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“Ignorance more frequently begets confidence than 
does knowledge.” – Charles Darwin

In the last few years, teledentistry has emerged as a promising way to help patients gain access to oral care, particularly 
in rural areas. However, the COVID-19 pandemic has thrust it into the spotlight like never before, making it a vital tool for 
both providers and patients. In many areas which are under restrictions and social distancing orders, it is the only way that 
dentists and orthodontist are able to “see” patients at all while we all deal with this public health crisis.

In the past, some dental professionals have been apprehensive about offering teledentistry in their practices. However, in 
the last few months many state governors have relaxed the statues that govern the telehealth industry, including allowing 
reimbursement for services. This practice is sure to evolve as we navigate the uncertainty of COVID-19, but it is no doubt a 
huge step in making necessary dental care accessible, convenient and efficient for patients and doctors alike.

What exactly is teledentistry? 

Teledentistry uses technology such as audio, interactive video and data communications to provide consultation, diagnosis 
and delivery of dental care. Instead of a lengthy office visit, a patient would have a consultation with the doctor via video 
and/or telephone in order to address their issue or concern, or to do routine follow up care. Whenever necessary, an in-
office appointment is made to administer care and treatment. This limits personal contact for the patient as well as the 
doctor and office stafff - and it cuts down significantly on appointment times. 

Prior to the COVID-19 outbreak, it was very commonplace for people to do everything from banking to taxes to ordering 
contact lenses online. Teledentistry is seen by many experts as just a natural evolution and embracing of innovation in the 
dental industry. 

The question you should be asking yourself is not “How am I going to fit this 
into my practice?” but “How am I going to fit my practice into teledentistry?”
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Teledentistry has been proven to:

Improve patients’ dental hygiene
Statistics show that visits to dental offices began a decline in the early 2000s and have remained on a steady decline since. 
Using teledentistry has helped patients connect with providers and in turn allowed them to improve their oral health in a 
way that is extremely convenient. 

Be more affordable than dentistry in-office 
Teledentistry is not just convenient for patients – it is also cost effective for your practice. The increased efficiency of 
providing consultation and diagnosis from any location helps to save time and money on commuting back and forth as well 
as in-person appointment times. It also helps to economize on staff hours in the office and to share your staff between 
locations with ease.

Be an innovative solution that has already been widely adopted by the healthcare industry.
As of 2017, 61 percent of hospitals had rolled out and were utilizing telehealth programs. That number is expected to 
continue to grow each year. 

In analysis of data from those who have already used telehealth services, over 2/3 of patients said they were satisfied with 
their medical care and level of service. 

Align with today’s patients’ needs for modern forms of communication.
A recent survey of millennials, which are currently the largest age group in the US, indicated that more than 80 percent 
are comfortable communicating with their healthcare providers via text, email or video in lieu of seeing them in person. In 
the same study, it was determined that 76 percent of patients prioritized having access to care over the need for face-to-
face interaction with their providers.  30 percent of patients already use computers or mobile devices to research medical 
information. That percent is expected to continue to grow, especially during a time when staying home is more common.

Improve access to care for patients.
Approximately 20 percent of Americans live in rural areas where they do not have easy access to dentists and other medical 
services. Teledentistry eliminate their need to travel long distances and can help supplement clinician staffing in areas with 
few health care providers.

During the current health crisis, it is especially important to have a safe option for patients who may be at higher risk of 
infection or be in a vulnerable age group. Teledentistry allows them to stay in the safety and comfort of their home while 
still being able to get the oral care that they may need.

Teledentistry also provides a convenient option that reduces the amount of time a patient would normally need to take off 
from work to see a dental provider in person. Though appointments can considerable time out of a patient’s work day, only 
17 percent (approximately 20 minutes) of that time is spent actually seeing the doctor. Having the option to communicate 
with the doctor and discuss their needs without needing to take time off from work is a great benefit that may make a 
person more inclined to seek necessary care that their work schedule may not otherwise permit.
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Make in-office appointment times more accessible to patients who really need them.
Teledentistry opens up your office schedule by allowing non-critical visits to take place via video, text or phone. This then 
provides more time available for patients with emergencies or other situations where they must see the doctor in person in 
order to receive necessary care.

Provide the same level of care to patients as in-office visits.
Research has shown that the level of quality care that a patient receives and their success rate in treatment is the same 
for in-person visits as it is when teledentistry is used. Patients who have used this option have a high satisfaction rate, and 
have indicated that they would use teledentistry again and on a regular basis if it was available to them as an option. For 
patients who need simple follow up visits for things like retainer checks, the option to avoid having to come into the office 
was not only favored but greatly appreciated by both the patient and their parents. 

