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In August, Ortho2 executives, managers,

dentistry practices, bringing everything under one roof. But it

orthodontic doctor advisors, and invited

doesn’t stop there. Ortho2 has many more innovative features

guests gathered for a two-day meeting. This

and integrations planned to help you and your practice, AND

Board of Managers meeting occurs annually,

improve your patient’s experience. Stay tuned for more, or

and helps set the course for Ortho2 for the

attend our User’s Group Meeting for a sneak peek.

coming year. Many topics are discussed

•

and varieties of opinions are shared, but by

with our new partner, Henry Schein, to bring more valuable

the end of the meeting, a clearer path for

offerings to our Ortho2 family of customers. This is an ongoing

Ortho2 is always established. Below is a brief

process, and much is being discussed!

summary of some items discussed.
•

Staying Competitive – As the orthodontic industry continues to

•

New Markets – An increasing area of focus for Ortho2 surrounds
large group practices (dental service organizations). Ortho2

evolve, we want to ensure Ortho2 remains a leader in practice

already works with several of these large groups and will

management software. Through competitive pricing, targeted

continue to explore new opportunities. As mentioned earlier,

marketing, and revolutionary development, we plan to do just

Ortho2 also offers solutions to join orthodontic – pediatric

that.
•

Henry Schein Collaboration – We continue to explore avenues

dentistry practices. Additionally, Ortho2 is committed to working

Development – Ortho2 is on the cusp of releasing several

with our neighbors to the north, Canada. Plans are in motion

exciting new features. Edge Proposal allows patients and

to establish a Canadian data center as well as add some new

responsible parties to set the contract terms that work for

features such as electronic insurance. As we already have several

them through an easy-to-use interactive slider. With Online

orthodontic customers in Australia, we will be looking to further

Scheduling, new patients can schedule an exam with ease, which

their experience with Ortho2 as well.

then syncs with your Edge Cloud Scheduler. And Edge Specialist
is a seamless solution for combination orthodontic – pediatric

•

Users Group Meeting – A variety of ideas were discussed to
President’s Perspective continued on page 14
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New Payment Option

Great news! Ortho2 is now accepting American Express. We are excited
to offer this as one of our payment options.
If you would like to update your payment method on file, call the
Accounting Team at 800.346.4504, option 4.

Windows 7 End of Life
A reminder that the clock is ticking on Microsoft ending support for Windows 7. In January 2020, Windows 7 will reach its
end of life, meaning all security updates and hotfixes will be terminated. At this point, we strongly believe that you should
not be using it. After support for Windows 7 ends, you can continue to use the operating system, but at your own risk
without updates and patches from Microsoft. New computer viruses and other malware are developed all the time and,
without the security updates to fight them off, your data and your system are vulnerable.
In addition, if you accept payment by credit cards, you must also comply with PCI standards. PCI Data Security Standards
(PCI DSS) 6.1 require you to “ensure all system components and software have the latest vendor-supplied security patches
installed. Deploy critical patches within a month of release”. Once Microsoft stops releasing patches and updates you will
be unable to do this. HIPAA regulations are similar to the PCI standards in this area. HIPAA states that you must implement
“procedures for guarding against, detecting, and reporting malicious software”.
Don’t wait until the very last minute to plan your move to a new version of Windows – now is the time! Protect your valuable
information and your office by updating to Windows 10. Contact the Network Engineering Team today at
engineering@ortho2.com or 800.346.4504, option 2 to discuss the best path forward.

Users Group Meeting

February 27 - 29, 2020

Join us for the 36th annual Users Group Meeting in San Diego! The meeting will take
place February 27-29, 2020 at the Hard Rock Hotel. You should be receiving your
meeting brochure in the mail soon, which is filled with information about the classes
offered and meeting location.
Register online at www.ortho2.com/ugmregistration. If you have questions, contact
Kim Barker, Meeting and Event Coordinator at 800.678.4644 or ugm@ortho2.com.
Each of the more than 40 classes are designed for every member of your team – from
the doctor, to the treatment coordinator, even the marketing coordinator and clinical
team member. Advancing your practice is the main reason to come, but you will also
have fun at the Putting on the Ritz Party. It’s going to be a roaring good time!
And while you are at the UGM, don’t forget to share your pictures and videos with us
through our social media channels. Find us on Facebook, Snapchat, and Instagram.

