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2014 DENTAL DOW WRAP-UP
COLLECTIONS SEMINAR
BEWARE RANSOMWARE
HOW DOES YOUR PROD/HR COMPARE?
NEW PATIENTS AND THE WEB

insurance is something you have to do every
day so why not do it well? And, it takes the
whole team!

DENTAL DOW JONES:
2014 WRAP-UP:

Bill Rossi
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Comparing 2014 to 2013 statistics for
the mature area practices sampled, we This seminar is almost always a sellout. As
found that practice production was up clients, you get first dibs and a discount! $198
4.2% and collections were up 3.1%. first personthand $168 each additional. Register
by May 15 and receive $40 off per attendee.
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0.4%

0.4%

1.6%

3.5%

2.2%

3.1%

THE RUSSIANS ARE COMING—
Total patient flow was up 3% with new patients DON’T LET THEM BLACKMAIL YOU!
being up 6.4%. The average production per exam
Kelly Larson and I have noticed that when we
was up 1%.
look at clients’ Google stats to find out where
Metro Area fees were up 2.4%. Outstate Area
the searches are coming from we occasionally
fees were up 3.2%.
see searches from Moscow, Cape Town and
other strange places—doesn’t seem like it’s
As you can see this index indicates the most
likely they’re looking for a dentist here from
growth in five years. And, it’s nice to see an
there!
increase in patient flow.
I just learned a client of ours in Rochester, MN
EVERYONE ON YOUR TEAM HAS TO DEAL was attacked by the CryptoWall “ransomware”
WITH PATIENTS, MONEY AND INSURANCE.
virus. A staff member opened an email that
MAKE SURE THEY KNOW HOW!
looked like it came from Fed Ex and clicked
on a link in that email which encrypted all the
important data on their computers. They were
then prompted to pay a $1,000 Bitcoin ransom
to get their computer data back. Fortunately,
they had a good data backup in place. They
declined paying the ransom and working with
Friday, November 6th
Now Included:
their technology company, Erickson Dental
9:00am-1:00pm
Expanded Section Technologies, they were able restore their data
Embassy Suites
on Smart Coding! using their DentaVault backup service to get
Bloomington
them back to business with only having to reThis perennial favorite is a must for you and your enter a day’s worth of data.
team. Dealing with patients, money and

Check out these examples.

during a six month period in 2014 and new versions
are even more prolific.
A business series network firewall appliance
(approximately $800) is highly recommended and can
help eliminate these attacks by restricting certain files
from your network. It’s also very important to have a
server based antivirus software in place with the latest
definition files installed. Given the devious nature of
the emails, websites, and ad sites I would suggest
doing these things to protect your practice. Check
with your hardware support company about your
options.
You should never click on an email link or open an
attachment from someone that is not directly known to
you (but, again, that can be hard to filter out when its
names like Fed Ex, UPS and other convincing fronts).
Be sure your staff has been instructed not to open any
email attachments (those with .zip, .exe).
And, perhaps, it’s unfair for me to just pick on the
Russians. Hackers can and do come from anywhere.
All this means it’s very important that your staff only
use the Practice’s computer(s) for dental related
business. No personal email, no Facebook (except for
the office’s), and even be very careful on searches and
links.
If the practice does not have a good backup system,
they may have no choice but to pay the “ransom”. A
proper backup system is the key to recovery, and a
data restore may be your only chance of recovery.
Generally speaking, I don’t give a hoot about OSHA,
HIPAA compliance and we are certainly not in any
way experts at cyber security. However, as
reporters—people who make over 600 on-site dental
visits a year—we certainly keep our ear to the ground
and when we see a threat like this we want to let you
know about it. Bureaucratic fines we don’t worry
about. Having your operations all messed up or
stopped, well, that’s not to be trifled with. So, get
your defenses up NOW!

Can you see how easy it would be for someone to
open up the link?
According to Jeff Erickson at Erickson
Dental Technologies*, they have seen a
strong increase this year with an
average of four customers a month getting
the CryptoWall virus out of 1,250 clients.
Jeff Erickson
He says ransomware attacks are
definitely increasing. PCWorld reported that the
CryptoWall virus infected over 625,000 computers

*www.ericksontech.com; 800-477-6758
CYBER SECURITY:
We derived this quick checklist from an article in the
2015 Spring issue of The Profitable Dentist by Stuart
Oberman.
Yes

1) Staff members are prohibited from checking □
personal email or visiting Internet sites that
aren’t work related on the practice’s computer.

No

□

Yes

No

2) Anti-virus software is installed on the
computer and kept updated and checked
regularly.

□

□

3) The clinic’s wireless networks are shielded
from public view.

□

□

4) When accessing office data remotely,
Dentists or staff use only trusted Wi-Fi
hotspots and never use shared computers
(like at a hotel).

□

□

5) All smart phones and tablets are password □
protected in case the device is lost or stolen.

□

6) Data transmitted to payers’ health plans and □
and other healthcare providers is encrypted.

□

7) Practice has cyber insurance for protection
in the event of a breach of cyber security.

□

□

8) Staff has been trained not to click on links
or open files except from very specific
known sources (e.g., specialists).

