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Introduction
In the year 2016, at least 206 million people in 
the United States of America visited a dentist. 
Six years before this — in 2010  this number 
was just 176 million.

Despite this spike in the number of dental 
patients, the median income of dental practices 
has merely inched up 5 percent in the same 
period. This disparity is primarily due to the poor 
adoption of relevant workflows in revenue 
management. 

Revenue Cycle Management has always been a 
crucial element in the success of any dental 
practice. The various methodologies that RCM 
deals with — subject to frequent change with 
industry regulations — are aimed at minimizing 
loss at each stage of your billing or revenue 
cycle. Moreover, this loss is widest in patient 
collections.

The loss in patient collection is often overlooked 
due to its invisible or passive nature, and the 
practice loses on revenue in collections on 
accord of poor policies and inefficient systems 
built into their billing cycle. With an effective 
RCM system in place, a dental practice can 
boost its financial metrics along with lifting 
patient satisfaction and loyalty.
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Tackling the patient collections dilemma

To achieve the goal of maximum collections, a practice needs to incorporate checks and measures in all 
aspects of the patient’s journey at the dental practice.
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Laying the foundation for collections

A strong foundation is at the core of every well-designed strategy. Thus, the first step is to assess the 
metrics that give insight into the performance of the team and the practice.

Benchmarking with KPIs

Understanding the health of the existing revenue management cycle RCM at a dental practice 
requires the selection and continuous monitoring of valuable Key Performance Indicators or KPIs. The 
main KPIs that should be considered are:

First Pass Resolution Rate First Pass Resolution Rate is the percentage of claims paid or 
transferred to patient responsibility on the first submission of the 
claim to the payor. This is an indicator of how well the dental 
practice’s billing team manages and submits claims. A lower FPRR 
value means more claims being rejected or denied and in turn, 
waiting for rework. The primary reason for a declining FPRR is the 
reduced quality of claims, that is, invalid or missing details such as 
Subscriber IDs and Date of Birth. 

Days in Accounts 
Receivable(Days in A/R

Days in A/R is a measure of the number of the average number of 
days it takes a practice to collect payments due. This is the most 
crucial metric when it comes to collections, as it is a direct 
representation of how quickly the practice collects dues from the 
patient. Even though keeping the number of days in A/R below 45 is 
suggested, it is best to maintain it between 30 to 40.

Percentage of A/R older 
than 60 days

Percentage of A/R older than 60 days refers to the percent of 
accounts pending collection in the 60 day “aging bucket”. This 
number should be minimized as much as possible as the longer an 
account remains unpaid, the higher the risk of it being uncollected.

Net Collection Rate Net Collection Rate is the bottom-line metric that shows how 
successful the practice is at collecting collections overall. This is 
calculated by dividing the total amount collected to the adjusted 
charges.
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Contractual Variance Contractual Variance is the amount you received below the amount 
you billed your patients. This metric is very dependent on the billing 
process and how well the claim is submitted. A poorly billed claim 
may not be rejected but underpaid.



Reworking financial policies

With the performance metrics ready, it is time to build a robust financial policy that covers all the 
conditions, responsibilities, and the details of the collection agency. The document must be clear, 
precise, and transparent when it comes to the clauses that highlight the responsibilities of the practice 
and patient. Care should be taken to ensure that the language used is simple. This can be facilitated by 
providing a glossary of terms.

A sound financial policy should have the following:

Clauses on about co-pays, co-insurance, and deductibles

Guidelines for minor and their responsible parties

Guidelines for non-insurance patients

Financing options 

Clauses covering the late fee for dues and transfer to collection agencies

Clauses about appointment cancellation and extra charges

Glossary of insurance terms
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Setting up technology solutions

With a firm policy in hand, we need a robust system to execute it. Selecting the right software solution is 
a one-time task that requires a complete understanding of the dental practice workflows.  

Modern technology solutions come with tools to optimize every aspect of the dental practice. For 
instance, at the front desk, tools such as Patient Portals and Kiosks transfer the work associated with 
patient data capture to the patient itself. With this, patients can view and update their data remotely 
from any device with an internet connection.

Online appointment booking portals can be integrated into the dental practice website. These portals 
allow patients to request and book appointments directly, and they sync the appointment data in real-
time to the practice calendar. This provides the practice with time to run eligibility verification on the 
patient before their visit. With advances in cloud technology, it is possible to access patient data at your 
practice from anywhere, at any time on any device.

It is advised to include multiple places for the patient to sign, to ensure that they read through. The 
practice can also send the patient a digital copy of the same.



Revenue cycle management can be made seamless and more effective using cloud-based claim 
management software that runs automated claim creation and submission. The capability of auto-posting 
ERAs is also another a well-sought out feature in claims software. 

Along with the features mentioned above, providing multiple payment options like debit and credit cards 
and other financing solutions bolsters the RCM process cycle. Other capabilities that modern dental 
practice management software offer are:

Patient engagement and communication features that offer automated reminders through text 
messaging, voice calls, and emails.

Analytics tools that monitor and manage the key performance metrics in the dental practice through 
user-friendly dashboards.

The insights gained from analytics can be used to tweak the performance of the practice and lead to 
smarter business decisions. Communication between the teams at your dental practice can be made 
effortless using the latest in technology. Ensure that all the tools you choose, comply with HIPAA 
regulations.
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Does your dental software have the following features?

Schedules and 
reminder software

Engaged Office Team

Credit card on file

Multiple patient 
communication methods

Practice Management
  Software

Electronic Billing

Patient statements

Chairside Treatment Plans

Patient portal

Eligibility Verification

Multiple payment options

Do you offer these additional payment options?



