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Introduction
When it comes to growing your practice, attracting new patients, 

and maintaining (or improving!) patient loyalty, an effective 

communications plan along with perfectly executed campaigns 

is a must. 

To build an efficient communications program, you must have 

strategic plans combined with the right tools. It may seem like a 

lot, but don’t be overwhelmed. Making great progress starts with 

just the first step, and in this step-by-step guide, we will show 

you exactly how to build the first of many successful campaigns.

You’ll learn how to build your first marketing campaign, get ideas 

on what you can incorporate into your campaigns, and so much 

more. The best part? We’re with you every step of the way.

Defining and Creating a Campaign
Building your communication plan starts with building a campaign. In this guide you’ll learn all about building what we’re calling a 

campaign. And by campaign, we mean a single – or set of – efforts that are used to achieve one very specific goal.

For example, you may have one campaign focused on patient appointments for the following day. The channels you use for this 

campaign may vary (e.g. direct mail, email, text message), but the campaign itself is focused around one single goal: making sure 

patients 24 hours away from their appointment know about it.

 
Now, let’s walk through how to create a single campaign.
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Step 1: 
Define Your Goals
Before you start, it’s important to look ahead to the result you’re 

trying to achieve. By defining your goals upfront, it can help 

inform other various decisions that go into creating a campaign 

such as the communication channels and strategies that you 

use. A good way to define goals is to identify areas in your 

practice that may need strengthening and articulate how you’d 

like to see them improve over a course of a specific amount of 

time.

EXAMPLES:

1. Your practice is currently experiencing a high volume of no-shows. Your campaign goal may then be to reduce  

no-shows by 25% within a few months by reminding patients of their appointment two times within two weeks of their 

appointment.

a. This goal would likely require you to have a campaign that utilizes many different communication channels (text, 

call, email, etc.) to ensure you reach 100% of patients before their appointment.

2. Your practice wants to sell more at-home teeth whitening kits. Your campaign goal may be to sell 50 at-home kits by 

the end of the quarter by promoting a special offer to current patients.

a. This goal would likely require you to have a campaign that focuses on the channels that potential new patients 

are likely to interact with first; such as your website, social media, and the initial phone call.

3. Your practice is relatively new and appointment books aren’t completely full. Your campaign goal may be to attract 

new patients by improving your online visibility among potential patients, so you can fill your appointment books by 

50% more in the next year.

a. This goal may include a direct mail component to reach current patients about the offer at their homes, a timely 

text message, and a banner on your website to advertise a special at-home whitening offer.
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YOUR TURN:

Write down the top 3 things you’d like to see improve about your practice:

1. 

2. 

3. 

Now, choose one of the above points to formulate your campaign’s goal (e.g. I want to reduce  

no-shows by 25% by Q4 2020):
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Step 2 
Select Your 
Audience
The next step in creating your first campaign is to choose your 

audience. To meet your campaign’s goal, are you targeting 

current, potential, or new patients? Are you targeting all groups? 

Are there segments within the groups? The more you can define 

exactly who you want your campaign to reach, the easier it will 

be to create a very specific message that resonates with your 

audience.

EXAMPLES:

1. If your goal is to reduce no-shows, your target audience would likely be current patients with a scheduled 

appointment in the next X weeks.

2. If your goal is to attract more patients, your target audience might be friends of current patients looking for a dentist.
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YOUR TURN:

Reflect back to the goal you decided earlier. What does your target audience look like? How old are 

they? What cities/towns do they live? What are their needs and challenges in day-to-day life? Do 

they have children? The more specific you can get, the better:

I am trying to reach people who are:
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Step 3 
Select Your  
Communication 
Channels
When it comes to communication channels for your campaign, 

there are tons of options in today’s day and age. While some 

communication channels may seem like the obvious choice, 

others might be a wise decision but not so clear upfront.

To get started, check the various communication channels that are available to you today. 

Phone Calls: Automated, manual, or voicemail  

When you need a direct conversation with patients about dental health concerns, phone calls are ideal. They are 

also good for interactive, robotic voicemails that can reach patients later in the day, when they are more likely to 

have time to confirm upcoming appointments. Some patients might not have a mobile phone or an email address, 

which makes a landline call one of the most reliable ways to reach them. 

