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Praise for Communicate Excellence


“Amy’s comprehensive approach will maximize your practice’s last frontier—your front office team. From making a great first impression to proper communication for scheduling and handling difficult patients, she shows how to dramatically improve conversion rates, build your practice, and create raving fans in the process. Along the way, your staff will be learning valuable skills, improving their job satisfaction and motivation. Implementing her time-tested methods will help build teamwork and reap big profits for your practice!”


—John K. McGill, CPA, MBA, JD, president of John K. McGill & Company, McGill & Hill Group


“Amy addresses an underappreciated and often overlooked component of patient care. This book is a valuable resource for any office manager.”


—Christopher S. Vara, MD, pediatric orthopedic surgeon


“Amy Demas is on a mission to uncover the truth and make it known! She is hardwired to take any process and engineer it into an easy-to-understand process that flows. In her book, Communicate Excellence, she has done just that for professionals in any industry who rely on an impactful first impression. Hello … aren’t we all at the mercy of a positive first impression? Amy’s communication process is effective and efficient and provides efficacy to any organization that applies her genius. While Amy holds an MBA degree, she is actually a master of business. This is a must-read for you and everyone on your team.”


—Nicole Greer, CEO and principal coach of Vibrant Coaching, Inc.


“As I began reading the first preliminary chapters of Communicate Excellence not sure what to expect, I was completely captured by [Amy Demas’s] authentic sharing of exactly what makes the difference. As a coach, mentor, and influencer in my own companies, I found myself saying ‘Amen, sister.’


“The amazing part of what [Amy has] so beautifully captured is that it’s not new knowledge … our own clients, as well as just about anyone who has attended a customer service presentation, have heard the invitation to ‘make a difference, be the instrument of change, and go the second mile’ before. But after reading the truths in your chapters, expressed in such an elegantly simple flow of conversation, will people hear it and care? Will they care enough to go back to their workdays and colleagues and be the instruments of change? I think they will.


“As I continued reading, I began to mentally sift through my client list, thinking of so many of my practices that could benefit from reading this book and engaging [Amy’s] services. Congratulations, my friend and colleague. I need to spend more time with you to refresh my soul.


“With great affection for you and admiration in the spirit of your words.”


—Mary Beth Kirkpatrick, managing partner of Impact360 Consulting and president of Gaidge


“The day I walked into the orthodontist office with my oldest child and their appointment system had been computerized was the last day I visited that office. When my next child needed braces, we found a warm and professional practice where we felt like family and received amazing care. Amy understands the impact of that first impression and is the staff member that every front office needs. She shares her knowledge through her business, Communicate Excellence, and now in this book in a way that is direct and relatable. In a time when communication is often reduced to a texted word or picture, Amy reminds us of the importance and power of human connection to positively impact our businesses and our lives. Every office and businessperson, for that matter, needs her coaching. I can’t help but think how much more successful businesses would be if everyone in the office had interpersonal training!”


—Terry Walters, best-selling author of Clean Food


“I worked with Amy for several years in corporate America. Over my twenty-five-year career, a handful of people have made a profound impression on me—Amy is one of those people. She brings her authentic self to everything she does at both work and play. She cares about people and excels at making businesses successful—and she deeply understands the connection between those two things. She has demonstrated it again in this book.


“In short, if I had to assemble a trusted leadership team to deliver a critical product, process, or project, Amy is one of the first calls I would make. Speaking from personal experience, with Amy in my corner, the effort would be a resounding success and we’d have a fantastic time getting there!”


—Dan Bohen, senior vice president of US Bank


“Amy presents a repeatable process that when implemented makes a big difference with communication. I recommend taking the time to read what she has to offer.”


—Ted Klee, senior vice president of Schneider Electric


“I have known Amy and her husband, Don, for several years and have found them to be very uplifting, joy-filled colleagues. Amy has worked with our team for the last eighteen months to help us improve our front office communications and interactions with our patients and our referral sources. She is a masterful teacher and has established excellent rapport with our team and our doctors. She is professional, well prepared, and nonintimidating, and her message is totally appropriate. She measures and monitors her coaching extremely well and is trustworthy beyond reproach. I consider Amy an invaluable part of our team, and we are all better off with her on board.”


—Dr. Henry Zaytoun Jr., Zaytoun Orthodontics


“The first time I met Amy Demas, I instantly knew I had encountered a transformational leader. If you are lucky, you meet a few of these rare individuals throughout your life who have the imagination, drive, commitment, and ability to lead by inspiring those around them.


