
Best Practices in Recare



Strategy Overview

Recare- The term used to describe one of the most important services we offer patients 
in dentistry.  Recare allows us to strengthen our relationship with parents, caregivers 
and patients and to manage their overall dental health at a high level.

D4C Dental Brand’s shared purpose is to Help Children Achieve a Lifetime of Great Oral 
Health.  In alignment with that, our philosophy for a successful practice places the 
patient as the most important consideration in any action taken. Nowhere is this more 
evident than looking at their participation in their overall dental health. In order to 
maintain an “active” status, a patient must participate in visiting the practice for 
preventive care at a level necessary to manage their dental health.



Strategy Overview

To quantitatively measure participation, an active patient is one who has an established 
hygiene date from 12 months ago to anytime in the future.

Great care must be taken to reserve a patient’s next recare appointment before leaving the 
office to avoid the risk that they may slip into a “past due” status. The effect of this not only 
hinders practice growth, but ultimately compromises the overall health of the patients.



What Makes Up an Active Patient Base?

Once a patient receives a hygiene service in the practice (D1110 or D1120) a due date is 
attached to their record.  From there, they fall into 1 of 3 categories below.

Patients Scheduled (Scheduled from Today’s Date to a Year from Today) 
+ Patients Future Due (Due Date from Today’s Date to a Year from Today)
+ Patients Past Due (Due Date from One Year Ago to Yesterday)
= Total Active Patients

Patients Scheduled ÷ Total Active Patients × 100%= Retention %



What to Know About Retention Data

Retention %- A measurement of the practice’s ability to retain patients in a hygiene program.  
Maintaining a retention percentage of 85% or greater allows the practice to monitor the growth 
and development of patients, improve their dental health and strengthen relationships.  

Future Due %- A measurement of the practice’s success rate of appointing the next visit at time of 

service.  Maintaining a future due percentage of 10% or less indicates the team is scheduling the 

next visit at time of service.

Past Due %- A measurement of the practice’s success rate of keeping patients scheduled.  

Maintaining a past due percentage of 5% indicates the team is not only scheduling the next visit, 

but doing it in a manner that parents, caregivers and patients value and in turn keep their 

appointment.



The Recare Strategy

• Educate parents, caregivers and patients on the importance of maintaining/improving their dental 
health 

• Explain the why behind the 3, 4, or 6 month interval 
• Review everything we perform at each visit 

Take cavity detecting radiographs 
Prophylaxis to remove plaque and tartar 
Apply fluoride or “vitamins” treatment
Perform a thorough doctor examination to detect dental concerns  
Plan treatment if needed

• As part of chart prep, document the last time the patient was seen for hygiene and if it is out of the 
appropriate interval, reinforce the importance of maintaining the recommended interval.

• Appoint the patient’s next visit at check in
• Adhere firmly to the broken appointment policy and re-enroll the patient into the practice utilizing 

the Same Day Only strategy



Top 5 Marketing Focus Areas for 2019Language Skills- Appointing the Next Visit 

Logistical Component:
FOC: Mom, I’m going to reserve the next appointment for Sarah now.  It’s 
one less thing to do when you check out and it ensures you get the day and 
time that fits your schedule.  The next time she is due is August 12th.  Which 
days and times work best?

Educational Component:
Hygienist: Sarah did great today. She had some build up of plaque around 
her molars, so I went over brushing and flossing with her. It had been 9 
months since her last visit, so that is not uncommon. Great home care 
coupled with this visit every 6 months will help ensure those areas stay 
healthy.  We look forward to seeing her in 6 months!

This is the key component to achieving 85% retention and helping children 
achieve a lifetime of great oral health.



Top 5 Marketing Focus Areas for 2019Recare Follow Up Activities- Future Due

Any patient who does not schedule at time of service or who cancels and 
does not reschedule, falls into this system.

Future Due:
Patient Engagement Software: Sends a message to parent/caregiver 3 
weeks prior to patient’s due date
Office allows 2 weeks for parent/caregiver to respond and starts calling 
patients due the following week (Reference the D4C Recare Calendar)

Future Due Call: Hi Ms. Smith, this is Karen calling from Dentistry for 
Children.  It’s that time again for Sarah to come see us for her dental visit.  
She is due on August 12th.  Which days and times work best? 
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This is the most critical stage of a patient to be in, as they are at risk of forming dental problems when so 
much time lapses between visits.  Children with a poor oral health status are nearly 3 times more likely than 
their counterparts to miss school as a result of dental pain.

Past Due:
Patient Engagement Software: Sends a message to parent/caregiver when the patient is 2, 6 and 12 months 
past due 
Office/Communications Center starts calling patients when they are 3, 7 and 13 months past due (Reference 
the D4C Recare Calendar)

Past Due Call (3 or 7 Months): Hi Ms. Smith, this is Karen calling from Dentistry for Children. I’m calling 
because we’ve missed seeing Sarah. How is everything going with her dental care? As you know, she’s past 
the recommended time to see the hygienist and doctor. I’m happy to reserve a time for her now. What days 
and times work best?

13 Months: Use the same verbiage as above. If parent doesn’t want to schedule at this time, please inform 
them we are inactivating the record. When they are ready, we are happy to establish the child again as a 
patient. 

Recare Follow Up Activities- Past Due



Patient Journey