COME VISIT US AT THESE FALL MEETINGS
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Mother of Pearls Conference

October 18–19, 2019

Midwestern Society of Orthodontists

October 25–26, 2019

The MKS Forum

October 25–26, 2019

Southern Association of Orthodontists/
Southwestern Society of Orthodontists

November 14–16, 2019
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HOW YOUR PATIENTS INTERACT
WITH YOU THROUGH EDGE CLOUD
Communication is the key to any relationship. And today,

After the terms are selected, a summary is sent to the

Throughout the past few years, new communication

which allow practices to offer pseudo online scheduling

there are so many different ways people can communicate

responsible party, and terms are applied within Edge Cloud.

technology has swept the country and flowed quickly into

and answering questions after hours. These technologies

our orthodontic practices. With new technology comes

are new and developing and are far from perfect, but they

new ways in which our patients connect with us on- and

do address the issues that many practices are dealing with.

with each other. While one patient may call to make a
payment, another prefers to make that same payment

Website Access and Forms

online. Edge Cloud offers a wide range of opportunities for

Once patients start treatment, they can contact your

offline. Just a few short years ago, calling the office was the

Currently, Facebook Messenger bots are being used for

your patients and parents to interact with your office. Below

office through a variety of methods, including Edge Portal

way everyone connected: to make appointments, cancel

everything from answering questions from patients online,

are just a few of the current and new features you can find in

Premium and Online Forms.

appointments, for emergencies and more. Now patients

to connecting new patients with practices, to helping

want 24/7 access to those same functions. And why not? We

new patients schedule their first exam. These bots take

book our hotels, airfare, meals, lessons, and more online.

significant development time and people who understand

Why not connect with our orthodontists in the same fashion?

the orthodontic market. They are not for the novice, do-

your cloud practice management system.

Online Scheduling
Patients are already online. With Edge Cloud’s newest
feature, allow new patients to schedule an exam on their

Your patients and responsible parties can get the
information they need, whenever and wherever they are with
Edge Portal Premium. With Edge Portal your staff will spend
less time on the phone answering questions about accounts

When connecting with

This constant need for patients to
connect with practices 24/7 has
become a very serious issue as it
also reflects poorly on the practice
when they don’t respond.

it-yourselfer. However, once
complete, the bots can handle

and appointments.

patients 24/7 started a

Patients and responsible

few years ago, live chat

parties will be able

became the fast and

to check the time,

furious front runner for

procedure, and

connecting with new

reminder of their next

patients during and

appointment. They can

after office hours. Many

even check their balance

practices found that

After patients

and make credit card

having a well-trained

schedule their exam,

or ACH payments. You

person chatting with patients was very effective and meant

new technology is developed, you can be sure that we will

the appointment will

can even allow referring

less time out of their day to connect with people who were

become more and more connected. For better or worse,

own time. You set the
parameters such as what
type of appointment
can be scheduled, which
office location and/or
orthodontist to use, and
the available times.

a lot of your online traffic with
little effort from you or your
staff.
None of us can work 24/7
and we shouldn’t, but we
should use technology to
our advantage and be the
most responsive we can. As

automatically display in your Edge Scheduler. This feature

dentists to pull up shared patient photos, documentation,

in some cases just browsing around and not necessarily

patients will expect more and more from us and we need to

will be released soon.

treatment chart information, and expected appliance

looking to start treatment. It worked well and many practices

be prepared to offer easier ways to get in touch.

removal dates.

had a good experience.

Edge Proposal
In addition to setting appointments, new patients can also

Online Forms provide a way for patients to fill out forms

Then technology took another turn and texting and

electronically, and a way for you

Facebook Messenger took hold. Practices were now in

to use that data in patient folders,

a new conundrum as to how to manage connecting with

merge letters, and subgroups. Data is

patients who literally wanted an answer to a question

automatically loaded into Edge Cloud,

within seconds, many times in the middle of the night. This

and changed responses are flagged.

constant need for patients to connect with practices 24/7

your prospects loose.

Your online forms can be of any type

has become a very serious issue as it also reflects poorly on

– health history, office questionnaire,

The interactive financial sliders

the practice when they don’t respond. Worse yet, Facebook

outpatient interview, etc. You can

Beth Leach is principal in

allow new patients to set the initial

tells everyone how quickly your practice responds on

include your own logo at the top of all

PracticeMarketer, and PracticeRetriever.

payment and number of payments.

Messenger with a rating system and response time average.

online forms.