 
Phone calls can give a warm, personal touch and give your practice the opportunity to overcome any objections that 

a patient may have in scheduling their next appointment. It’s also a way for patients to easily confirm their appoint-

ment by pressing a single button.

Emails: Automated or manual  

Emails are versatile and can be used for various reasons including practice marketing, appointment reminders and 

confirmations, birthday greetings, newsletters, and longer or less time-sensitive personal communications. Email is 

also great for post-visit messages that request an online review of your practice. The only time you can use email for 

HIPAA-covered information is if you have a secure, encrypted method for sending the email. Bulk email services like 

Gmail, Hotmail/Outlook, AOL, and Yahoo are not compliant. 

 

Emails have space for more content, allowing your practice to display its personality and branding through a logo, 

photo, and even videos. Email can also contain links to your website and social media pages.
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Text Messages: Group, family, individual, and two-way texting  

Text messages are best for auto-confirmations and for day-before and same-day appointment reminders. They can 

also be used for communications about last minute office closures, available appointments or scheduling delays. 

Ideally, your system could automate the most common text messages you send while allowing for two-way communi-

cations on a one-off basis. 

 
Text messages are often short and unobtrusive by nature. It doesn’t take up room in a cluttered inbox or ring during a 

meeting, and people can reply in seconds.

Direct Mail  

Postcards are best used for patient retention and as part of the recall and reminder mix. They are also good for 

practice announcements, such as a new practice location or associate, or to advise patients of important changes 

to insurance or financial terms. You can send long-time-no-see reminders to get back on patients’ minds, as well as 

holiday cards to stay with them year-round. Especially powerful are birthday cards because, marketing message or 

not, it’s nice when someone remembers your special day. 

 
Postcards are a great way to stand-out in today’s online-driven market, and they have impressive staying power 

by getting put on the fridge or on the counter. In fact, dentists can see as much as a 750% return on investment from 

direct mail cards alone!

Digital: Social media and your website  

While not part of a standard communication plan, these channels can help reinforce your marketing messages. They 

are not appropriate for personalized communications regarding appointments or treatment, however, if your message 

is more general in nature such as a promotion, holiday greeting or office information, these are effective channels to 

use. 

 
Your website and social media channels are a great way to build trust, showcase your expertise, and spread the 
word to everyone online about your practice and its promotions.

When thinking about communication channels, one size most definitely does not fit all. It depends on your campaign, its 

goals, and your target audience to define which ones may be the most effective for your practice.

EXAMPLES:

1. If your target audience is 25-40 and constantly on-the-move, using communication channels that help you stick out 

with a mobile-friendly website, text messages, and email may be the best way to stand out.

2. If your target audience is families with children 10 and under, a direct mailer may be a great and interactive way to 

engage with patients throughout the year with birthday messages and fun cartoon appointment reminders.
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YOUR TURN:

Think about your target audience and the purpose of your campaign. Which communication 

channels make the most sense to reach your patients?
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Step 4 
Create Your  
Campaign  
Messaging
Your goal, audience, and appropriate communications are now 

defined. Finally, it’s time to start writing the message to patients. 

To create an effective message, you must have a strong offer, 

clearly communicate the call-to-action, and ensure you provide 

appropriate next steps and contact information.

EXAMPLE:

1. Your campaign is to reduce no-shows among 

patients. You’ve already identified that text 

messages are the way you’d like to go about 

communicating with patients based on their 

demographic and needs. It’s important for 

your message to include a reminder about the 

appointment, a quick contact number in case 

something has come up and they must cancel, 

and a friendly note to help patients feel at ease. 

Therefore, your note and message for the 

campaign may read:

2. Your campaign is to attract new patients. You’ve 

already identified that you want to use your 

website and social media pages to to execute this 

effort. It’s important for your message to include 

an attractive offer to encourage people to make 

an appointment, along with a strong call-to-

action so they know what you want them to do 

next. Therefore, your note and message for the 

campaign may read: 

Hi {Name}, 

Your appointment is tomorrow, March 12th at 3:15! To confirm, 

reply Y. To reschedule, please call (800) 556-2580.

