Anthem BCBS PPO Cigna Radius Savings
 Dean Delta Dental of IL
 Mercy Delta Dental of WI
 Health EOS Humana
 Physicians Plus Metlife
 Prairie States United Concordia
 Unity United Health Care

WE ARE DELIGHTED TO ANNOUNCE THE  
ARRIVAL OF DR. KEVIN GAMS EFFECTIVE APRIL 16, 2018! 

Dr. Gams, born in Janesville, graduated with a degree in chemistry from the 
University of Wisconsin-Madison before attending the University of Iowa College 
Of Dentistry.  Upon earning his dental degree and completing a general practice 
residency program in Ohio; Dr. Gams went on to complete a rigorous four-year 
training program in Oral and Maxillofacial Surgery at the University of Texas-
Houston.  He, his wife and their two girls have been residing in Iowa and are very 
excited to return to Wisconsin and to call Janesville their home once again. When 
he isn’t working or spending time with family, his hobbies include: hiking, golfing, 
running and rooting for the Badgers and Packers.

THANK YOU TO ALL OF THE CONTRIBUTORS  
TO MAKE THIS POSSIBLE!

For the annual Health Net fundraiser – Premier Oral Surgery issues a challenge 
to the local dental community to donate to this worthy cause guaranteeing a 
match of up to ten thousand dollars!  We are happy to report that again this 
year our challenge was met, and we were able to raise over twenty thousand 
dollars!  Health Net is a nonprofit, volunteer based, free charitable clinic that 
is dedicated to providing quality medical and dental care to the uninsured, 
underinsured, and low-income residents of Rock County.  Shown is a photo 
of Dr. Jason Swantek presenting a check of $10,000 to Ian Hedges (CEO of 
Health Net) & Heidi Van Kirk (Development Director of Health Net).

SHOUT OUT TO THE  
JANESVILLE POLICE DEPARTMENT!
Recently, the staff at Premier participated in an in-depth woman’s self defense 
training course put on by the Janesville Police Department.  We can’t thank 
them enough for setting aside the time to provide this opportunity to us and 
for their daily contributions to the community!SAM
PLE
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