Allow your practice to grow and gain new reach
The outbreak of the COVID-19 pandemic has changed many aspects of our daily lives and the way that we do business as 
dental professionals is no exception. The utilization of teledentistry has received an unexpected boost during these times, 
and it is expected that it’s popularity will only increase as more people learn about its benefits. 

Telehealth by the Numbers

80% of patients are comfortable using 
text, email or video for consultations

66% of patients stated that they were 
satisfied with care received via telehealth

30% of patients already use computers/mobile 
devices to research medical questions

61% of hospitals are currently 
utilizing telehealth programs

76% of patients prioritize having access 
to care over face-to-face interaction
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While some have been slower to embrace the tools that it offers, teledentistry does have one important benefit to the 
dentist and orthodontist that is very much worth examining - and that is reach. As discussed previously, this is a huge 
benefit to patients who reside in remote areas, but it is also a great alternative for patients who have transportation 
challenges or limited mobility, and for children who may have limited access to healthcare due to their socioeconomic 
conditions. Because teledentistry eliminates the need for a patient to go to a physical location in most cases, it allows your 
office to serve individuals anywhere they are most comfortable and it is convenient. This opens up your practice to many 
patients who would not have otherwise had access to service, and this in turn will help grow your patient base.

How does teledentistry work? 

Teledentistry has two basic forms of delivery: synchronous and asynchronous. Let’s discuss the differences and how each is 
utilized to delivery patient care.

Synchronous
This method involves a live, two-way interaction between a patient (and their parent or caregiver) and the healthcare 
provider.  This type of service is also referred to as “real-time” and is achieved using video, audio and/or a combination of 
both. This method can serve as a substitute for an in-person encounter when it is not possible to meet face-to-face.  During 
the current health crisis, this is a primary way for a healthcare provider to see a patient in a consultation that is similar to 
an interaction in the office, but it limits the amount of people involved and helps maintain social distance very effectively. 

Using this method requires a designated time much like a “real” appointment would, therefore time flexibility is limited. It 
can also require more follow ups as the doctor is providing a diagnosis in real time, without the benefit of having seen an 
overview of the problem or condition ahead of time.  



6

Teledentistry in the Age of COVID-19

Asynchronous
This method of treatment utilizes transmissions of photos, videos and other documentation prior to the doctor making a 
diagnosis. These materials should be rendered to the doctor through a secure electronic communication system. Once the 
data is received, the doctor can evaluate both the images/videos and the patient’s medical history in order to determine 
what service is needed. There is no “real-time” or face-to-face interaction with the patient until they are ready to come into 
the office to implement their treatment.

Nearly everyone has the necessary tools right in their pocket to be able to get the data needed for asynchronous treatment: 
a smartphone. A simple iPhone has the capability to take photos and video of a patient’s mouth that is high enough 
resolution to give the doctor an overview of what type of treatment is needed. A dentist is able to detect cavities or even 
more serious issues from these types of photos, and orthodontists can make a determination on whether or not a patient 
needs braces from photos and videos, and also make sure that things like elastics are being worn properly.

Real time use of asynchronous treatment has proven to be highly effective as it provides the doctor a very good foundation 
to make an evaluation from. It also provides time for the patient to discuss and work out what the steps for their care will 
be with the treatment coordinator. This makes them ready to make decisions as soon as they come into the office, which 
will save everyone time and allow for limited in person interaction.

Deciding what type of teledentistry works best for your practice is critical to successful implementation. There are a 
number of tools available to assist with getting patients onboard with this type of visit, including specialty software and 
apps that use encrypted, HIPAA compliant standards for data transmission. 

The shift to doing business online has been going on for several years now, but the COVID-19 pandemic has accelerated 
that shift significantly. In a matter of a month, the grocery industry saw a shift of over 100 billion dollars to online sales. 
More and more people are getting accustomed to shopping online for things they would normally go to a physical store to 
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purchase, and instead having these things delivered via services like Instacart or Amazon Fresh. While places like gyms 
and fitness clubs were forced to close temporarily due to the virus, app-based fitness services like Peloton and at home 
exercise platforms have seen a dramatic rise in business and in revenue. 

Recent events have proven that embracing technology is not exclusive to younger people, either. Even older patients, who 
are sometimes not tech-savvy, have shown willingness to check in with their critical care doctors via telehealth sessions 
versus coming in to a physical office. Statistics support this by showing a dramatic uptick in use of these sessions amongst 
this demographic, so it is clear that all ages understand not just the convenience of this type of care, but the safety of it 
during times of crisis.