 
SOCIAL MEDIA:

Special offer for new patients! Enjoy a free consultation to meet 

our doctors and see the practice if you book your appointment by 

the end of the month! Call today to schedule with our doctors at 

(800) 556-2580.
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YOUR TURN:

Think about the target audience you defined earlier. When they open your communication, what is 

the single most important message that you wish to convey to them? What action do you want them 

to take?:

 

Once you perfect your message, you’ll want to proofread it for spelling, ensure it is the appropriate length 

for the appropriate channel (e.g. under 100 words for email), and create a strong call-to-action so readers 

know what you want them to do next.
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Step 5 
Execute,  
Measure, 
and Repeat!
Hit send, click approve, or drop the postcards into the mailbox – 

do whatever you need to do to get your message heard!

Once your campaign is executed, do your best to measure 

its results by capturing phone calls, email responses, website 

leads, and text messages that come in as a result of your 

campaign.
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A Full Campaign  
Example
Now that we outlined the steps needed for a complete 

marketing campaign, we’ve created an example to help you get 

started.

EXAMPLE:

Campaign Name: Patient Reminder and Confirmation

Goal: Reduce no-show rate to <5%

Target Audience: Patients with appointments

Notes: Once the appointment is confirmed within the automated 

software, all future confirmation messages will cease

CHANNELS                                    TIMING                                                                    MESSAGE

Text Message

Email

Text Message

7 Days Before 
Patient’s Scheduled 

5 Days Before 
Patient’s Scheduled 
Appointment

1 Day Before

Your appointment is on June 4 at 9:00 am. Please text 

“Y” to confirm your appointment with XYZ Dental.

We can’t wait to see you! Please confirm your 

appointment with XYZ Dental. You currently have an 

appointment scheduled for June 4 at 9:00 am. Please 

click the confirm button to confirm this appointment 

or call us at (800) 556-2580 to reschedule. We look 

forward to seeing you soon! The XYZ Dental Team

We are excited to see you tomorrow, June 4 at 9:00am. 

To confirm this appointment, please reply Y.
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CHANNELS                                      TIMING                                                                    MESSAGE

YOUR TURN:

Campaign Name: 

Goal: 

Target:

Notes: 
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A Complete Patient 
Communications  
Program
Once you create one campaign, you can start to build your next, and 

the one after that, to ultimately create a comprehensive communications 

program that reaches 100% of current and potential patients in a timely 

manner.

A good way to get started in thinking about your campaigns 

is by following the patient cycle, and ensuring you have a 

communication planned for each step along the way. For example:

• Before the initial appointment = Communication to remind 

patients to complete online patient forms.

• Scheduled patient = Communication for appointment 

confirmations and reminders.

• After the visit = Communications that thank patient for visiting, 

request a review, and reminder to schedule next appointment if 

not done already.

 

As you think about the patient lifecycle and the interactions they have 

with your practice, identify ways in which you can add more value to 

patients and build loyalty. For example, benefit reminders and holiday 

greetings are a great way to keep in touch with your patients throughout 

the year.

Conclusion
Building a communications plan isn’t difficult, it just takes a bit of time and effort to build it efficiently. And luckily, unlike dental 

school, with patient communications there is a shortcut.

PracticeMojo’s automated recall, reminder, and communications solution comes complete with all the tools you need to run a 

comprehensive communications program. You get pre-built campaigns, a wide variety of channels, and integration with your 

practice management system for easy selection of your target audience.

Plus, your comprehensive communications program can be ready to run in days, not weeks.

To learn more on how PracticeMojo helps dentists like you get $50 back for every dollar 

they spend with us, call (800) 556-2580 today or visit PracticeMojo.com.

A few campaign ideas to consider:

• Birthday Greetings

• New Patient Welcome

• Next Appointment Scheduled

• Recare Reminder

• Appointment Reminder

• Same Day Reminder

• Benefit Reminder

• Review our practice

• We are moving

http://PracticeMojo.com
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