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Improving the 
Patient Experience & 
Maximizing Revenue 
Opportunities in the 
Dental Industry

Our areas of research include:

WHO WE ARE
At ToothFairy, we’re performance experts who have a passion for operational excellence. Our mis-
sion is to deliver an unparalleled customer experience by creating positive emotional connections 
between patients and dental practices that inspire delight and build loyalty.

As a dental tech startup, the goal of ToothFairy is to partner with dental organizations to substan-
tially improve their customer experience, competitive advantage and overall profitability. Having 
conducted a 3-year pilot study with orthodontic practices in the Western U.S., gathering and ana-
lyzing tens of thousands of data points, we continue to conduct ongoing research on industry pain 
points in preparation for development of our prototype software that will be distributed globally. 

• Personalizing and optimizing the dental 
customer experience

• Identifying and understanding consumer 
buying motivations, objections and 
blockers that delay or prevent treatment

• Treatment financing opportunities

• The sales pipeline, pre-qualification and 
lead nurturing

• Balancing humanity and automation with 
artificial intelligence and machine learning

• Cost mitigation through chair-time 
management and real-time virtual coaching
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Those challenges include:
• Market pressures driven by 

consolidation, Dental Service 
Organization alliances, industry 
growth and new entrants that are 
reshaping the nature of competition. 

• Margin pressure caused by 
reduced insurance company 
reimbursements and undercutting 
from larger providers with greater 
buying power.

• Legacy care and operational 
models that are not well suited to 
compete with modern dentistry 
demands and ecosystems which 
have resulted in unforeseen levels 
of doctor burnout and qualified 
staffing shortages.

• Increased competition from 
disruptive, technology-enabled 
competitors fueled by growing 
consumer expectations and 
demand for cost effective and 
convenient treatment options.

STATE OF THE INDUSTRY

Providers are facing new 
challenges, and existing 
challenges are intensifying. 

(www.deodentalgroup.com, 2019)

(ADA, 2019)

(www.bls.gov, 2019)

(ToothFairy pilot study)
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Hiring & 
Retaining 

Talent

Losing 
Patients to 

Competition

Winning & 
Retaining 
Patients

Patient Recall 
Falling Through 

Cracks

Leading & 
Motivating 

Team

Dental providers must be open to innovative approaches and leverage the power of technology 
and informatics to adequately address the strategic dilemmas their practices face.

BIGGEST CHALLENGES IN ORTHODONTIC PRACTICE

We surveyed over 500 orthodontists across the United States 
and asked them what their biggest challenges were in their 
orthodontic practice. The top five biggest challenges were:
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Designing, controlling and 
optimizing the customer 
experience.

Identifying prospective patients 
at risk of walking out the door 
without starting treatment and 
then taking action to overcome 
barriers and get the conversion.

Leveraging prospective patient 
information and modern 
technology to improve the 
patient experience.

Engaging prospective patients 
earlier in the sales process.

Enabling a practice to become 
a forward-thinking learning 
organization that continuously 
transforms itself.

Reducing operational costs, 
increasing revenue, and 
improving cash flow.

Patients who are 
delighted with your 

service are more likely to 
be loyal to your practice, 
even if competitors offer 

the same options, as they 
cannot duplicate your 
culture and customer 

experience!

HOW DOES TOOTHFAIRY 
IMPROVE A PRACTICE’S 

COMPETITIVE ADVANTAGE?

1

450% increase in 
5-STAR Yelp reviews

TOOTHFAIRY PILOT 
STUDY RESULTS
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Our real-time consumer profiles 
help Treatment Coordinators 
(TCs) and doctors strategize and 
better understand prospective 
patients’ wants, needs 
and concerns prior to their 
appointment.

TC’s and doctors can easily 
build an emotional connection 
with prospective patients 
and then deliver a tailored 
experience based on an 
implicit understanding of their 
emotional and physical needs 
as they relate to treatment. 

Real-time messaging delivers 
the right information at the right 
time, helping TC’s engage and 
educate prospective patients 
about offers, treatment, 
financing and services.

Our Patient Engagement 
Guide™ (PEG) provides real-
time tailored Smart Scripting™  
that puts prospective patients 
at ease, builds trust and helps 
deliver a frictionless customer 
experience.

Timely and personalized 
messaging improve the quality 
and consistency of the patient 
experience.

Trust and credibility 
create a safe space for 
patients who are then 
more likely to accept 
treatment.

2
HOW DOES TOOTHFAIRY HELP 
DENTISTS IMPROVE THE 
PATIENT EXPERIENCE?

“ToothFairy offers the perfect 
reminder for doctors to include 

both emotional and physical needs, 
as they relate to orthodontics, 

when conversing with patients and 
developing a treatment plan that’s 

tailored to the individual.” 