While as of the time of this writing there is still quite a bit of uncertainty regarding the COVID situation - one thing is 
certain: The world is changing rapidly and making sure your office is functioning in a way that serves your patients safely 
and efficiently is going to be paramount to your practice’s success and future growth possibilities. The days of family 
doctors making house calls when patients were unable to come to the office have long passed. Technology offers us a 
multitude of ways to reach more patients that are in need of care than ever before...it is critical for the field of dentistry 
and orthodontics to embrace these ways and make sure that we are doing our part to keep our patients healthy and safe as 
much as possible.  
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For Orthodontists
At least 15% of the current orthodontic workflow can be 
moved to asynchronous teledentistry:

4 Growth and observation checks

4  Retainer checks

4  Elastics and expander progress check

4  The new patient introduction and screening

4  Clear aligner progress checks

4  Oral hygiene instructions

4  Speech evaluations and cleft team progress updates

Quick Reference: How Can Teledentistry Help Your Practice 

For General Dentists
A full 50% of your work week could be completed 
via synchronous and asynchronous teledentistry:

4  Split the hygiene and operative dentistry teams

4  Hygiene works 2 days per week

4  Operative dentistry works 2-3 days per week 

4  Minimizes the number of people in the building and subsequent aerosols

4  Provides uninterrupted, continuous time for the restorative dentist to complete treatment

4  Provides a more-efficient workflow for the hygiene team, reducing wait times 
  for the doctor exam
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Teledentistry Consent Form
1.  I hereby authorize Burleson Orthodontics & Pediatric Dentistry to use the teledentistry practice  
 platform for telecommunication for evaluating, testing and diagnosing my dental condition.

2.  I understand that technical difficulties may occur before or during the teledentistry sessions and my  
 appointment cannot be started or ended as intended.

3.  I accept that the professionals can contact interactive sessions with video call; however, I am 
 informed that the sessions can be conducted via regular voice communication if the technical 
  requirements such as internet speed cannot be met.

4.  I understand that my current insurance may not cover the additional fees of the teledentistry  
 practices and I may be responsible for any fee that my insurance company does not cover.

5.  I agree that my dental records on teledentistry can be kept for further evaluation, analysis 
  and documentation. I understand and consent to this consultation being recorded for clinical 
  documentation and accuracy. 

6.   In the absence of radiographs (x-rays), I understand that I might be asked to send photographs or 
  other documentation as requested by the dentist.

7.   I agree to provide as much information as I can. I understand that the doctor is limited to what 
  they are able to determine remotely through video or telephone consultation. I also understand 
  and agree that if I am experiencing pain or swelling that is life threatening, that I will call 911 or go 
  to an emergency room.

Sample Informed Consent Form

First Name:

Date:

Signature:

I agree to terms & conditions*

Last Name:
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Sample Patient Instruction Form

Talk to a smile specialist anywhere you are by phone or video.

Get started now in two simple steps. 

Take Photos
First, take five pictures of your teeth and mouth for our smile specialists to review. 
Read the instructions below on how to take the best pictures and show our doctors 
exactly what’s going on with your teeth or mouth.

The easiest way to capture these pictures is using a smartphone and pair of plastic 
spoons to keep the cheeks and lips out of the way. See the samples below of what the 
five pictures should look like:

Burleson Orthodontics & Pediatric Dentistry
Kansas City  •  Liberty • Raymore

www.BurlesonSmile.com
816-741-5311

1

Send Photos
Second, send the photos to smile@burlesonortho.com. Please include the patient’s 
full name and date of birth in your message to our office. Once your pictures are 
uploaded, you’ll receive a special invitation to join one of our specialists for a 
consultation by phone or video.

2

Left Side

Lower Teeth Upper Teeth

Straight OnRight Side

Orthodontic & Pediatric Dental Care 
When You Need It Most.
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Final Thoughts on Changing the Way the World Does Business
Countries are waking up to the stark reality 
of how dependent they are on supplies 
from China. Almost 75% of blood thinners 
imported by Italy come from China. Japan, 
Germany, Italy and France import 60% of their 
antibiotics from China.

Before coronavirus, supply chains were built 
to maximize profits and efficiency. Now, 
everyone is going to need to rethink, retool 
and focus on resilience, which will become the 
new buzzword in business circles.

I wrote about resilience in last week’s 
update. It was the lead article for a reason. It 
is the only way forward. 

The concept of just-in-time inventory will 
be tested to the extreme, if not abandoned 
entirely. Firms will build in redundancy and 
hold more inventory of critical items.