□

□

STATISTICAL SNAPSHOT—A LONG VIEW OF
DOCTOR AND HYGIENE PRODUCTION/HOUR*
METRO AREA
2011
Avg Dr.
$586
Prod/Hr.
Avg Hyg.
$142
Prod/Hr.

2014

2012

2013

2014

$623

$641

$661

$747

$909

$143

$149

$153

$163

$194

2014

OUTSTATE AREA
2011
Avg Dr.
$478
Prod/Hr.
Avg Hyg.
$127
Prod/Hr.

75%tile 95%tile

2012

2013

2014

75%tile 95%tile

$499

$519

$531

$598

$720

$130

$133

$136

$153

$167

*The measurement here is Production per Hour Worked meaning not
including downtime. It is a measurement of what you and your
hygienists are doing when you are treating patients.

Why is production per hour important? I’ve never
been as focused on production per hour as some
consultants. I think that Doctors and their staff are
sometimes uncomfortable with this statistic because
it feels like someone has a stopwatch on you. There
is enough stress in your business without that!
None-the-less, if you want to make more, making
more per hour is the surest way to do it! You don’t
have to wait until you are booked out two months
to improve your daily and hourly production.
Production per hour is a function of clinical speed

(not the most important), but also, and more
importantly:
1)
2)
3)
4)
5)

Procedure mix
Scheduling
Staffing delegation
Teamwork
Technology, facility and equipment

There is a lot of play in these variables. Just minor
tweaks in any of the factors will come right to your
bottom line.

INTERESTING FACTS FROM
DENTALMARKETING.NET:
Aaron Boone who runs DentalMarketing.net, has sent
many thousands of mail pieces and he and his staff have
listened to thousands of new patient phone calls. So,
their statistics are backed up by real experience. Some
of his recent findings:
• It really is true that 80% of new patient phone
calls are female. I don’t suggest that you have pink
fluffy websites ☺ but it is important to be sensitive
to the female point of view. For example, young and
middle-aged women may be into Facebook even if
you are not, Doctor (I’m not either). Kelly Larson
keeps reminding me that people don’t talk over the
back fence anymore; they talk online and through
social media. Pictures of kids in the practice with
the Doctor and team should help too.
• New patients will only leave a message on
voicemail 10% of the time. This, again, underlines
the need to have the telephones properly manned
and coverage throughout the week.
• Our earlier research through our client data base
indicated that about 12% of offices in our area don’t
have a person covering the phone over the lunch
hour. After looking into this, we estimate that would
cost the average full-time Doctor about 4 new
patients per month.

DON’T WASTE THOUSANDS ON PHONY
ADVERTISING PROGRAMS!
We have seen many schemes that cost and don’t
deliver. Advertising is expensive and risky enough
without losing money on overblown hype. Before you
sign (or pay!), call us. We don’t sell advertising or take
kickbacks and so are not beholden to anyone but you.
Chances are if we haven’t heard of it, it’s experimental
(do you have money to blow on an experiment?). Save
your money for proven bets.

DO YOU KNOW HOW
EFFECTIVE YOUR WEBSITE IS?
We know that for many people Google is
the modern version of the phone book. If
you want to find a phone number or an
Kelly Larson
address for directions, you likely
"Google” it. From there you get the information from
their website or a directory listing. Voila!
What will someone see if they are looking for you? Try
it. Google your name. What do you see. Better yet,
Google "dentist [your city]". Are people finding you?
Hopefully, your administrative team is keeping
watertight records of your new patient referral sources.
In addition, you can get a bird's eye view of how well
your website is performing using Google Analytics
(see below). It is free. We track that data for many of
our clients and are able to give feedback on how their
statistics compare with the trends we see. If you would
like us to provide that insight for you as well, just
call me.

Mobile-friendly

Not mobile-friendly

The format of many newer websites is called
“responsive design” which means they re-adjust in size
and layout depending upon the size of the device you
are using (smartphone, tablet, mini-tablet). Google has
hinted that this is the platform they will prefer going
forward.
Is Your Site Mobile Friendly?
Call or email me and I’ll run a quick analysis to see if
your site is in compliance. It will take less than five
minutes – no charge! If I find there is a problem, we can
discuss what to do next to get you up and running again.

TELL YOUR FRIENDS!
MAKING SURE YOUR SITE IS MOBILELike you, we rely on our hard work and the good words
FRIENDLY IS MORE IMPORTANT THAN EVER: of our clients to meet more great clients! Convention
time is coming. Please tell your friends about us and to
Google has confirmed that starting on April 21,
stop by our booth to say “hello!”
they will be using mobile-friendly factors in their
mobile search results. They are launching a new mobile
ranking algorithm that will affect mobile search results.
It is not believed that it will affect desktop results.
What Does “Mobile-Friendly” Mean?
If your site is not optimized for mobile, it is not only
difficult for the Googlebots to properly interpret your
information but it is not very “patient-friendly” either.
A recent Google study showed that 48% of mobile
visitors who visited a site that was not mobile-friendly
felt that the company “just didn’t care about their
business”:
• Text is too small to read
• Content is wider than screen
• Uses incompatible plugins
• Links are too close together to easily navigate with
your finger
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