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All change, please

The partners at 740 Dental in Bournemouth carried out an audit of their
practice processes and the companies they worked with. Practice manager
Marian Grimes and principal Andrew Prynne take us on their journey

The team at 740 Dental in Bournemouth

During 2009, we worked with an
interior design company to create
areception area that is stylish and
welcoming, but also functional.
The refurbishment itself took
around five months and at the
same time, we worked with a
dedicated dental design company
to create new brochures and a
logo that we felt complemented
the new image of the practice.
Throughout this period, we were
always mindful of the possible
negative impact that changes
can have, particularly on older
patients, so the refurbishment
and re-design was undertaken
in a sympathetic manner. We are
pleased to say the results were
fabulous and have been really
well received.

Part of our offering to patients
has always been a dental payment
plan, which we feel makes on-
going treatment more accessible
for patients and makes us less

liable to the peaks and troughs
of the economy. We had joined a
national payment plan provider
in 1996 and remained with them,
despite becoming increasingly
dissatisfied.

Prominence

Our practice audit finally made
us question some of the increased
charges we had been liable for
in the previous 12 months and
also, having spent considerable
resources developing a practice
brand, it seemed something
of a waste if we were unable to
continue the prominence of our
brand through to the payment
plan. In a sense, we felt that our
brand was being consumed by a
bigger, national brand.

We have always appreciated
the value of a payment plan so we
undertook a process of choosing a
new provider and were delighted
with the proposal that DPAS

“We have learnt a great deal
from this process and have
come to value the importance
of working as a team”

For more information about the practice, visit www.740dental.co.uk.
For more information about DPAS, visit www.dpas.co.uk.

put to us. Of course, changing
any supplier after a relationship
lasting 13 years is a big leap, but
especially so when the change
will directly affect patients. If they
didn't accept the change we ran
the risk of losing the patients for
good. However, we needn’t have
worried; of the 2,400 patients
on plan at the beginning of the
changeover process, we lost only
50 — some of whom had moved
and only a handful sought a new
practice because of the change.

Changing  something  so
fundamental as the way in which
patients pay for your services
is quite a prospect, but the
company helped and guided us
through every aspect. We agreed
the structure and prices for a
maintenance plan (740 Total),
a childrens plan (740 Club)
and a membership plan (740
Membership). The changes were
communicated to patients via
a letter and brochures, which
DPAS helped compose. We put
a postbox in our reception area
where patients could leave their
new direct debit form and then
we waited for the response.

Benefits

We have benefited from our
changeover in a number of ways,
we have an excellent relationship
with DPAS and really feel they
are part of our team — our local
representative even came in to
the practice and helped field
phone calls from patients in
the days immediately after the
announcement was made. This
was great for the patients who
had any concerns allayed, but
also was a great morale booster
for our front of house team, who
felt supported throughout the

740 Dental was given a full refurbishment and new logo
design

process. A sheet of frequently
asked questions (and the
answers) was provided so our
reception staff had the confidence
to take calls from patients.

Previously, we received the
fees of patients who settled their
plans on a monthly basis, now
we receive them in advance at
the beginning of the year. This
has had a positive impact on
our income as we get the benefit
of the capital. Coupled with
the lower cost to the practice of
the plan administration, we are
definitely benefiting financially
from the changeover.

It also gave us the opportunity
to re-evaluate our existing plans.
We had already identified that
the inclusion of endodontic
treatment in the plan was
causing us an issue and a certain
amount of inequality among the
patients. Basically, it meant that
every patient would have to pay
more for their plan regardless of
whether they ever needed this
treatment. We wanted to retain

the existing costs of our plan, so
we decided to remove endodontic
treatment. Although there was
some initial discontent about
this move, when the reasons
were explained to patients they
understood and our decision was
happily accepted.

The changeover to DPAS —
although a little nerve wracking
— was very smooth and there was
always someone at the end of the
phone. We have learnt a great
deal from this process and have
come to value the importance of
working as a team.

We were always confident
in our decision to change plan
providers but acknowledge that it
involved quite a lot of work. We
did have to remind people that
the change was taking place and
each of the dentists did their bit
to answer questions from patients
in the surgery.

We are delighted with our
change and believe that in the
medium- and long-term it will be
a great move for the practice.
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