She is an expert in combining the latest

How is any practice supposed to keep up with it all?

online marketing strategies with the most

Find out more ways your patients can

Recently, some of these issues have been addressed with

interact with you, and how you can

AI and pseudo AI for chat and text. Companies including

set the terms of their contract
before signing it with Edge
Proposal. This soon to be released
feature, allows you to set the initial
contract parameters, and then set

Responsible parties can also select
from predetermined treatment
options such as Invisalign, clear
brackets, or any optional add-ons your office provides.
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TEXTING, CHARTING,
MESSENGER BOTS, OH MY!

interact with them at the 2020 Users Group Meeting in San

PracticeRetriever have created ways for patients to connect

Diego, February 27-29.

with practices using responsive chat bots and text bots

About the Author

effective traditional modes of practice
promotion. She will be speaking at the
2020 Users Group Meeting in San Diego.
Contact Info: 818.459.3784 • beth@practicemarketer.com
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FEES, FINANCES, AND
PROFITABILITY
It always amazes me that in orthodontics we run a multimillion-dollar business without the proper evaluation of fees

THE CONNECTION BETWEEN INTRINSIC
MOTIVATION AND REDUCING REPAIRS

When Your Practice is Insurance Driven

Repairs and comfort visits are stripping your practice

motivation involves three major components: believing that

When your practice is insurance driven, evaluate what

of profit, amplifying stress for you and your team, and

their actions make a difference, feeling competent in one’s

insurance companies make up your start base on an annual

frustrating your patients and parents! It is common to think

ability, and having a sense of purpose and how that relates

fee structure within the practice by trying to compete with

basis and with what discounted fees. The insurance game

these visits are a normal part of orthodontic treatment

to other people.

the orthodontic practice down the road or with the drive-by

may be played and played well!

and therefore leaders may not focus as much on these

and discounts on an annual basis. Instead we evaluate the

orthodontic practices in the neighborhood. Fees drive the
efficiency in the practice and create the profitability.

visits compared to the hard financial numbers that offices
When a practice is insurance driven, they throw in the towel

typically view such as starts, insurance payments, and how

and do not take the time to evaluate the value per visit

much money is in the bank. Plus, details of why repairs

Where Do We Begin?

with the fees, and sometimes the fees are not changed for

occurred has never been able to be realistically tracked

The orthodontic practice must establish a daily goal based

years. What business would not evaluate how to raise the

through a report. Ortho2 Edge Cloud now has the ability to

on adjusted contracts on an annual basis. The adjusted

bottom line by how they present the cost or investment

track extra visits along with specific notations about repairs.

contracts per day should be set with a minimum 10%

for the product? Grocery stores track every product sold

Being able to track the “why” is a huge advancement

increase per year without adding days. There must be a

so that they may purchase more or keep that product at a

forward. This allows the practice to evaluate the reason for

written fee schedule presenting all discounts. This would

lower cost to the consumer bringing them into the store to

these repairs and take appropriate action to prevent future

include insurance levels and miscellaneous discounts.

buy other products at a higher price. In orthodontics if we

occurrences.

The written fee schedule should be reviewed by all team

are insurance driven, the value per visit of a set fee must be

members. It is just as important for the clinical team to

evaluated for efficiency.

understand the fee schedule as it is for the treatment
coordinator. How will your team members understand the
value of the treatment you are providing if they do not
understand the value per visit of each type of procedure?

Is the financial/insurance coordinator billing properly to
maximize the insurance levels? This sometimes means
billing appliances separately or records and retention as
a miscellaneous charge. Do not be a participant with an

Just as the treatment plan sequence is designed for the

insurance carrier and just be the victim of the fee standards.

patient end-result, the fee structure should be applied to

Review how you may make each appointment count and

produce a profitable outcome for the practice. Begin by

produce the highest level per visit without compromise.

utilizing the debond analysis in Edge Cloud or by tracking

This process may include combining appointments, or

your treatment completion information in a Microsoft Excel

seeing the patient on a standard rotation of 8-10 weeks

spreadsheet format. Determine the different categories

instead of 6-8 weeks. This may mean making adjustment

of each treatment. As an example, Child Standard 1 may

appointments 30 minutes instead of 20 minutes to

average 12-14 visits with the minimum per visit set at
$350-450. Child Standard 2 may involve a TLC patient, a
patient with missing teeth, or an additional appliance that
may average 16-18 visits. This should be a higher fee. I
recommend three standards for child and adult treatment.
Aligner therapy is never a quick fix! Standard aligner
therapy should reflect no less than $450-650 per visit.
Generally, the least thought out fees are aligner therapy,
re-treatment, and the transfer-in patient. Each of these
procedures is very commonly underestimated in time and
the number of visits.

