Front Desk Procedures
1.) Change the message daily so that it reflects what we are doing that day.

a.) Make sure that the message reflects that we are assisting other patients and will return their call within a certain time frame, i.e. 30 minutes or less.

2.) Make/put out coffee

3.) Check messages and return calls.

4.) Greet patients and let them know who will be escorting them to the operatory.

5.) Review financial options with patients after consults.

6.) Answer as many calls throughout the day as possible and return calls with in the time frame given on away message.

a.) phone should only ring twice before machine picks up

7.) Check patients out.

a.) “the patient in front of you is the most important patient”

8.) Schedule appointments according to our office guidelines for optimum results.

9.) Confirm appointments.

a.) “Hello, this is ________ calling from Dr. Cranham’s office. We are calling to remind you that we have reserved ______ hours for you on _____(day of week/date/time). If you are unable to keep the appt. we request that you notify us 24 hours prior to avoid a late cancellation fee of $35.00. We look forward to seeing you, have a great day.” 
10.)Handle lecture/equipment questions from other practices.


a.) Lecture questions can be referred to the Dawson Center or to Dr. C

b.) Equipment questions can be taken down and can give the practice a return call.

11.) E-mail messages through inter-office e-mail.

12.) Scan info into patients files.

13.) Daily Deposits


a.) Print day sheets.


b.) Check payments against day sheets

     c.) fill out deposit slip & put in bag for pick-up next day.


d.) make extra copy of deposit slip for accountant.

14.) Billing & collections


a.) Run month-end each month


b.) Print out bills & mail them

15.) Keep conference room neat.


a.) Wash dishes/throw away trash

16.)Know how office equipment works.


a.) Computers/software

b.) Phone system/Fax


c.) Change out storage device for back-up 

17.) Complete spreadsheets for bonus cycles and make info available to                    Dr. C   so he can calculate bonus.

18.) Handle New Patient phone calls.

a.) Find out what the patient is looking for/needs by asking questions and listening to their answers.

b.) Let them know he will need to have a records visit in order to provide the most thorough TX plan.


c.) Get patients personal information.

d.) Mail or e-mail new patient packet to the patient.


e.) Answer patients’ questions about what the records appt. consists of.

19.) Assist hygienist and assistants with photos.

20.) Keep reception area neat. 


a.) Clean up trash from hospitality area.


b.) Straighten magazines.


c.) Keep pillows on sofa.

21.) Call in payroll.

22.) Seat patients in operatory when assistants are busy.

23.)Answer or pass on questions from the lab.

24.) Help break down operatories on busy days.

25.) Set up coffee for the next day.
26.) Submit insurance daily


a.) include narratives & x-rays

b.) send form letter to patients letting them know that a narrative & x- rays were sent to their insurance company.
