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Early to mild stage patients may be undetected for 
dental teams, as many of these patients have not even been
diagnosed. Physically, these patients will probably have no
problem maintaining their own oral hygiene regimen. 

Mild to moderate stages will begin to show a decrease in
ability to perform daily tasks, such as an oral hygiene regimen.
Learning or retaining new information, reasoning, writing, and
paying bills are more difficult. Knowing this, you and your team
may now prepare for potential solutions to make your patient’s
appointment as smooth as possible. 
n Allow patient time to answer your question or complete a

statement. This is tougher than it seems due to our own 
fast-paced speech and “stay on time” mentality.

n Simplify your language. Take your mask off and face the
patient to explain your recommendations or observations.

n Monitor comfort; ask if the patient would like to take a
break, if the room temperature is okay, etc.

n Avoid distractions, including background noise from music
and television. 

n Avoid new situations or altering routine times for appointments. 

n Continue to provide a calm atmosphere. Patients may 
hallucinate, repeat questions, provide life stories, or say 
they are going to see a spouse who you know has passed
away. Forego any argumentative statements or conversations. 

n Four-handed dentistry is the most beneficial for patients. The
patient’s ability to adequately brush may prove better than
the ability to remove plaque or food debris interproximally.
Diminished oral hygiene can take longer to remove the 
necessary build-up, and the team consisting of a dental
hygienist and assistant will accomplish the removal of 
debris in less time.

n You may make the patient’s next appointment in the 
treatment room. Make sure the appointment card is 
handed to the caregiver. You can also write two of them 
and hand one to the patient and one to the caregiver.

Caregivers will become your key connection in communication.
Responsibilities of caregivers include shopping for groceries,
making sure medications are taken correctly, assisting with
bathing, dressing, etc. Oral hygiene care can be difficult
depending on whether or not the caregiver has the time to
place products you recommend and can follow the instructions
for best results. A product that was once a fit for a patient may
be reevaluated according to the patient and caregiver. 

Take into account the patient’s behavioral problems. For
example, mood swings can determine whether a patient is 
willing to brush or have someone help. If combative, the 
caregiver may decide to submit to the patient’s wishes.
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UNSCHEDULED TREATMENT 
–Create patients for LIFE!
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Every visit is an opportunity to create a ‘patient for life.’
When a dental team is about GIVING versus SCHEDULING
PRODUCTION, relationships grow. When patients are emotionally
ready to accept recommended treatment and financially capable,
you can’t stop them. They want everything today! Do you
acknowledge you have these patients or do you feel scheduling
treatment is like pulling teeth? Do you accept people become
resistant when they feel confused or pressured? 

When patients are not ready to begin treatment, do we
understand why? When do they plan to schedule, or if never,
why? Are delayed treatment notes ‘chart obvious’? 

To call? Or not to call? Diligent, timely calls are a GIFT
to the patient and the practice. Build trusting relationships by
gaining permission to follow up at an agreed time. Spontaneous
calls from an unscheduled treatment report, or just because you
have an opening, give the appearance of selling. High touch
doctor/patient relationships are created by listening to your
patients’ current (life) stories and promising personal support. 

Ask assumptive, open-ended questions; then listen 
without judgment. “Mrs. Johnson, it sounds like you have 
several pressing issues. Hearing this, I acknowledge the value
you have for your dental health by taking time for preventive
hygiene today. Because you need to take care of other things
before treating your fractured tooth, when do you think you
may be scheduling? Because you are so busy…and knowing
Dr. Kharing will want me to follow up if too much time passes,
when is the soonest you would like us to check in with you?”
(Pause. Give photo of visible condition.) 

If patients deny treatment, accept they don’t feel value.
Build patient relations for life by respecting their choices. GAIN
an agreement to show changes at preventive exams so they
can reevaluate their choices. Thorough documentation provides
direction for the morning huddle and avoids pressure and 
confusion patients experience when hygienists ask, “When are
you going to schedule this crown diagnosed over a year ago?” 

Your ability to support patients as they experience
unhealthy conditions is a GIFT. Create patients for life! 
Your practice GAINS the GIFT of patient loyalty and earns
referrals when you take a personal interest in people’s lives.
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SENIOR MOMENTS: How to 
Communicate with Your Aging Patients