“She is a passionate innovator and educator with an ability to lead, dedicated to inspiring doctors and team members to recognize their roles in the success of a practice. Take time to read Communicate Excellence and learn from her.”


—Rita Bauer, speaker, trainer, and consultant on dental photography


“Amy’s approach is systematic. Her emphasis is on creating excellent habits for everyone who speaks to your family of patients. She coaches first impressions that are natural and yes, real! When she visits your office, Amy makes your team’s individual strengths effective and weaknesses irrelevant. Her training and development never stops. I encourage you to read Communicate Excellence.”


—Dr. Robert Bray, former president of the American Association of Orthodontists (AAO)


“I have known Amy for many years: first as her children’s orthodontist, then as a friend and spouse of an orthodontist who is a close personal friend, and now as an orthodontic consultant. This book is an opportunity for us to gain some insights from her vast experience in the banking industry, as the spouse of an orthodontist, and now as a consultant who has seen the good, the bad, and the ugly in numerous orthodontic practices. Sharing her experiences with us in the form of a book is a true blessing to orthodontics.”


—Dr. Dave Paquette, Paquette Orthodontics


“Communications expert and dynamic coach Amy Demas has written a how-to book that is a must-read for every healthcare doctor and team interested in taking their practice to the next level.


“The unique ‘Huddle Up’ section following each chapter provides healthcare teams a road map for incorporating the valuable ideas in the book into the workplace.


“I highly recommend this book.”


—Dr. Keith Hilliard, DMD, orthodontist


“Amy was a breath of fresh air for our orthodontic team. Excellence in customer service has always been an essential component of our practice philosophy, and Amy shed light on a variety of new and existing areas upon which we could improve and enhance the entire patient experience while increasing new patient conversions. Most importantly, she did so in a way that made each of our staff members feel encouraged, empowered, and excited to implement all that we learned during our time together. I highly recommend that you read her book and help your staff communicate with excellence!”


—Drs. Rich and Tracie Resler, Resler Orthodontics


“It is evident in this book that Amy has the expertise to train you in the art of communication, especially in the service context. She gives a clear picture of what it takes to build and sustain your business through authentic relationships with your customers. This is a must-read if you are searching for the right concept to make a difference in your business.”


—Pauline Wickens, author of The Birthing Room


“Amy has been an incredible part of the orthodontic consulting world, and I am especially impressed with her commitment to the profession and desire to help everyone improve. Not only are her ideas spot on but they are incredibly timely and valuable. I look forward to her Communicate Excellence e-mails, and with her enthusiastic permission, I have used her concepts in my own presentations and shared them with my own clients.”


—Lynne Nickels, senior consultant at Impact360


“With this book Amy has condensed her innovation skills and interpersonal insights into actions that can transform a practice.”


—James Heddleson, PhD, engineering science


“Amy Demas makes a compelling case for communicating warmth and care as much as quality deliverables—and she shows you how it’s done!”


—Pastor Doug Falls, Stonebridge Church Community


“I own a tech company. Most of our contact with clients revolves around e-mails, instant messaging, and texts. It’s far too easy to have accidental communication through these mediums where facts are conveyed back and forth but the intentional acts of listening, understanding, and responding are left behind. Amy and coaches like her have helped remind me about the importance of all communication and paying attention to the times my team and I have to refresh and strengthen the relationship we have with those we serve.”


—Chet Cromer, president and CEO of C2IT Consulting


“I have had the pleasure of knowing Amy for more than a decade: first through her husband’s orthodontic practice and more recently through her orthodontic consulting. She has always been forward thinking and persistent in ensuring processes are the best they can be. I am excited to see Amy sharing her knowledge through this book. She truly practices what she teaches, and everyone can benefit from her understanding of customer service and communication.”


—Amy Schmidt, president of Ortho2




 


What Amy’s Clients Are Saying


“[Amy] restored the confidence in my receptionist as to how to take control of the phone call.”


—Ann, office manager of Thomas Orthodontics


“[Having Amy as a coach helped] improve what you can’t be there to improve.”


—Dr. Allison Hamada, Hamada Orthodontics


“We have had four consultants work on different aspects of our practice. Most provided general comments on all aspects of the business. It was like sitting in an auditorium for hours, then going home and saying, ‘That was a great lecture.’ Then nothing changed. Nothing happened. When we hired Amy, it was all action! In fact, after she worked with us, we asked her for some specialized help with one of our team members, and she designed a program for her that has had a huge impact on her effectiveness in the business. No one felt put down or inadequate; it was all congenial yet targeted. I am excited for what she has done and is continuing to do for our already awesome team!”


