The Welch Dental Group, a general dentistry practice located in
Katy, Texas, provides a safe, comfortable and welcoming
environment for all their patients, offering preventive, cosmetic
and restorative dentistry services. Dr. Gary Welch, DDS, owns
and oversees the Welch Dental Group, which includes a staff of
35 employees, including four full-time dentists, and more than
18,000 active patients.

Given their extensive patient base, Welch Dental Group
regularly handles a high volume of telephone calls. OAISYS
Authorized Reseller TLC Office Systems provided insight into the
amount of actual call activity the practice was experiencing.
“When [TLC Office Systems] did our usage survey, they started
at 7:45 in the morning and cut it off at noon and there had been
300 phone calls” Dr. Welch explained. “My practice
administrator tells me there are nearly 800 calls on a slow day
and more than 1,000 on a busy day.”

Attaining greater insight into those calls drove Dr. Welch's
interest in call recording and voice documentation, specifically
how those capabilities could help his practice to better address
customer service and dispute resolution concerns. “With that
many patients, we try our best and bend over backwards to
please them, but we can't please everybody,” Dr. Welch said.
“Every now and then, particularly in a practice of this size, we
can have three or four disgruntled patients in a given week.
Usually it’s a dispute over an appointment that they made or
confirmed, or they'll say the person on the phone was rude to
them or what have you. When that happened, we had no way of
knowing what the truth was."

To resolve those issues, TLC Office Systems recommended the
OAISYS Talkument® voice documentation solution. Talkument
enables office personnel to store, search, play back, annotate
and share their phone-based interactions.
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With the expansion of his practice, it became advantageous for
Dr. Welch to migrate to the OAISYS Tracer solution. Tracer,
deployed via a built-to-order server base system, offered a
better fit to handle the total number of lines coming into the
office.  Tracer provides the same voice documentation
functionality as Talkument along with formal contact center
management capabilities, such as live monitoring, coaching,
quality evaluations and reporting.

Dr. Welch and his staff have found both Talkument and Tracer to
be effective tools for handling disputes and disagreements
appropriately.“We were tired of getting complaints and nobody
being held accountable for them in terms of our employees,”
explained Dr. Welch. “When we go back and listen to these
conversations, many times if anybody is being rude, it's the
patients. We can’t control the patients but we can control our
people. Just the fact that our people know every time they're
on the phone they're being recorded, it's a plus.

“We wanted to know, number one, were our employees being
rude? Unfortunately, we'd ask patients who they were speaking
to and they’'d never be able to say. Number two, we wanted to
know what the truth of the matter was. It's interesting what
people will tell you and then, when you go back and listen to
the conversation, it's completely different,” said Dr. Welch.

OAISYS solutions have enabled Dr. Welch and his staff to better
engage with patients that may be feeling uneasy or anxious
about dental work. “l understand how people, when they come
to the dental office or even just talk to the dental office,
sometimes their stress level goes up a little bit. Depending on
their particular personality, they can tend to get defensive just
because they're feeling internal stress, and as we all know,
sometimes when people get defensive it switches to being
offensive.









