
Transition

Goal
Gain or build a relationship

Ask questions, avoid religion 
and politics

Listen 80%
Talk 20%

Listen 80%
Talk 20%

Relationship

Interview

Gain permission
to ask questions and

discuss dental priorities

Example
“Susan, we’d like to provide you with the 

treatment you’d like in the time frame that 
works best for you. In order to do that, may I 

ask you a few questions to help me under-
stand what’s most important to you?”

Goal
Let the patient know

you are moving
the conversation
to a dental focus

Goal
Discover current situation 

and outcome patient would 
like

Ask open-ended questions
Example

“Tell me about your teeth, including 
discomfort, sensitivity, and anything 

you would like to change.”

Substantiate

Goal
Gain interest in 
treatment they 

would like or need

Provide Visuals
Digital images,

intraoral photos,
before and after photos, 

models, brochures

Explain Benefits
Must be unique to 

the patient and 
address their need 
or cosmetic desire

Involve
the Patient

Avoid “telling” and 
communicate in an 

engaging way 

Overcome Objections
Listen, acknowledge, 

isolate, and 
brainstorm, check 

with them

Commitment

Goal
Treatment acceptance

Ask questions to get your patient’s opinion 
about moving forward with treatment. 
Provide a ballpark estimate when they 

express interest in moving forward. Check 
in with them after the presentation.

Example
“What questions do

you have for me?”

“What information do you 
need about this treatment?”

Committed to Treatment?

Yes No
Transition patient
to front office for 

scheduling and
financial arrangements.

Listen to
objections/barriers.

Restate benefits
of treatment. 

Ask patient when a 
decision might be made.

Transition patient to 
front office for follow-up.

Consultative Case Presentation Flow Chart
A consultative case presentation approach takes practice. The ultimate goal 

is to remove fear the patient may have regarding the success rate for 
treatment. Follow the process below to improve patient communication. 
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