Optimum Referral System
What is it?

The Optimum Referral System is a technique designed to differentiate the value of each adult patient in the practice and reward the most valuable ones with time, attention, communication and rewards for their referrals and testimonials. 

Purposes: To increase the level of communication with all patients and especially those that are the most valuable to the practice so that they accept services, remain patients and refer others 

Goals: 

1. To engage quality patients with communication, information and rewards so each one refers at least one new patient per year. (This alone could solve the majority of your new patient needs.)

2. To keep the practice at top of mind of patients when thinking of dentistry

3. To grow the sheer number of good patients and keep them long term in the practice

4. Increase patient loyalty

5. To add dollars to the bottom line – make a larger profit

6. Increase personal satisfaction of the Dr and the appreciation that patients show to the staff and Dr generally

7. To increase your influence and communication systematically.



Classifying patients based on category 

Based on what: value to the practice or organization

The categories are: A B C D

Assigning to categories based on that value to your practice

Assignment bias: higher, if the patient responds positively, keep them there or move up

Big cases automatically get assigned the highest status

If patient responds neutrally or negatively: move down one or two categories

Moving from one category to another

Up

Down

Maintaining a category – does the basics

The higher the category, the higher the number of personal contacts and touches

 

A’s: - high value cases with completed financial agreements are automatically placed here and kept here for two years without any other evaluation, referred a patient within the past twelve months. Loyal to practice, has given success stories in written, audio or video form –video preferred. Keeps appointments and does not need excessive attention from the Dr or staff. These are patients you would like to have more of; participates in practice events, volunteers advices and helps. Communicates problems to bring to our attention as a help.

B’s: - Were high value cases more than two years ago, have referred a patient in the past 2 years, may have given a testimonial or success story in some form. Have kept financial agreements. Good patients who do not cause undue work or stress on Dr or Staff. Enjoyable to have in the practice. completes diagnosed treatment. Works with us as partners in their care.

C’s: - often established patients who have been coming for years, but have not referred anyone within the past two years, segments care into small pieces, often has incomplete care remaining that should be done, but generally delays care, heavily insurance dependent. Require more effort to keep in the practice and on the hygiene schedule

D’s: - anyone who has had to be taken to collection, does not keep appointments, history of non-cooperation, not following through with treatment, if this patient left the practice, no one would care. Treats the practice as a dental emergency room. As long as these are not more than they are worth, they can continue this way. Not good to activate for more frequent care – poor hygiene compliance. The worst of these are dismissed by letter each year end

Category A – top 5% - 10% - number of personal touches= 123

· Weekly emails - 52

· Monthly e-newsletter -12

· Monthly newsletter or letter of significance – 12

· eBirthday card -1

· Mailed birthday card -1

· Personal note from Dr – 1 to 2 per year

· Annual referrers event invitation for two – 1

· Patient of the Month announcements (selection from group A patients)– these go out monthly as new patients of the month are announced -12

· Invitation to go on the wall of fame -1

· Event announcements – 2 per year – dinner for select patients and significant others/ other practice event-charity

· Hygiene recall notices -2 to 4

· Holiday/ seasonal themed emails and letters -12/12

· Christmas

· New Year’s

· Valentine’s Day

· St Patrick’s day

· Spring time/first day of spring

· Mother’s Day

· Father’s day

· Fourth of July

· End of summer

· Fall and back to school

· Halloween

· Thanksgiving

· Other events/occasions as they arise

Category B – next top 20% - number of personal touches=94

· Weekly emails - 52

· Monthly e-newsletter -12

· Monthly newsletter or letter of significance – 8

· Emailed Birthday card -1

· Mailed birthday card -1

· Personal note from Dr – 1 per year

· Annual referrers event invitation for two – 1

· Invitation to go on the wall of fame -1

· Event announcements – 1 per year / other practice event-charity

· Hygiene recall notices -2 to 4

· Holiday/ seasonal themed emails -12

· Christmas

· New Year’s

· Valentine’s Day

· St Patrick’s day

· Spring time/first day of spring

· Mother’s Day

· Father’s day

· Fourth of July

· End of summer

· Fall and back to school

· Halloween

· Thanksgiving

· Other events/occasions as they arise 

Category C – next 50% - number of touches =89

  Weekly emails - 52 

  Monthly e-newsletter -12 

  Monthly newsletter or letter of significance – 4 

  Emailed Birthday card -1 

  Mailed birthday card -1 

  Annual referrers event invitation for two ( only if they have referred)– 1 

  Invitation to go on the wall of fame -1 

  Event announcements – 1 per year / other practice event-charity 

  Hygiene recall notices -2 to 4 

  Holiday/ seasonal themed emails -12 

· Christmas

· New Year’s

· Valentine’s Day

· St Patrick’s day

· Spring time/first day of spring

· Mother’s Day

· Father’s day

· Fourth of July

· End of summer

· Fall and back to school

· Halloween

· Thanksgiving

· Other events/occasions as they arise

Category D – bottom 20% - number of touches=83

· Weekly emails - 52

· Monthly e-newsletter -12

· Monthly newsletter or letter of significance – 2 - once every six months

· Emailed Birthday card -1

· Hygiene recall notices -2 to 4

· Holiday/ seasonal themed emails -12

· Christmas

· New Year’s

· Valentine’s Day

· St Patrick’s day

· Spring time/first day of spring

· Mother’s Day

· Father’s day

· Fourth of July

· End of summer

· Fall and back to school

· Halloween

· Thanksgiving

· Other events/occasions as they arise

