
Write a message

Hello! Can I reschedule my 
appointment? I had something 
come up here.   

Yes, Let me give you some 
alternative dates.

Mike Potts
(679) 846-2575
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Ask any Office Manager or practice operator where most of their stress comes from, and the answer is 
almost always the same: patient communication. The phone won’t stop ringing, patients miss 
appointments, emails pile up unanswered, and text reminders go out late - or worse, not at all. Instead 
of feeling in control, you’re constantly putting out fires. And when patients get frustrated or processes 
break down, the blame often falls on the front desk, even when the problem is the system, not the staff.



Communication breakdowns don’t just create stress; they cost money. No-shows, treatment delays, and 
missed calls all chip away at revenue. Patients drift to competitors who appear more responsive and “on 
top of things,” while staff morale sinks as the same problems repeat day after day.



Now, imagine a different picture: patient communication operating at peak efficiency. The phones are 
calm and organized. Every patient gets timely, professional follow-ups. Reminders and confirmations go 
out automatically, and the schedule runs smoothly.



The result? Patients trust your practice. Your team works with confidence. And instead of scrambling to 
cover gaps, you’re seen as the strategic leader who keeps everything running. The right technology can 
make this shift possible. Transforming phone, email, and text from daily frustrations into your practice’s 
most powerful tools for growth.


Introduction
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Phone

Phones will always be the heartbeat of the dental practice. New patients, emergency calls, or treatment 
questions usually start with a phone conversation. But all too often, phones are a source of chaos. Calls are 
missed while staff juggle check-ins, patients sit on hold, and no one really knows which conversations lead 
to booked appointments, and which opportunities slipped away. It’s frustrating for patients, demoralizing 
for staff, and expensive for the practice.



Solving these challenges starts with rethinking how your practice uses the technology behind your phones.

04

AI Assistant

Translate email Summarize

Generate

Foundation: VoIP Phone Systems

Essentials: Making Phones Smarter

Level Up: Advanced Features with AI

Summarize Call

www.practicenumbers.com

From Missed Calls to 
Meaningful Conversations

How to Master  
Patient Communications

Phone Call l Mike Thompson

Call duration: 02:41



Phone

www.practicenumbers.com05

Foundation: VoIP Phone Systems
Voice over Internet Protocol (VoIP) replaces outdated landlines with cloud-based phones that run over 
your internet connection. This upgrade makes calls clearer and more reliable, and gives practices the 
flexibility to answer the phone from anywhere in the office, or remotely. 



VoIP also integrates more easily with practice management systems, so incoming calls display a patient’s 
name, chart status, or outstanding balance before anyone picks up the phone. Instead of juggling sticky 
notes and transfers, your team can rely on a connected phone system designed for modern workflows.


Essentials: Making Phones Smarter
Modern phone systems do far more than ring. Features like auto-attendants greet patients with a 
professional message and give them quick options to reach the right person. Call routing ensures that 
emergencies get immediate attention while routine inquiries are directed to the right team member. Caller 
ID paired with patient records allows staff to greet patients personally and anticipate their needs before 
the first word is spoken. These small but powerful functions transform daily phone chaos into a smoother, 
more professional patient experience.

Ready to make a giant leap forward when it comes to your phone system? Consider layering AI into the 
mix. For example, PbN offers AI features that make every call a trackable, coachable, and recoverable 
interaction. AI can automatically identify whether an appointment was scheduled, rescheduled, or lost 
during a call, giving managers clear visibility into outcomes that were previously invisible. These insights 
highlight staff strengths, uncover missed opportunities, and provide data for coaching. When calls are 
missed, AI can generate alerts and follow-up tasks, ensuring no patient slips through the cracks.



The impact is dramatic: instead of operating in the dark when it comes to phone calls, practices gain 
clarity. Missed calls become second chances. Staff feel supported with real-time insights. And patients 
experience shorter waits, smoother conversations, and the confidence that their needs won’t be 
overlooked. The outcome is a calmer front desk, happier patients, and a practice that no longer leaves 
money or its reputation on the table.


Level Up: Advanced Features with AI

How to Master  
Patient Communications



Email

From Forgotten

Follow-ups to 
Professional Patient Care
Email is one of the most overlooked communication tools in dental practices. Too often, it’s handled 
inconsistently. Sometimes reminders are sent, sometimes they’re forgotten. Treatment plans are printed 
and handed to patients, only to end up misplaced or ignored. And patients who could benefit from 
ongoing education or encouragement between visits often hear nothing at all. This leads to confusion, 
missed appointments, lower treatment acceptance, and patients who don’t feel like the practice is 
invested in their long-term care.

Write a message

Hi Erica, you are overdue 
for your dental check-up 
at Bigger Smiles.

Big Smiles Dental  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Email
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Foundation: Reliable Email Processes
In its simplest form, email gives practices a direct way to reach patients outside the office. But reliability 
matters. A modern email platform ensures reminders, statements, and updates are delivered on time 
and without errors. It also allows practices to manage delivery settings, track open rates, and see who is 
engaging with their messages. This baseline functionality creates consistency. Patients begin to trust 
that your office will make sure they have the information they need, when they need it.

Essentials: Smarter Email Workflows
Beyond sending messages, email can create structured, repeatable workflows that save staff time and 
improve patient satisfaction. Automated reminders reduce no-shows by sending confirmations days or 
hours before an appointment without your team having to think about it. Digital treatment plans allow 
patients to review options at home, increasing the likelihood of acceptance. Post-visit thank-you emails 
and education related to their care reinforce trust and encourage patients to keep returning. These 
essential workflows transform email from an afterthought into a dependable extension of patient care.

