OJur Patient

{my}dentist

helping the nation smile

“We are like a
et big family, we all
Surprlslngl‘l work together”
Brilliant




We have to ask ourselves
IS OUr service good enough
For the ones we love?

Are we
effective?

S oUr service

responsive well led?

to people’s
needs

A patient is not
just a patient...

they are someone’s
mother, father, grandchild, /= =+,
son, daughter, lover /'  &a
or friend.

S our
service
safe?




Need to make a
course change to
grow our
affordable

private.

Patient First

The world is

SO ar€

affordable private treatments

> N¢

We have an
opportunity to reinvent
ourselves; modern,
digital, responsive,
informative, caring G
community oriented.
To name but a few.

How do people react to
pad customer service?

0% of consumers
read online reviews -

for local businesses
in 2017

Consumers read

an average of ?

reviews before
trusting a business

Customer service
Interactions over Twitter
have increased % in the

last two vears.
~Twitter

% of people trust
online reviews as
much as a personal
recommendation.
~ BrightLocal

0% of unhappy
customers who are

% of consumerswho *° | °. 0 non-complainers
switched brands did so 66 / 0 S'Ttpg‘i/nlﬁ;;e-

because of poor service.
~thinkJar

% of 25-34-year-olds
share poor customer
experiences online.
~ New Voice Media

Organisations that
optimise an emotional
connection outperform .~

competitors by? .
~ The Disney Institute

0p tell their friends

2 60 /0 I.:or every customer

who bothers to
complain, how many
other customers
remain silent.

~ White House Office
of Consumer Affairs



Acting on patient feedback

Below us an independent review of our
online performance

» Rude staff and poor treatment from the dentist.

Staff

o

Sentiment

e S0 you can imagine my dismay when | speak
to receptionist after 30 mins who tells me that
the dentist, not my dentist, is stuck in a
complicated surgery.

» The receptionist | spoke to was rude and abrupt.

o | complained and was told my complaint would be
investigated by the practice manager who | had the
complaint about!

Volume

: » Receptionist today was extremely rude and | heard
1,970 Reviews and Surveys

another 2 people complaining about her, if she
worked for me she would be fired.

» They cancelled multiple appointments and then
took me off the register after claiming that I'D
cancelled them.

o | take time off to visit dentist and told oh the dentist
cancelled your appointments.

Getting an
Appointment

o In each case we've just received a letter stating that
-100 the appointment has been cancelled and asking us
to contact them to make a new appointment.

Sentiment  Being pregnant, | have not been at my most

clear, and am really disappointed that they have
cancelled my place due to getting one appointment

Volume wrong recently.

399 Reviews and Surveys . | agreed to a hygienist appointment but then

couldn't get an appointment for another five months.

 You're just a money paying inconvenience to them.

Affordability/Value

Q « Money for nothing...reception impolite...rude and

unprofessional.

Sentiment

o | said | don't have that sort of money and the
m dentist then sighed!!!

« On a downhill tumble, avoid if you value your
time and money.

 Only to be told that they can't post money
and someone had been asked to contact the
affected patients, apparently there were a
few from that day!!

Volume
240 Reviews and Surveys

RESPONSES

Friends & Family Scores

25,000

100%
—98%

20,000

96%
—949%

15,000

10,000

92%
—90%
88%

5,000

— 86%
84%

Yy ]