Fees continued on page 14

About the Author
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all motivated by what we believe is important to us. There
are two basic types of motivation – intrinsic and extrinsic.
Intrinsic motivation can be simple things such as eating
when we are hungry and sleeping when we are tired, to
more complex activities such as learning a new language or
mastering a new computer game. In other words, intrinsic
motivation is a specific activity in which the incentive is
derived from the activity itself; we are internally motivated
to act because it brings us personal satisfaction. Extrinsic
motivation is participation in a specific activity or role
which gives us the potential to achieve a reward. This type
of motivation arises from outside the individual such as a
bonus, recognition, or praise.

inc., a Systems and Communication

make it happen; an individual must have the desire to

Enhancement firm. She also has been

change.

Contact Info: 813.891.6002 • pmsconsulting.com

margins are tighter than ever before and many practices
work the equivalent of two or more extra days per month
providing unplanned treatment and don’t even realize it.
Reducing team and doctor stress is also important to keep
the positive culture flowing. And of course patient and
parent perception is more important than ever as their
comments can be instantaneously shared with the entire

What this all boils down to regarding the reduction of

change in the implementation of any new system. We are

change. It takes more than knowing what is needed to

Meeting in San Diego.

appointment? Certainly there is the financial aspect. Profit

Before you begin tracking, let’s talk about what affects

of Profit Marketing Systems South,

speaking at the 2020 Users Group

patients do not need to return before their next scheduled

community through social media.

Intrinsic motivation is the primary basis of long lasting

and workflow company. She will be

to minimize loose and broken appliances and ensure

The Human Condition

Char Eash is the founder and CEO

instrumental with OrthoLync an efficiency

So, getting back to the initial topic, why is it important

repairs is deciding whether it is important enough to want
to do something about it. In other words having the intrinsic
motivation to track, analyze, and do what it takes to prevent
these extra procedures. Having a culture of constant and
never ending improvement is essential. This requires each
and every member of the practice to strongly believe that
reducing these extra visits is inwardly rewarding (intrinsic
motivation). From here a plan can be made, steps executed,
and success tracked.
Reducing Repairs continued on page 15

About the Author
Lori Garland Parker is an in-office clinical
orthodontic consultant, coach and trainer,
focusing on maximizing the talents of the
clinical team. She works to implement
systems to enhance clinical efficiency and

Performance, productivity, and sheer enjoyment of work

productivity, and teaches communication

have all been found to be greater in people with higher

skills. She will be speaking at the 2020

levels of intrinsic motivation, along with initiative and

Users Group Meeting in San Diego.

concentration. Research has also shown that intrinsic

Contact Info: 805.552.9512 • lorigparker@gmail.com
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THE DREAM TEAM: A FORMULA FOR SUCCESS

Many of us have heard a clever adage coined by John

For many people, their vision actually began to germinate

yet firm approach to be the financial coordinator, or the

clinical skills are obvious must do steps. What may not be as

Maxwell: “Teamwork makes the dream work.” While you

many years, even decades, before they actually entered

multi-tasking talents to be a front desk assistant. But we

obvious, but is just as essential, is training in patient service,

may know this and agree with it, you may not know how to

the work world. Sometimes in a seminar, I ask the audience

need each of them to succeed and have a well-run practice.

conflict resolution, marketing, and teamship. You may have

create the team that will make the dream work; still others

to raise their hands if they chose to work in orthodontics

may not have a clearly communicated or well understood

because of their own orthodontic experience as children,

‘dream’ or vision for the practice.

and a significant number of people raise their hands.

Having an inspiring and clearly defined vision and mission

This is true for both the doctors and the team members.

“The strength of the team is each individual member. The

for the practice is the first step in creating your dream team

Also, while the inspiration may not have occurred during

strength of each member is the team.”

since they are the foundation for the ‘game’ you want the

childhood, at some point, the possibility of working in a

team to play. No game? No team!

profession that makes a positive difference in the quality

The 50th anniversary of the first steps of man on the moon
serves as a great analogy for the power of a dream and

orthodontic profession.

mission in creating teams. When President John Kennedy

This is the start of one’s vision, for either the doctor or the

first proclaimed in 1961 that we would land a man on the

team member. Not everyone shares this desire and that’s

moon before the end of that decade, there were many

neither good nor bad, right nor wrong; but it is important

naysayers and huge obstacles to accomplishing the mission.

to understand so that when building a team, or when

At the same time, there were many more people whose

deciding what team to join, you have a clear sense of what

personal dreams were ignited by the possibility of being on

to expect.

the team that would make the impossible happen!

common bond and the basis for respect for each person. As
famed 11-title-winning basketball coach Phil Jackson said,

The following is similar to a recipe for developing the dream
team, and like most recipes, the chef’s personal touch allows
for variances that suit the individual.