The next step is adding intelligence to email. With AI-powered tools, like those offered by Practice by 
Numbers, practices can take communication further by personalizing subject lines, tailoring follow-up 
messaging, and even adjusting tone based on patient history. Instead of generic reminders, patients 
receive emails that feel written just for them. AI can also suggest timing, like sending a hygiene 
education tip two weeks before a patient’s next cleaning, to keep the practice top of mind. This level of 
automation and personalization ensures that patients feel seen and supported, without adding more to 
the staff’s plate.



When email is treated as a strategic channel, it shifts from being inconsistent and forgettable to 
becoming a driver of loyalty, trust, and treatment acceptance. Patients hear from you regularly, staff 
save time, and the practice builds stronger, more lasting relationships.

Level Up: Advanced Features with AI
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Text Messaging

From No-shows to 
Engaged Patients
Today’s patients live on their phones. Text messaging is often their preferred way to communicate, yet 
many offices still treat texting as an afterthought. Messages are rushed out at the last minute, phrased 
inconsistently, or skipped entirely when the front desk gets too busy. Patients forget appointments, 
reviews aren’t collected, and staff spend hours chasing people with phone calls that go unanswered. 
The outcome is predictable: no-shows, missed opportunities, and staff frustration.
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Foundation: Reliable Text Messaging Platforms

Essentials: Structured Text Workflows

Level Up: Advanced Features with AI
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Treatment Reminder

Hello John,

Thank you for trusting your dental health to us. 

As a reminder, here is a copy of your recent 
treatment plan:

1
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Foundation: Reliable Text Messaging Platforms
At its core, text messaging gives patients an immediate, convenient way to interact with their dental office. 
A reliable platform ensures messages are delivered on time and to the right number, whether it’s an 
appointment confirmation, a billing reminder, or a quick update. Simply having a consistent and 
dependable system in place can dramatically reduce the stress of last-minute cancellations or missed 
appointments. Patients begin to trust that important information will always reach them where they’re 
most likely to see it: on their phone.

Essentials: Structured Text Workflows
Beyond one-off messages, structured workflows make texting a powerful driver of patient engagement. 
Automated appointment reminders can go out several days in advance, followed by same-day 
confirmations that allow patients to quickly confirm or reschedule. 



Practices can also send post-visit texts with review links, making it simple for satisfied patients to share 
their experiences online and build the practice’s reputation. Even routine tasks like sending balance 
reminders or preventive care nudges can be streamlined through scheduled text campaigns. These 
workflows not only save staff time but also strengthen the patient’s connection to the practice.


The true leap forward comes when AI is layered into text communication. With tools like PbN’s AI-
powered SMS, staff no longer need to agonize over tone, wording, or timing. The system can suggest 
polished, empathetic replies to patient inquiries, ensuring consistency and professionalism across every 
interaction. AI can also adjust messages based on patient history, making communication more 
personalized and relevant. This combination of speed and intelligence helps practices respond faster, 
avoid missteps, and keep patients engaged without adding more burden to the front desk.



When text messaging is elevated from an afterthought to a core strategy, practices see fewer no-shows, 
stronger patient relationships, and a steadier flow of positive reviews. Patients feel supported, staff feel 
less pressure, and the practice gains a simple but powerful tool for keeping the schedule full and the 
experience seamless.

Level Up: Advanced Features with AI

Text Messaging

How to Master  
Patient Communications



Conclusion
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When communication is under control, everything changes. You’re no longer stuck putting out fires 
or covering gaps; you’re building loyalty, protecting revenue, and creating an environment where 
patients feel cared for and your team thrives. The right technology doesn’t just streamline workflows. 
It elevates your role to strategic leader, the person who keeps the practice moving forward with 
clarity and confidence.



That’s why communication is at the core of what we do. Practice by Numbers was built by a dentist, 
for dentists. We work only with dental practices, which means we understand the realities of the 
front desk, the frustrations of missed calls, and the ripple effect of no-shows on production. 
Communication isn’t an afterthought for us; it’s a core function. Because we know that when patient 
communication is working, everything else works better, too. 



Mastering phone, email, and text doesn’t just keep your schedule full—it earns you recognition. 
Patients see a practice that’s professional and responsive. Your team sees a leader who has given 
them the tools to succeed. And you step out of the shadows and into the spotlight, not as someone 
scrambling behind the scenes, but as the indispensable driver of patient satisfaction, team 
performance, and practice growth.



That’s the real power of mastering patient communication, and that’s why we’ve made it a priority.


Communication as 
Your Superpower
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For more information,visit PracticeNumbers.com

© PracticebyNumbers 2025

Practice by Numbers (PbN) is an end-to-end software solution for dental 
practices that eliminates the need for multiple, disconnected tools. This 
unified platform streamlines scheduling, patient engagement, revenue 
cycle management, and performance analytics. PbN helps dental practices 
reduce no-shows, optimize insurance workflows, and ensure profitability, all 
from one easy-to-use dashboard. No more jumping between systems, no 
more guesswork, just smooth, automated workflows that make running a 
practice easier, faster, and more profitable.





Thousands of dental practices trust PbN to do more with less, save time,


and boost revenue, all while delivering an exceptional patient experience.


Because when the office runs smoothly, everyone wins.