L 82%
80%

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

' 2018 RESPONSES ' 2019 RESPONSES — 2018 REC SCORE — 2019 REC SCORE

Our online scoring

¥ Trustpilot

4.6/5

i’ 1.9/5
Positive ~ Neautral Negative Positive  Neautral  Negative

909% 304 70/ 11% 1% 88%
~7 NHS
* * 3.4/5

Positive  Neautral Negative Positive = Neautral Negative
51% 4% 45% 58% 3% 39%

2.96/5

G Google Reviews

Feb-19  Febvs Dec - increase SouthEast  Sep-18

No of reviews 3417 3,846 4,501 19%
Star rating (out of 5) 2.80 2.87 296 3%

No of reviews 112 1,230 1460
Star rating (out of 5) 2.73 277 2.85

Fob ve Dec - increace Wales and South West ~ Sep-13

NW - Central and NI

No of reviews 816 Jl4 1101 20%
Star rating (out of 5) 3.26 3.28 3.33 2%

No of reviews 920 1,057 1,249
Star rating (out of 5] 2.5¢ 2.59 2.7

Feb vs Dec increase

NE and Scotland

No of reviews o693 b4 /ol 16%
Star rating (out of 5) 2.82 2.83 2.94 4%

KRR

kg,

3%

5%

RECOMMENDATION SCORE

Feb vs Dec increase

19%

Feb vs Dec increase

18%




We have 3 recurring
themes of Complaints

Acting on patient feedback

3 Appointments

0 GDC casesinJan13 vs 4 in Jan 18
156 complaints received Vs 143 in Jan 18

Customer

Appointments  Phone Issues Sorvice

South East { YTD1,59C }
141 (Jan19.

0 GDC casesinJan19vs 3in Jan18
129 complaints received Vs 123 in Jan 18
52 Legal cases Vs 14in Jan 18
19 positive Vs 22 negative feedback left

3 Treatment Plan

0 GDC casesinJan19vs 3inJan 18
129 complaints received Vs 123 in Jan 18

Wales G South West J YID1666 }

144 (Jan19) 1 comms in Surgery

O GDC casesinJan19vs 4in Jan 18 0 GDC casesinJan19vs3inJan18
156 complaints received Vs 143 in Jan 18 129 complaints received Vs 123 in Jan 18
33 Legal cases Vs 14 in Jan 18
32 positive Vs 25 negative feedback left

Top Sareas and Bottom S areas ana
what they did well what they need to improve

98.0% 97.5% 96.3% 96.3% 96.1%

88.9% 89.8% 90.0% 91.0%

South East

NW - Central and NI

Sussex and

Surrey Hants Lincolnshire

and Northnotts

Clear explanation of Ub
treatment options

Time Keeping

Appointrnent on time @ Reduce Waiting Time

South East

NW - Central and NI

Good Patient Care S -elt rushed, need more time . .
@ a—??jr_?e”;iﬁ Oer;«?efl ;c&uth to talk with the dentist More Staff in Reception
@_\/ future treatment
. -riendly staff, they talk explained and price given - Keeping to
etting you know what enust 1o be more clear
work you need before they “riendly staff particularly and thorough providing | -
Friendlv Staff start the dentist herself advice and support Jont tgkf
ienatly pa?e_jt eTore ' Friendly Staff
eatment.
Great Dentist Taken on time and each procedure Appointment on time More engaged reception staff

Welcoming Patients

S explainec appier staff on reception... no greeting no smiles



Patient time Coming Soon...
A period of time dedicated to exploring patient {my} taedback

experience as a team.
A regular time to focus on our patients.

Live and up-to-date
patient communications

{my}dentist Q ﬂ e

&
Feedback a = -

Altogether Better

How well have we worked together to support each
other and our patients?

o/’
Have we been a happy practice: Patients First

Have we treated our patients as one of the fam||y7 Our patients come first. It's as simple as that. Their oral

Can we give any examples of 3 great patient exp erience? health, the quality of care they receive, the experience
they get when they're with us - nothing matters more.

Have we been as Caring as we could be? We treat our patients like they're one of the family. So,

whatever they need and wherever they are, we're proud

: : 5
Have we had to Change patlents appomtments. to always deliver high-quality, affordable, individual care.

Why did this happen could it have been avoided?
Altogether better

We work as one team - both clinical and operational - to
work hard to create as little inconvenience as we could? support our patients. With the largest network of local

Did we let the patient know as soon as we could and

practices in the UK all working together, we can offer our

. . ?
What could we do different next time: teams everything they need: from marketing, HR, and

How have we scored on {my}feedback7 referrals, to access to the right materials, equipment and
clinical support.

