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GET THEM BACK
Unresponsive patients don’t have to be lost forever. 
Practice Activator from ActionRun can help you win them 
back through personalized patient communication.  
by D R .  A N T H O N Y  N E E D H A M

Technological advancements have improved virtually every aspect of den-
tistry in recent decades, from implants to digital x-rays, from orthodontics to 
bone grafting. The way most of us communicate with our patients, however, 
has remained essentially unchanged throughout the better part of the last 
century. Yet patient communication is a significant business driver for our 
practices—it’s at least as important, arguably more so, than the high-tech 
procedures we all perform on a daily basis. 

Generic isn’t good enough
For as long as I can remember, to stay in touch with my patients and make 
sure they come back, I’ve sent reminder cards and had an army at my front 
desk calling patients. Lately I’ve even upgraded to using e-mail reminders. 
The fundamental fact remains, however, that no matter what medium we 
use to communicate with patients (postcards, calls or e-mails), the message 
always has been generic. There has been little or no personalized message 
on things that really matter, and every patient receives more or less the same 
communication, albeit through different media. 

This all changed when I put Practice Activator from ActionRun into use at 
my practice. Activator is an automated service that uses artificial intelligence 
in the form of dental medical expertise to dynamically assemble—based on 
each targeted patient’s record—personalized letters that it regularly sends to 
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Dr. Needham’s ROI and increased production with ActionRun’s 
Practice Activator over time.
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Help make it work for you
Practice Activator is completely automated and needs no involvement 
from you to get great returns. However, here are a few tips to help clini-
cians further maximize benefits from Practice Activator letters:
	 Educate your front office staff about Practice Activator. Make sure 

they know about the letters and expect calls from non-responsive 
patients. Tell your staff to be gracious and reassuring to these 
patients, who often feel guilty for not having come earlier. 

	 Update the patient record if you receive an undeliverable let-
ter. Make sure a staff member calls the patient to ask for a 
new address and encourage him to remain your patient.

	 Use the patient call recording feature. Spot check front office handling 
of patient calls by listening to the recording securely on your PC or 
mobile phone. Learn more about your patients and what they are 
saying when they call. It’s a great tool for front office coaching. 

	 Thoroughly examine your non-responsive patients when they 
come back. They often have more dental issues than what your 
old records may indicate. Remember these non-responsive 
patients brought back by Practice Activator are your gold mine. 



patients on the dentist’s behalf. Despite my staff’s thorough and persistent 
efforts with generic recall cards and phone calls, there still always has been a 
sizeable pool of patients who remain unresponsive. Activator has reactivated 
these unresponsive patients for me, at an ROI of 450% to 700%, and has 
directly increased my take-home pay by about 12%.

You’ll see increased production levels
Activator showed results in the first month. I signed up for the service in 
November 2009. By mid-December 2009, I had received more than $15,300 
in additional production from non-responsive patients who came back to 
my practice—patients I had considered lost because they remained non-
responsive despite my staff’s best recall efforts. As of this June, Activator 
has brought me more than $91,500 in additional production in 8 months. 
Considering I have spent about $12,800 in monthly fees during this time, 
my ROI was 715%. 

I was initially skeptical that Activator could achieve this high ROI level, 
and I had my staff painstakingly verify each patient production amount that 
Activator claimed to have brought in. Sure enough, our verification results 
agreed with Activator’s results. In hindsight, this was not surprising, because 
Activator derives its results directly from my own patient ledger in the practice 
management system. There are other systems that help bring in patients who 
already had appointments by sending them generic reminders, but Activator 
actually brought non-responsive patients back when all else failed. I was amazed 
to learn that I last saw or heard from these non-responsive patients an average 
of 13 months ago, with the longest being 24 months, before Activator brought 
them back.

It’s easy to use
Using Activator turned out to be easy, which is my favorite part. After initial 
set up that took about 15 minutes, my staff and I had no further involvement. 
There wasn’t any training required, nor was there any change in our processes, 
because Activator worked automatically and independently. I could always 
see which of my patients were being sent letters and for what reason, but my 
involvement was not required for it to work. The last thing I wanted was to 
learn a new system! In fact, I had somewhat forgotten about Activator after the 
initial set up, until old non-responsive patients started calling and showing up 
for appointments.

These patients need you
Another unusual feature is Activator’s ability to target high-value non-
responsive patients for reactivation. Because it intelligently assesses the likely 
production from a patient once he or she comes back to my practice, based on 
a multitude of factors, it has helped me fill my chairs with patients who need 
high-value procedures. Also, because Activator has consistently reactivated 
non-responsive patients who had not visited me for 1-2 years, these patients 
often turned out to require even more procedures than their prior records 
indicated, further increasing production. As a result, my practice is much 
more efficient now because it’s fuller and with more high-value patients.

Personalization matters
By applying 21st century technology to patient treatment communica-
tions, Activator has directly increased my practice’s efficiency. It also has 
increased my patients’ loyalty and satisfaction, as many have told me they 
feel important and well cared for because of the personalized letters I sent 
them through Activator. With a consistent ROI of 450% to 700%, Activator 
has made a significant positive impact for me, and enabled me to take home 
12% more than before.  

By applying 21st century 
technology to patient 

treatment communica-
tions, Activator has 
directly increased my 

practice’s efficiency.

PRODUCTS IN PRACTICE

The benefits
Here’s a breakdown of some of the benefits 
Practice Activator can bring to your practice:
	It brings back non-responsive patients 

who have missed their regular checkups.
It offers a high return on expenditure.

	The system is fully automated. After you 
sign up, there is nothing else to do.

	You don’t need to invest any time in 
learning a new software or in prepar-
ing and sending mailings. 

	The results are measurable. Clini-
cians receive reports quantifying new 
productions they have made through 
the letters Practice Activator sends.

	You don’t need to invest in hardware 
or software or maintain them. 

	It has been shown to consistently increase 
practice owner’s take-home pay by 10 to 12%.

Want more?
If you’re interested in learning more about this service and its  
120% money-back guarantee, call 800-896-7822 or visit actionrun.com. 
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