—Dr. Kent Floreani, director of Azure Medispa; owner of Headlines Hair and Day Spa; Dr. Floreani, O’Toole & Dool Orthodontists; Great Lakes Honda; and Our Driving School


“When I was hired, I was new to the orthodontic field. Amy changed that. With her guidance and the resources that she provided, I quickly mastered the front desk position. Amy’s instruction made me feel empowered. She had an extreme amount of patience not just in correcting anything I did wrong but also in showing me why it was wrong and providing me with the tools to do it correctly. She helped me thrive in my new role and made me confident and relaxed, which has made all the difference.”


—Christie, treatment coordinator at Clauss Orthodontics


“Our experience with Amy’s program has been a very positive and smooth process from the initial sign-up and orientation to the review of our needs, preparation for an office visit, and the on-site content and continued coaching. Amy’s on-site presentation sought to reach out and understand each staff member’s personality and their perspectives of their roles in our office organization. Her savvy understanding of what goes on in the front office reception area with phone calls as well as new patient processes had the staff realizing she sympathized with them and knew their challenges and rewards, and they warmly welcomed her approach to help them work through day-to-day scenarios. Amy is an excellent communicator, readily recognizes a practice’s communication issues and needs, and works with and coaches individual staff members to help them perform at their peak!”


—Dr. Michael Mayhew, OP Smiles


“I have been to many different trainings and seminars, and Amy’s was—by far—the best!”


—Jessica, treatment coordinator at Carr Orthodontics


“I would recommend [Amy’s] program to all practices (not just orthodontics) who want to learn how to improve their customer relations skills!


“Amy is a wonderful authority and resource for our practice. Her insights into providing the highest level of customer service while running a busy practice with a high level of productivity are invaluable. Our team enjoyed her on-site workshop and has found her follow-up training sessions to be very organized, thorough, and practical. The work that she does listening to our admin team’s phone calls and giving them feedback has changed the way we view each and every phone call. Her presentation style is relatable and engaging. She effortlessly helped our team come around to the right conclusions about the slight nuances and changes that they could make to improve their customer service with patients on a daily basis. We would invite Amy back again and again!”


—Anna, office manager at Saddle Creek Orthodontics


“I have known Amy for over ten years, and she is as solid a friend as you could hope for. She won’t tell you, but she has over fifty-five patents in the financial industry and is now bringing her expertise to orthodontics. Amy is that rare person who understands the numbers completely, but her real value to your practice is her interpersonal skills. She will help you formulate your goals, then distill them to an ‘elevator talk’ and get your team completely on board to help you achieve goals beyond what you can currently conceive. If you’re looking to move past your status quo and want help navigating the changes in orthodontics, Amy is your guide. You can’t go wrong.”


—Dr. Lou Chmura, Chmura Orthodontics


“I have been in orthodontics for thirty-nine years and have sat through many seminars, and I found Amy’s presentation to be one of my top three favorites!”


—Dianne, treatment coordinator at OP Smiles


“Amy’s extensive background in engineering, business, leadership, and orthodontics help make her a tremendous coach and advocate for your practice. She is extremely organized, thoughtful, creative, and kind. I highly recommend her services.”


—Dr. Kyle Fagala, Saddle Creek Orthodontics


“Our team has greatly benefited from Amy’s training and coaching. She has helped us fine-tune the skills necessary to maximize interactions with both new and existing patients. Her coaching sessions are presented in a positive and encouraging manner that has been especially beneficial in how our current patients are scheduled, as well as in our approach to handling new patient phone calls. Amy has shown us the tremendous value of efficient and streamlined communication methods to assist in maximizing our practice’s goals. I would highly recommend her training and coaching program to any practice looking to enhance their patient communication!”


—Dr. Lance Miller, Elevate Orthodontics Podcast
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Dedication


To Don. You are my water and wind, ever encouraging me to step out of my comfort zone and make an impact. I love you.


To Mom. Where would I be without you? From infancy to adulthood, you have always been there. From tears to cheers, you upheld me. I love you.


To Nicole. You are my life coach who saw my possibilities and held me accountable to make them probable. Thank you.




 


Foreword


Communicate Excellence: A Guide to Authentic, Positive, Consistent Front Desk Communication is a truly insightful book. The author uses her background in process analytics to tease apart the critical aspects of the front desk position. Using quotes from people such as Aristotle to Dr. Robert Cialdini while detailing the polite nature of a persuasive conversation, Amy’s emotional intelligence helps provide “aha!” moments for the reader.
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