This weeks actions...

my
huddle

Calls received -
Calls answered -
Happy Patients -
Sad Patients -

filll < . Vs




@ E mails and standaras

Making us accessible to patients

NE and Scotland  NW - Central South East Wales and
Total and NI Total Total South West Total We cu rrent\y Only Al coHeagueS
have 37% emall including PMs
72.0% 67.3% 71.5% 69.5% addresses for <hould be in

call answer rate call answer rate call answer rate call answer rate

our patients uniform

Answered Calls
2.417.333

Answered Calls
2,147 725

Answered Calls
2,198,835

Answered Calls
1,879,705

QJur practices
standards are
starting to

slip

Total Calls
3,479,079

Total Calls
3,003,129

Total Calls
3,269,042

Total Calls
2,612,085

Grand Total

We spend over £600k

69.5% on postage - if we Homemade posters
call answer rate could email recall & dayglow stars are

reminders it would creeping back in!
reduce to £9k Need to declutter

‘ leaflets

Total Calls
12,363,335

Answered Calls
8,643,598

@ Qur current call statistics

Restlessly Just think of
Ambitious all the trees we
would savel

Altogether
setter

“Always looking
forward to
improve”




Online engagement

We live our lives through social media and our
on line reputation is critical

Dr Affan Saghir, as an
example has created his
own luxury style Instagram
page, which has resulted
In over 30k followers, a
diary booked up for months
In advance and a direct
Increase In private
revenue

Many clinicians are
now taking charge of
their own social media to
promote their treatments,
through videos and before &
afters. As a result, they are
getting full books, increasing
their private revenue and
making a name for
themselves, digitally

Our AOHCs and
Orthodontic practices
are now using social media
to bring their practice and
treatment to life — showcasing
before and afters, their followings
are increasing by the day and
have seen an increase in
queries and appointments
being booked as a result

Restlessly
Ambitious

“Always
looking forward
to improve”

The marketing

team are currently

training all of our
AOHCs, Options, Focus

and Orthodontics practices

on how to properly use
social media to increase

private revenue..



Making our practices
clinically compliant

D\

Ensuring Quality and Safety is at the forefront of all
Makiﬂg Compliance the NOIrm our activities within our practices

Consistently demonstrate that our practices are
safe, well-ran, with well-informed patients who are
fully involved in their treatment decisions.

Every practice needs to achieve a ‘Green status
of 75% or greater through the year.

BANBURY 2

Specific Dental Days in

| ,.._ — j . - & ' 8 X 1.5-1“,«"', FAN | g I 0
B the prcticefor people @ ==ty - A 60% of our
e ™ .~ whoaredrugand ¥ L EREY)

=| \ alcohol dependent WALLSEND

he Practics practice INSpections

Manager introduced

o day for chicrer still get regulatory
recommendations

fairy” on-site

- TORQUAY UNION STREET
- BARNSLEY 7
- BRIDLINGTON

Dental Health
Education
In schools

CQC identified as a
notable practice for
working in partnership
with audiologists in

the community v Grace period of April G May for practices to achieve
Inspections outcomes 2018-19 oreen status

v st June to 31st March initiative monitored weekly

Not meeting
at least 1 Key
Question

Notable
Practice

Number of : Meeting key
Inspection lines of Enquiry

Area

21
10
10
12
52

NORTH WEST
SOUTH EAST
SOUTH WEST
NORTH EAST
TOTAL

20
10
10
11
51

1

v Practices RAG green until a task becomes two
weeks overadue

mycomply RAG Green FY19

YTD
CQC  TOTAL INSPECTIONS 52

v Ml will be available for region, area and practices

ACTUAL i\ neaTion JUNE SEPT DEC 201 MAR
—_— to track progress
) 131 14 10.7% 27 20.6% 39 29.8% 70 53.4% Inspections Additional info
NW 158 10 63% 56  354% 46  29.1% 113 71.5% 2018-2019 v/ myCOmply WIH be Va“dated quarterly

SE 135 37 27.4% 40 29.6% 51.1% 93  68.9% Wales inspections 4 No Immediate assurances
SW 179 20 11.2% 19 106 36 201% 118  65.9%

NI inspections 4 One with no recommendations
10

Scotland inspections

Initially one practice per area to ensure task
completion and data input is accurate




Upskilling our receptionists

Redefine the role of

the receptionist to Define the key

. All voicemalils responded
lead OUt our patlent Fasks for the to twice daily

journey ~receptionistrole |

On-line booking currently at 1.5%
moving to 4% by YE

30% to 40% of appropriate patient

communication digital by YE Surprisingly

Focused Brilliant

receptionist [ IL1° ﬂ[ ‘GEvery’ p tra tctice needs to anl cf:ciev;Sao/
training reen’ status on mycomply for 75%

or greater from June to year end
ntroducearea

champions Ffficient and engaged reception
teams trained to deliver patient
first experience.