Just like the cost of employment has gone up, 
so has the cost of doing business in general. 
You must resist the urge and trend you’ll see 
in your peers when they lower their prices 
and discount their fees in attempts to sway 
consumers to part with elective dollars in 
times of uncertainty. 

Instead of lowering your prices, consider 
offering rebates or gifts with purchase for a 
limited time.

Across-the-board discounts will not only 
crush your margins, but also they are not 
necessary. Differential pricing strategies like 
premiums, freemiums, rebates and gifts with 
purchase activate only a certain segment of 
your prospective customer population – the 
segment that is sensitive to pricing.

Research shows a full 50% of consumers 
eligible for the special offer never pay 
attention to it or don’t complete the “hurdle 
step” like bringing in a coupon or mailing in a 
rebate offer.

So, instead of discounting and crushing your 
margins, think differently.

If there were ever a time to demonstrate your 
value, to show consumers what you’re doing 
to protect their health and safety, to double-
down on trust and competing in a category of 
one, now is the time.

While your peers race to the bottom in a price 
war, you’ll be the only one smart enough to 
realize the way the world does business has 
changed, possibly forever. And not a single 
component of the new normal includes a 
lower operating margin for your business.

You must shore up your value, protect the 
relationship you have with your customers, 
patients, clients or donors and protect 
operating margin and free cash flow at all 
costs.

Giving up margin in a time like this is no 
different than starving your troops before 
leading them into a lengthy and difficult 
battle.

Rethink your systems for automation. 
Eliminate unnecessary investments in 
human capital. Do and deliver more to your 
customers than ever before. Become the 
trusted authority in a significant way. Lead 
and let the rest chase each other down the 
rabbit hole of sinking profits and near-zero 
cashflow.

Our immune systems aren’t the only things 
that will have to adapt after this virus. Our 
businesses will too.
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For years, management experts have stressed the 
importance of efficiency and cost savings. We’ve 
obsessed over new ways to save time and money. 
Now, following a pandemic and worldwide 
shutdown, new rules will insist that we maintain 
more margin and invest in safety first.
 
I’ve been teaching for years that everything in 
motion around you dictates that you outearn the 
increasing burden of regulation, taxation and 
now added margins for safety.

Today, make this your mantra: protect your
people, serve the public, and preserve your
organization. In that order.

Business owners who get this wrong will be 
forced to accept the fate they deserve. We are all 
in a very precarious position.

Put your organization’s survival ahead of the safety of 
your people or serve yourself first and you will cease 
to exist. I’m certain of it.

If you haven’t completed a cashflow analysis 
with your CPA and management team, yesterday 
was the best time to get that done. Today is the 
next-best time.

Do you have a contingency budget if 33%, 50% 
or 67% of your revenue disappears for the next 
six months? Can you stick to it?

In business school, we studied the Deepwater 
Horizon disaster extensively as the golden 
case study for failure of management. In case 
you forgot, in 2014 the courts found BP guilty 
of “gross negligence” and ruled that several 
decisions leading to the disaster were “primarily 
driven by a  desire to save time and money, rather 
than ensuring that the well was secure”.

I was pleased to see the Financial Times did 
not allow the Deepwater Horizon anniversary 
to go unmentioned. The  accident happened 10 
years ago, this week. Andrew Hill reminds us, 
“Multiply this observation 10,000-fold and you 
see why many organizations were unready for 
this pandemic — and how they might prepare 
better for future disruptions.

In her book, Uncharted, Margaret Heffernan 
distinguishes between ‘just-in-case’ preparation 
of several vaccines, covering a number of possible 
epidemics, and ‘just-in-time’ systems to produce 
a chosen vaccine at speed.

The first approach “requires budgeting for an 
excess of time and money. The second calls for 
rigorous efficiency.” Now is the time to sit down 
with your team leaders and prioritize.

You can’t throw efficiency and cost savings out 
the window, but they also can’t be in the driver’s 
seat with preparation, margin and safety bound 
and gagged, held hostage and locked in the trunk 
of the car.

As a result of the pandemic and current best 
practices, I’ve been discussing these areas with 
my clinical team leaders, managers and CPAs:

•  How much more time can we allow assistants  
 for each appointment category?

•  What is the overall impact of new PPE costs 
  and regulations on our bottom line?

•  What is the impact of a 3-4% price increase on  
 operating margin?

To read more from Dustin S. Burleson, DDS, MBA:

To schedule a complimentary strategy call and 
prepare your practice to thrive through the 
pandemic, call 800-891-7520 today.

TheBurlesonFiles.com BurlesonSeminars.comTheBurlesonReport.com