David Shen, DMD San Francisco

CUSTOMER TESTIMONIAL

Copyright © 2019 Trude Henderson. All Rights Reserved.



Page 6Copyright © 2019 Trude Henderson. All Rights Reserved.

         I was dreading getting braces because I am 
in my 20s, but I have never felt uncomfortable in 
this office! Not only does the doctor really get to 
know his patients, but he genuinely listens to my 
concerns and desires. Highly recommended all 
around! 

~ Fay S., San Francisco, CA

PATIENT TESTIMONIALS

        I absolutely love this place. The people 
who work there are so professional and 
customer service oriented. They worked with 
me and helped explain what my financing 
options were for braces. I would strongly 
recommend this place to anyone.  

~ Vy A., San Jose, CA 

         The amazing and personable service we 
receive as a family is simply remarkable and 
they make us feel like family. Always efficient 
with time, always going the extra mile. So happy 
we found them!

~ Kasie B., Oakland, CA
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Enabling dental practices to 
identify, score and target the 
leads that are most likely to 
convert ensuring valuable, 
finite resources are maximized.

Empowering practices to 
make better advertising and 
budgetary decisions with an 
understanding of how high-
value patients found them.

Reducing training and 
coaching costs of staff by 
leveraging modern real-time 
technology that shortens the 
learning curve.

“The most dangerous kind 
of waste is the waste we 

do not recognize”

-Shigeo Shingo  
Performance expert at Toyota Motors

3
HOW DOES TOOTHFAIRY 

REDUCE OPERATIONAL COSTS?

DID YOU KNOW?

One of the Toothfairy’s pilot 
study practices increased new 

patients by 129% over 12 
months.(ToothFairy pilot study)
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Systemizing the analysis and 
scoring of consumer leads 
across all users.

Utilizing real-time Smart 
Scripting™ and prompting 
which means that practices will 
never miss an opportunity to 
finance or upsell again.

Identifying emotional triggers 
and then delivering tailored 
messaging that converts.

Empowering patients to accept 
treatment earlier in the sales 
process.

Utilizing modern sales 
techniques that are proven in 
other industries.

Identifying patients who are 
well suited for clear aligner 
therapy and inspiring TC’s to 
upsell with Smart Scripting™.

4
HOW DOES TOOTHFAIRY 
HELP PRACTICES INCREASE 
REVENUE?

TOOTHFAIRY PILOT 
STUDY RESULTS

40% increase in 
Invisalign® new 
patients

131% increase in 
Invisalign Teen® 
new patients

9% increase in 
conversions

15%  overall 
practice growth

Software can never 
replace effective 
leadership, but 
ToothFairy can help 
automate tasks, and 
proactively alert staff 
to errors before they 
occur, thereby boosting 
performance. 
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Identifying and prioritizing top 
leads (for example, those who 
want to pay in full and are clear to 
start treatment).

Providing TC’s with Smart 
Scripting™ that wins patients over 
by immediately addressing their 
fears taking the focus off cost. 

Identifying potential upsell 
opportunities and implementing a 
more predictable and repeatable 
sales process.

Identifying prospective patients 
who are good candidates for third 
party financing thus reducing the 
number that walk away or are at 
risk of becoming delinquent with 
in-house financing.

Segmenting patients based 
on their ability to pay and then 
finding a fast, easy-to-use finance 
solution for those who don’t.

Prioritizing work and resources 
based on an understanding of other 
barriers to treatment (for example: 
no insurance, insurance that requires 
pre-qualification, outstanding dental 
work, and/or hygiene clearance).

HOW DOES TOOTHFAIRY 
HELP DENTISTS IMPROVE 

CASH FLOW?

DID YOU KNOW?

5

Another ToothFairy pilot study 
practice saw third-party 

financing revenue increase by 
324% through the identification 
of patients without a sufficient 

down-payment. 
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PLEASE HELP US FURTHER OUR RESEARCH

Trude Henderson

Founder, Managing Partner

806.336.0335

trude@gettoothfairy.com

Over 500 orthodontists have helped us focus our research on finding the biggest 
pain-points in the industry. If you are an orthodontist who is interested in helping us 
find the best solutions, please consider taking our two-minute survey.

www.toothfairysoftware.com
Visit our website to learn more!

or follow us on Twitter
@AIToothFairy

http://bit.ly/toothfairyresearch

https://www.toothfairysoftware.com
http://bit.ly/toothfairyresearch