a highly skilled and talented group of people working in the
different areas of the practice, but if they don’t get along, if
there is gossip, if they think that marketing is someone else’s
job, if they don’t respond well to correction, if they have a
poor attitude, your dream team can be a nightmare.
Equally important is the need for meetings on a consistent
and regular basis: a morning huddle, weekly team leader/
supervisor meeting, twice monthly team meetings, annual
retreat, and annual performance reviews. The basis for all of

Begin the hiring process by seeking people who share and

these is to maintain open communication, but the purpose

adhere to your core values. Naturally this requires you to

of each is different.

create the list of must-have traits, as well as those that are
important but not mandatory. During the interview, use

•

Morning Huddle—review previous day’s performance
(what worked/didn’t work). Review and inform about

open-ended questions that allow you to decipher these

the day’s schedule and any special attention needs of

values. For example, if you want to know if the applicant

patients or team members; align on results for the day

is patient service oriented, ask: “What does great service

and energize the group.

Your mission or purpose defines how you will implement

mean to you? How do you know if the patient is satisfied?” If

The obstacles became challenges to overcome, and each

your vision. For instance, you and I may share a broadly

you want to know if the applicant is a team player, you might

successful ‘overcoming’ fueled the intentions to achieve

stated vision “to make a positive impact in the quality

ask: “Tell me about a time when work was thrown at you

any special areas of concerns or needs, updates on

even more. Many people do not realize that NASA did not

of life,” and we go about it very differently. You improve

in order to support the team but you weren’t prepared to

current projects, and plans for the following week.

accomplish this feat alone; in fact, NASA sought out and

people’s smiles, and I seek to make people smile in life.

handle it. What did you do about it?”

contracted ten private companies to work with them.

You straighten teeth, while I straighten out communication

The vision of dominance in space travel, coupled with the
mission to land a man on the moon in less than a decade,
fueled imaginations while eliminating ‘old thinking’ and
beliefs of what humans could achieve. But to achieve
this, they united in purpose. They transformed the idea
that different is wrong to different expands possibilities.

and relationship issues. You elevate people’s self-esteem
by enhancing their outward appearance, while I support
people’s self-esteem inwardly. Orthodontic consultants
support those who are making a difference; our individual

model for Maxwell’s adage.

everyone on your team needs to be equally passionate

not quite as (excuse the pun) lofty as NASA’s, yet having a
vision and a mission is equally important to your success.
Your vision statement is different from your mission
statement, and it provides the foundation for the mission.

information on upcoming events, updates on projects

of tests for skills, personality traits, and intelligence at very
reasonable rates.

is to invite him/her to spend a day at the practice for a

dream team as well as how you coach and lead them. Not
about the dream and for sure, every team member has
different talents, personality traits, and ways of expressing

Twice Monthly Meeting—review of what worked, what
didn’t work, what to build on and what to correct;

For applicants who seem to be a good fit, the next step

inventions and advances in technology and has been a

•

Weekly Team Leader Meeting—report with the doctor

test for skills and aptitudes. Wonderlic offers a complement

proficient, efficient, safe, profitable, attractive, etc.).
These distinctions are important in formulating your

•

If the applicant has passed the interview, then you should

missions differ only in focus (i.e., making practices more

This historic ‘mission accomplished’ generated countless

Chances are your vision and mission for the practice are

8

of someone’s life is often the reason people enter the

What is essential is having the vision and mission as a

skills assessment. (Asking them to come to the office for
a working interview can put you at risk as an employer.) In
addition to being able to assess the person’s skills, your time
will prove invaluable in seeing how s/he relates to the team
and to patients.

Dream Team continued on page 15

About the Author
Joan Garbo is a coach, speaker, and
consultant specializing in effective
communication skills, team building, and
leadership skills. She is a premier change
agent who is dedicated to her work and

themselves. In fact, diversity of talents and characteristics

Of course, you already have a team in place, so the next

her clients. She will be presenting at the

is an important element for a team’s success. Not everyone

step is to commit to training everyone on an on-going

2020 Users Group Meeting in San Diego.

has the aptitude to be a treatment coordinator, or the

basis in all aspects of the practice. Training sessions in new

dexterity to be a chairside assistant, or the compassionate

developments in software programs, OSHA standards, and

Contact Info: 631.608.2979 • joangarbo@aol.com
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INSIDE ORTHO2

Information about the people of Ortho2 and the resources available to you as a member

FREE WEBINARS

ORTHO2 ANNIVERSARIES

We offer you free, online webinars each month throughout the year on various topics. It’s a great solution for training new

Congratulations to these Ortho2 staff members who celebrated anniversaries during the third quarter of 2019.

users, refreshing experienced users, or learning about new features. Webinars are available online at www.ortho2.com >
Meetings and Webinars > Ortho2 Webinars. Find the topic for the month and click the link to view the webinar at your
convenience.

