Classic Practice Resources, Inc.
Confident Conversations About Dental Insurance

1. Welcome First, Talk Insurance Later
Your priority is to welcome the patient. Don’t start by asking about insurance. 
· Thank them for calling: “Thank you for calling our practice today! What can I help you with?”
· Address their immediate need first (tooth pain, consultation, scheduling).
· Connect with them: Ask, “What are you looking for in a dentist?” This gives you insight into their priorities and shows you care about their needs.
· Become the cheerleader. Promote the doctor, practice, and team:
· “I’m so glad you found us. Dr. Good Tooth does beautiful veneers!”
· “You called the right place. We have several options for you.”
· Only then, ask: “Do you have dental insurance that you’d like us to help process for you?”
· If yes, gather the information so it can be verified before the patient arrives.
Patients should feel like people first, not like policyholders being screened.
2. What NOT to Say
There are some phrases that shut down trust and cost the office patients. Avoid saying:
· “You’ll need to check the insurance company’s website for another provider.”
· “It’s probably cheaper if you go in-network.”
· “Sorry, we don’t take that insurance.”
· “Do you still want to come in?”
Your job is to keep the door open, not close it.
3. Reframe “Out of Network.”
When patients ask if the practice is in-network, don’t say “we’re not in-network.” Instead, use language that feels positive and reassuring:
· “We are a non-restricted provider, which means you have the freedom to choose your dentist.”
· “Absolutely! We take any insurance that allows you to choose your provider, and we’ll help you maximize your benefits here.”
Patients hear opportunity instead of limitation.

4. Explain Insurance Simply
Patients don’t need technical details. They need a clear picture. Use this analogy:
· “Think of your dental plan like a coupon your employer gives you. It usually pays up to about $1,500 a year. Once it’s used, it’s gone for the year.”
· “Your insurance helps offset the cost of treatment, but it doesn’t determine the quality of care you receive.”
· “Insurance helps with part of the cost, but it doesn’t dictate what treatment you get.”
This explanation makes sense to patients and keeps the focus on care.
5. Be Confident About the Practice
Patients want to know they’re making the right choice. Use statements that show confidence:
· “Many patients with your same plan choose us because they value the quality of care and attention here.”
· “Although you won’t find Dr. Good Tooth’s name on the list, many of our patients tell us we’re well worth the difference.”
· “That plan has a lot of limitations, so Dr. Good Tooth has chosen not to participate in order to provide the best care possible.”
Confidence reassures patients they’re in the right place.
6. Reassure and Offer Options
Always show patients that you will help them, no matter their plan:
· “We’ll file your claim for you.”
· “We’ll review your benefits carefully so there are no surprises.”
· “We also offer payment plans, membership plans, and financing to help with any balance.”
Patients need to know you are on their side.
7. Always Close with an Invitation
Never ask: “Do you still want to come in?”
Instead, invite them confidently:
· “The best first step is to come in for your exam. That way we can review your benefits and give you the best answers about your care. Would mornings or afternoons work better for you?”
8. Mindset Makes a Difference
How you think about these conversations changes how they sound to the patient:
· Use the phone to welcome people, not screen them out.
· Don’t apologize for insurance — stand tall and be confident.
· Assume people want to be in your practice — most will!
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