Team building and training

A healthy dental practice requires a well-trained and enthusiastic team, built and trained with the core 
values of the practice in mind. When it comes to optimizing the team for best collections, the financial 
policy is the best bet. They must be well versed in the financial policy and ever ready to help the patient. 
They should also be trained to use the latest technology systems employed at the dental practice.

Optimizing the pre-visit collections workflow
With the policies and systems in place and a team ready to implement, we move on to optimize the 
various facets of the patient experience. As previously mentioned, a good majority of collections come 
from the write-off of amounts rejected or partially paid by the payor. This can be managed with the help 
of an efficient claim management system with more focus on the following:

Accurate patient data capture 100% eligibility verification
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Accurate patient data capture

Claims are mostly rejected or denied due to missing information or invalid detailing. Technology solutions 
with error-checking capabilities like zip code verifications and mandatory field limitations can eliminate 
these setbacks.

In the claims process, the most crucial information that needs to be captured without errors are:

Full name

Date of birth

Address

Phone number, email address

Insurance details like policy number, subscriber ID and group number

Most modern technology solutions come equipped with a patient portal or kiosk, which provides the 
patient with easy access to their data along with the ability to fill in forms and applications. The patient 
can log in remotely and fill-up or edit details through the patient portal before stepping into the practice.



Using appointment reminders as payment intimation

A practice can use automated campaigns using text messages, emails, and voice calls to intimate 
the patients about upcoming appointments and payments. This is another feature to be highlighted 
in the financial policy.

Collections during the patient’s visit

Eligibility verification

Using the information that the patient has provided through engagement technologies such as the patient 
portal, practices can run eligibility verification before their visit. If the patient requests treatment before 
eligibility verification, it is advised to create an estimate of the co-insurance and other charges. 
Furthermore, this must be included in the financial policy, which has to be read and signed by the patient.

Collecting dues from the patients is often a conflicting exercise, but it is an unavoidable aspect of the 
business. With the policy and system in hand, every minute with the patient must be utilized to ensure the 
robust collections.
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Patient data validation

When the patient arrives at the practice, the kiosk feature should be used to check-in, fill forms, and 
revalidate the patient’s information. This provides a secondary layer of safety and prevents rejection due 
to invalid patient data.

Patient education and follow-up

After the patient checks in, the patient needs to be educated on the various policies and procedures at 
the dental practice. The patient should be presented with a detailed and transparent document detailing 
the treatment plan, the procedures involved, and the financing options available. Once the patient signs 
the consent form, the treatment and procedures are carried out, and the co-insurances calculated. It will 
be ideal if multiple payment options are presented to the patient.

After treatment and initial payment by the patient, a follow-up appointment is set with the patient. This 
serves as a post-operative check-up and an opportunity to collect payments for any adjustments after 
insurance posting. Claims tend to take 30 to 40 days to be sent back by the payor. Set the follow-up 
appointment in tandem with this.

Collecting co-insurance



Managing days in A/R post-visit

After receiving the insurance payments from the payor and posting it, the final patient balances, if any, 
can be formulated. In the event of underpayment from the payor, contact the patient, and inform them of 
the pending balance with the different options for payment.

Collecting outstanding balances

After insurance posting, the practice can use the electronic remittance advice feature in most modern 
dental software to adjust the outstanding amounts in the patient’s account. A message is usually 
generated as an email or text message to the patient, along with a mini-statement of the remaining 
balance. Then, a follow-up for pending payments can be carried out through the patient portal.

In the event the patient has not responded after 30 to 40 days, it is advised to use discounts and 
promotional offers as a polite yet stern request to pay off the remaining balance. This could be done two-
to-three times with a final warning of being pushed to collection agencies, referring to the financial policy 
that they agreed on.

www.carestack.com 10Guidebook to effortless patient collections

Handing over the account to collection agencies

If the patient is unwilling to pay or ignores the requests from the dental practice, it is highly advised to 
transfer the account to experienced professionals. Even though there is a fee for collection through 
agencies, recovering a good part of pending collections is better than writing them off. Be sure to inform 
the patient beforehand of the transfer to collection agencies before doing so.

Assessing performance with analytics and performance tweaking

Using the initially selected KPIs and benchmarking standards, it is suggested to run thorough assessment 
sessions once or twice in a month. This keeps the team informed about the effectiveness of their work 
and the systems involved. It is possible to gain insights into the entire dental practice workflow using an 
analytics dashboard. These insights should be used to reformulate and tweak existing processes and 
policies for improving collections. 



Ease your collections workflow with CareStack
CareStack’s enterprise-grade all-in-one practice management solution manages and unifies every 
aspect of your dental practice workflow. From the front desk to the doctor’s chair to claims to analytics, 
CareStack gives you the power to make all your dental workflows seamless and paperless. 
Modern dental technology solutions must be optimized for patient experience and practice efficiency. 
CareStack’s state-of-the-art technology stack brings a whole new meaning to revenue cycle 
management. Inbuilt error detection systems and auditing rules ensure that the complete critical patient 
information is collected and verified before claim creation. This results in better claim acceptance rates.

Powerful patient experience tools such as the kiosk and patient portal allow the patient to add, remove, 
update, and all their data from any device with an internet connection, under the security blanket of 
HIPAA. The patient portal also allows for patients to check for dues and pay them off through multiple 
payment options and gateways.

Patient engagement tools such as recurring campaigns and automated messaging systems ensure that 
the patient remains connected with the practice even after they finish their appointments. Send 
automated reminders and confirmation messages to the patients as soon as the appointment is 
scheduled. CareStack also offers you the option to outsource your dental billing to a team of RCM 
professionals so that you can devote your team to improve other aspects of your dental practice.
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