5 WAYS TO

ENSURE PATIENTS KEEP APPOINTMENTS
Failures to attend and late cancellations are a costly headache for many practices. Jane Lelean, international
business coach and former dentist, looks at how to make sure your patients turn up for their appointments

H

ow much downtime do you have in
your appointment books, and what is it
costing you in real terms?
I frequently get asked by many of my
clients how to reduce their failed to attend
(FTA) and late cancellation (LC) rate. While
there is not one single answer, there are lots of
things that you can implement that will result
in your books being fuller, and consequently
generate more fees and profit for the practice
and you.
The tips that I would like to share with you
are simple and cost nothing to implement.
Dr Jane Lelean at Healthy & Wealthy is the first
and only dentist to be awarded Professional
Certified Coach status by the International
Coach Federation. She is also a member of the
Association for Coaching, an NLP practitioner
and is approved by the Institute of Healthcare
Managers.
www.healthyandwealthy.co.uk
www.theinstituteofdentalbusiness.co.uk
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1: Get commitment
In his book Influence, the Psychology of
Persuasion, Robert Cialdini explains that once
someone has given their commitment they
are less likely to back out.
It is important that we ask for actual
commitment from the patient to say or do
something rather than making suggestions,
because passive behaviour is less likely to
deliver the outcome we are after.
Commitment from patients can be
obtained in many ways, including some of the
following:
• Engaging the patient so they verbally say
‘Yes’
• Taking payment up front
• Signing a consent for treatment form
• Making block bookings of appointments
• Joining a membership plan.
The more commitment you get, the more
likely the patient is to attend, so I invite
you to develop systems in the practice that

routinely ensure your patients’ commitment
is obtained on multiple occasions.

2: Text and e-mail reminders
Most modern practices are computerised and
have the automatic facility to send text
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Texts are a good way to remind people about
appointments - but word them carefully