Upcoming Webinar Topics
October – Edge Cloud: Edge Broadcast
Edge Broadcast allows you to create and send electronic

use templates, as well as tools that optionally link to your
social media posts to make creating fresh newsletter content
as efficient as possible. We will walk through steps toward
creating, editing, and sending newsletters to your target
audience. We will also look at managing and reviewing
pending or sent newsletters. Note: Edge Broadcast requires
Edge Reminders to be configured with Edge Cloud.

Eleven Years

Six Years

Sara Harbacheck

Cal Rebhuhn

Wesley DeShaw

Twenty-Five Years

Ten Years

Five Years

Judy Brown

Judy Denny

Nathan Hemmings

Paul Ezerski

Bryan Reiter

ViewPoint. This webinar will review how to set up, access,
and use these features.

Twenty-Four Years
Marla Miller

newsletters to your patients, parents, and attending
professionals. Edge Broadcast provides you with easy-to-

Thirty-Two Years

December – Edge Cloud: Edge Signature
Edge Signature provides a way for your mail merge
documents to be digitally signed or initialed by one or

Fourteen Years

Jorge Rios

Eight Years
Brent Jacobsen

One Year

Steve Mahan

Darcy Dakovich

Michelle Kinnaman

Seven Years

more parties, including the patient, responsible party,

Rachel Gildersleeve

orthodontist, professional, operator, and assistant. We will
step through adding e-sign variables and other optional
features to mail merge documents, how to view and sign
documents in progress, and view completed and signed
documents.

November – ViewPoint: Electronic Correspondence
Your ViewPoint system allows you to email receipts,
appointment cards, and merge documents directly from

SUPPORT
By Phone: 800.346.4504
Available 7:00 A.M. – 7:00 P.M. Central Time, Monday – Friday
By Email: ortho2support@ortho2.com
Response time is usually the same day or at most within 24 hours.

CAREER MILESTONES AND DEVELOPMENT
Sean Gildersleeve accepted the Software Support Advanced Tech position on July 1. Sean has been with Ortho2 since 2011

And Don’t Forget Our Website: www.ortho2.com
Our website gives you 24/7 access to our knowledge base, FAQs, white papers, visual help videos, and more.

as a Software Support Representative. Congratulations on the new role!

HELP US HELP YOU

Judy Brown, Ortho2 Internal Services Coordinator, celebrated her 25th anniversary on

Please be prepared to provide your customer number, practice name, and office location when you call our support teams

September 6. Judy’s dedication to Ortho2 and her job were evident in the stories told at

for assistance. You can find your customer number in Edge Cloud by clicking File > About. If you use ViewPoint, you will

her celebration. Congratulations on this milestone, Judy!

find your customer number by clicking the Help menu and choosing About. Please be sure to provide this information—and

Ben Decker joined the Software Support Team as a Software Support Representative on

repeat your phone number—when leaving a phone message requesting support. Having clear information helps us serve

September 3. Previously, Ben had been attending Iowa State University while working as a

you more quickly.

solution center team lead and network support technician. Welcome to the team, Ben!
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INSIDE ORTHO2

Information about the people of Ortho2 and the resources available to you as a member

MEET THE TEAM - ADVANCED SUPPORT

Steve Mahan
Vacation destination: A lot of places. The top of my list was Ireland

While you may not have spoken with a member of the

Derek Dohrman

Three people I would like to have dinner with: Adam Yauch a.k.a. MCA from the Beastie Boys,

Advanced Support Team when you call in, they are always

Vacation destination: Ireland or a

Michael Palin from Monty Python, and Sir Patrick Stewart

busy behind the scenes. The Advanced Support Team is

European Tour

My role model: My dad

the liaison between the Software Support and Product

Three people I would like to have

I can’t go a day without: Coffee

Development teams, and helps facilitate training of new

dinner with: Edward Snowden, Jesus

What are you listening to right now? Mostly podcasts, especially No Such Thing as a Fish

features in Edge Cloud and ViewPoint. In addition, they assist

(to fact check), and Eminem

Favorites

the Software Support Team with more difficult tasks. The

My role model: I usually look at the

Advanced Support Team is comprised of Derek Dohrman,

type of person I don’t want to be and

Software Program: Blender

Sean Gildersleeve, and Steve Mahan.

do what I need to do to not be that

Movie: Avengers: Endgame

What’s fun/what do you enjoy about your current job?

person.

