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Case presentation is an important system. The goal of presenting 
your recommendations is to gain acceptance of the recommendations 
you are making. 

You have planned and prepared, and now you are ready to present 
your treatment recommendations. You are now going to educate 
the patient about what is going on in their mouth at the present time 
and what you are recommending that you do to restore the mouth to 
health again, change the smile, or both.

The treatment coordinator will have the room prepared for the 
consultation, and all necessary material for both she and the dentist 
will be in place. The treatment coordinator will join the dentist for the 
consultation and will be present to listen and watch for visual and 
verbal buying signs from the patient. While the dentist may present 
the clinical aspects of treatment, the treatment coordinator will 
give the dentist third party back-up support, will make the financial 
arrangements, and will schedule the first appointment.

At the consultation, patients want to spend quality, uninterrupted 
time with you. Do not schedule treatment with other patients 
opposite your consultation. You must not be pulled away from this 
critical time with this patient. 

The consultation gives you the opportunity to perform a review of 
findings and to present your recommendations. You want patients to 
make their decision at this appointment. There is a danger in a patient 
going home to “think about it.” Your goal is to present the case well 
enough so that all questions are answered and so that the patient is 
motivated to proceed. 

Visual aids
Approximately 83% of a person‘s learning takes place visually. Only 
about 11% of learning takes place through auditory methods. If all 
you do is tell someone what they need and what you intend to do, 
you will have very little success. Patients do not know about dentistry. 
You need to show them what is going on in their own situation 
and show them examples of similar situations, or show them a 
digitally produced example of what they could look like through 
cosmetic imaging.

All behavior is driven by “what’s in this for me?”. People need and 
want to know how the treatment will impact them, how treatment will 
affect their health, looks, wallet, and schedule. The major motivator of 
the patient was discovered at your initial appointment. Now it’s time 
to engineer your presentation to respond accordingly.

Be careful not to engulf the presentation with clinical dialogue that 
loses the patient in dental lingo. Dental professionals get so involved 
with describing the clinical technique that they totally lose the patient. 
The patient becomes confused. A confused person cannot make 
a decision. Keep the presentation patient friendly. Practice your 
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presentations. Film and record yourself doing a case presentation. 
Evaluate your body language, listening skills, educational ability, and 
excellent use of visual aids.

During your consultation, nothing will be as powerful as photography 
of your own cases. Create excellent visual aids, such as beautiful 
before and after photographs of your cosmetic dentistry, so that 
people can visualize what you are explaining. Develop your own 
photo album and video library.

“Good photography is critical in case presentation to show the patient 
their problems and to explain how we achieve their goals. People never 
see themselves from the sides. Instead of doing 6 front teeth show the 
patient a side view and they will most likely do 4 or 6 more teeth. 
Digital x-rays are helpful to be able to view the hard tissue.”

-Dr. Ken Hamlett 

Aspects of your presentation
During your clinical presentation, you will need to address the 
following four things:

1. Tell/show the patient what they have now. Show them the 
photographs on the monitor that is in the patient’s direct view.

2. Show the patient examples of treatment that you have already 
provided to restore others or change other smiles. Show them a 
similar situation, using before and after photography that is as close 
to their situation as possible. Remember to pre-plan this presentation.  

Dentist: “Miss Smith, this patient had a situation similar to yours. Can 
you see the similarity? (Listen to her response) I feel confident that 
once we complete your treatment, your smile will look much like this. 
Does this look good to you?”

3. Tell/show them the benefits of the treatment you are recommending. 
Tell/show them any negative factors or risks that might occur if they 
choose not to proceed with treatment, if this is appropriate.

4. Ask for the commitment. Now you have presented your clinical  
recommendations, ask the patient if they have any questions regarding 
the treatment itself. Answer any clinical questions. Then, ask for a 
commitment. You will not know whether or not the person intends to 
proceed unless you ask them! You must ask for a commitment or you 
may have a lot of people walking out the door, having not made a  
decision about going ahead. By asking for a commitment, you  
determine whether or not a person has agreed to go ahead with  
treatment or if there are issues that may be causing hesitation. You 
want to identify these so that you have a chance to work through 
them. If you never understand a person’s issues, you never have a 
chance to work through them. Of course, you may not be able to work 
through every problem, but being aware they exist enables you to 
have a chance to resolve them and move ahead. 
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Below are examples of how to ask for a commitment:

Dentist: “Rachel, do you have any questions about the treatment I have 
recommended for you?”
Rachel: “No. I‘m pretty clear on what you need to do.”
Dentist: “Then, if you have no questions about the treatment, tell me, is 
this the treatment you would like to receive?”

or

Dentist: “Have I explained the treatment that I am recommending so 
that you are comfortable with my explanation?”
Rachel: “Yes. I’m quite clear about what we need to do.”
Dentist: “Good. Then, is there any reason why we shouldn’t go ahead 
and schedule an appointment to begin your treatment?” 
Rachel: “No. Please book me in.”

Once all clinical questions have been answered, the financial 
arrangements are made. All clinical questions must be answered 
before a discussion of money takes place. 

However, it is important that you keep the money questions where they 
belong. A person must make a commitment to the treatment and 
acknowledge that this is the type of care they would like to receive 
before the financial discussion takes place. If you present the fee too 
early – before you have even shown a person what you intend to do – 
they will not know what they are buying. They become so overwhelmed 
with the fee that they cannot hear what you are saying. The human 
mind can only think of one thing at a time, so if a person is focused on 
money, they will not hear your presentation at all. 

If a patient asks, “How much is this going to cost?”, answer their question 
with a question so that you know what they are asking. For example:

Dentist: “Rachel, I hear your concerns about the fee for the treatment, 
and I appreciate that. However, let me ask this: are you concerned about 
the total investment or finding a comfortable method of payment?” 
Rachel: “Well, I don’t have any idea how much this is going to cost, so I 
need to know that.”
Dentist: “I can certainly appreciate your concerns. I am going to have 
Pam, my treatment coordinator, discuss the total investment you will 
be making and the excellent options for payment that we offer here in 
our dental practice. Pam is very experienced and will be able to explain 
these thoroughly. But for now, Rachel, I would like to present the treat-
ment that I believe would help you get the smile you want. But, please 
know that you are in total control here. You get to say if you want to 
proceed or not. But, for right now, if it’s ok with you, I’ll present my 
recommendations, answer the clinical questions and then turn the  
discussion over to Pam. Does that work for you?”
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The dentist recognizes the patient’s expressed concern but does not 
get involved in making a financial arrangement. Certainly, the dentist 
can quote the fee (as long as he/she is absolutely sure what that fee 
may be!), but we would rather have the treatment coordinator make 
all financial arrangement.

In Summary
The six steps of the case presentation are as follows: 
1. Build the relationship
2. Establish the need
3. Educate, motivate, activate
4. Ask for a commitment
5. Make financial arrangements
6. Schedule an appointment

Following this six-step process will lead to an increase in case 
acceptance. The key to dental practice growth is having more people 
accepting treatment. If even one more person proceeds with a smile 
makeover each month, the increase in your productivity and in your 
enjoyment of dentistry will be substantial. 

The bottom line to your successful case presentations or consultations 
is great communication. 


