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Patient retention is one of the most overlooked marketing tools: After all the marketing is done, how do 
you keep them and wow them?

According to the America Dental Association, only 46% of American actually visit dentist. That means that less than half of 
your community is seeking care and the other half will never become patients. When you do capture a new patient, what 

keeps them in the “active” status? How do you create the necessity for continued care? Marketing works, we know that, but in 
dentistry we know there is a capacity issue. There is so much time in the day and so many procedures we can do, that being 
said. If we are always getting new patients, the practices had to have lost patients. Otherwise, the practice would be overflowing 
with patients and we would be adding new rooms and providers about once every three years. So, why is it that so much time 
and money is spent on recall and reactivation? If you keep the patients you have and keep them on a cycle of preventive care, 
the new patients will only replace those who have died or moved away. Wishful thinking that is why there needs to be strong 
retention programs tied to the marketing and customer service protocols of the practice, creating a cycle of not just recall but 
retention.
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