Book: Beastie Boys Book

I can’t go a day without: Technology

Phone App: Blackbox

DD: I have a love/hate relationship with travel. I like going

What are you listening to right now? ‘90s & 2000s grunge rock

to new places, but I hate getting back home after midnight.

and Cyclone Fanatic podcasts

Makes for a long day.

Favorites

SG: Helping our customers figure out more challenging
problems.

Team: St. Louis Cardinals and Green Bay Packers

Team: Iowa State and Iowa, almost equally

RETRAINING

Software Program: PlayerUnknown’s Battlegrounds

Have you hired new staff since your original software training? Have you had staff members take on new responsibilities? Do

Movie: The Shawshank Redemption

you feel you might not be taking advantage of the enhancements that have been added over the years?

SM: I like puzzle solving and mystery stories, so I like to figure

Book: Ready Player One

things out. This type of job ties right into that, and I do get a

Phone App: ESPN Fantasy Football

sense of satisfaction when I solve a problem for someone, and

Ortho2 offers many options for refreshing your knowledge of old features and informing you of new features, but do you
want to be able to set your own agenda to meet the specific needs of your practice?

help make things better for them.

Sean Gildersleeve

A retraining — either in your office or over the Internet — addresses all these issues. To learn more and to schedule one for

What do you want our users to know about what you do?

Vacation destination: Month-long trip

your practice, contact your Ortho2 Regional Manager today at 800.678.4644 or sales@ortho2.com.

DD: Not really advanced support, but support in general.

Three people I would like to have

Members of the Support Team usually take 20+ calls per day

dinner with: Matt Campbell, Paul

and it’s a very thankless job. Say thank you next time you call

Rhoads, and Dan McCarney

in. It really does go a long way.

My role model: Clark W. Griswold

to Europe

I can’t go a day without: My dogs

SG: Even though you are not talking to us, we are always
involved in any call that is more complex than the basics.

What are you listening to right now?
All out ‘90s playlist

CHAT SUPPORT
Do you need to call into our Support Team for a question, but it’s difficult to wait on hold, even for a few minutes? Ortho2
has you covered! Use our chat support to get in contact with us. When you use the chat support feature, you will be added
to the same queue as phone calls. You can choose to chat with the Software Support, New Customer Care, or Network
Engineering Teams.

SM: We don’t really know everything. But we do our very best

Favorites

to find the answers to those questions we can’t answer right

Team: Iowa State Cyclones

In Edge Cloud, you can find links to chat support through the Help menu. In ViewPoint version 11, click the Help button in

away.

Software Program: Edge Cloud, of course

the bottom right of the Daily Activities menu.

Anything else you would like to add?

Movie: Too many great movies to list a favorite, but I will say
that I watch Christmas Vacation and Die Hard every Christmas

DD: I’m winning my fantasy football leagues again this year.

so that must count for something.

You heard it here first!

Book: Where the Red Fern Grows

SG: Go Cyclones!!!
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So drop us a line when you are in a pinch! We are here to help you in whatever way is most convenient for you.

Phone App: ESPN
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President’s Perspective continued from page 1

Dream Team continued from page 9

enhance the annual Ortho2 Users Group Meeting,

This is just a quick overview, but please know everyone at

including a course track geared toward doctors and

Ortho2 is working hard for you. After all, our mission is to

more opportunities for collaboration (i.e. round table

help you succeed.

and goals for the month/year.
•

classes). The 36th Ortho2 UGM will feature both and so

Annual Retreat (or ideally semi-annually) – training and
education for enhancing patient relations, teamship,

Amy Schmidt

much more, and is taking place February 27-29, 2020 in
San Diego, CA.

Amy Schmidt, Ortho2 President

internal and digital marketing, and personal and
professional growth.

Having clarity for your what your dream team is and what
constitutes your ideal practice is the start of your quest
for the ideal practice. As Lao Tzu said, “The journey of a
thousand miles begins with a single step.” Happy travels,
and make sure you bring your map along!

Reducing Repairs continued from page 7

Getting Started

Fees continued from page 6

Start by talking with the rest of your team about how they

every patient is different; fine tuning skills to support the

complete more of the mechanics or further treatment at

fees being charged. Profitability is not just about the number

see the value in avoiding repairs and comfort visits. (No

psychological needs of each individual is a rewarding part

a different pace during each visit. Review the scheduling

of starts, it is also about what type of start goes into each

need to wait for the doctor to spur the conversation.) Seek

of being in orthodontics. Of course, verbal skills and clinical

of a repositioning appointment at a standard time during

slot in the schedule. Set your bonding appointments in the

to support everyone to see their role in this process and

technique are equally important.

the treatment sequence to complete treatment on a timely

schedule to grow the practice through the adjusted fees.

understand how their effective actions will really make a

basis. Review treatment that was started too early in order

If you are private pay only, then it is easy to establish bond

difference for themselves and their patients.

to capture the patient because many times the value per

slots to equal each fee less the discounts that may be given.

visit is lower than if the case would have been started at

For example, a $3 million practice may set three full bonds

a later date. I am not suggesting any compromise with

with one aligner therapy or two Phase 1 bonds at 160 days

treatment, I am suggesting taking control of each treatment

per year. If you are insurance driven practice, limit certain

visit to further the treatment plan while creating the best

slots in your schedule to reflect the discounted fees for each

outcome.

insurance policy. For example, you may choose to only have

Review All Discounts

two lower fee insurance starts per day/week and use the
other bond slots for private pay or the insurances that create

Many times, the doctor is unaware of the number of

more income. Setting combination fees, such as combining a

discounts and the combination of discounts that are being

partial Phase 1 with a Full Phase treatment for a patient, will

given. Review the adjustments on your transaction summary

lower the value per visit and takes one to two extra bonding

report on a quarterly basis for trends and compare the same

starts in a future schedule. Treatment times determine the

period to the previous year. There are certain discounts that

profitability of each orthodontic case, and the schedule

the practice wants to see an increase, such as the family

determines the treatment time!

Initiate the critical clinical modifications to avoid problems
from the start. Is every part of the bonding process

It is also important for the doctor(s) to provide the

performed correctly by every clinician? One common

supportive work environment to brainstorm and integrate

problem I observe is that bonding techniques and curing

the essential communication and procedural enhancements

distance/angle vary widely. Is there a system in place to

from the very first appointment throughout the patient’s

avoid poking wires such as cinching, use of stops, or in some

entire treatment. What is said at the exam both by the

cases, waiting to utilize full archwires until a larger size can

doctor and treatment coordinator about patient (and parent)

be placed?

cooperation for a high quality timely result? Evaluate the
verbal and written messages currently given to patients
about the need for
repairs. Are they told
that breakage is common
and to call the office
for an appointment?

As the repair numbers improve, remember to give each
other the extrinsic reward of sincere congratulations for a

“When there is room to improve, and
where there is the desire to improve,
improvement comes.” David McNeill

job well done in making a real
difference.
Implementing any type of long
lasting change requires every team

(Hopefully not.) Are they told that they can have three

member to be on board. Believing the result is worth the

If you are just trying to start any patient that enters the

broken brackets before they are charged? (Hopefully not

effort is a critical first step. Working together as an entire

practice without a set daily goal or without planning your

that either.) Or do you send the message of confidence that

team to track, analyze, and reduce extra procedures saves

profit by fees and the number of visits, I will guarantee you

breakage is not a required part of treatment? For example,

time, energy, and money along with providing excellent

patients, then you may see the same number of Phase 2

will work too many days with a much higher overhead.

“We don’t anticipate you having any problems during your

customer service for your patients and parents. Granted,

discounts. Set your discount cap at 8% if possible. The down

The Good News

treatment, however if a bracket were to become loose or

improvement takes time and effort. However, when we

care discounts or any referral discounts, that show that the
marketing dollars have been well spent. I like to see 15%
to 20% PIF discounts to save the expense of the auto draft
process and have a steady cash flow. If you treat Phase 1

payment and monthly payment amounts have become more
flexible. Review annually how many of the no down payment
contracts with extended monthly payments have ended by
defaulting in payment.

The Schedule Drives The Fees
The final step will be to set up the schedule to represent the
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towards a happy patient and on-time treatment. As we know

a wire begins to bother you, give us a call, or better yet,

identify ways to reduce planned or surprise repairs, this can

Orthodontic practices do not need to be in the survival

take a picture with your phone, send it to us, and we’ll find

make the day in the life of orthodontic teams even brighter!

mode – they need to be in the business mode evaluating

the best solution for you.” Does every appointment include

the fees, finances, and efficiency of the schedule to create

positive reinforcement for what the patient is doing well

income daily. There are all sorts of gimmicks that take our

and appropriate verbiage when they are not? Throughout

focus off of running a profitable and enjoyable practice!

treatment, utilizing effective patient and parent coaching
techniques to enhance cooperation goes a long way

In the next issue, we will share the new steps to track
unplanned treatment in Edge Cloud which enables the
appointment details to print out on the Dental Procedures
report.
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