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3A guide to getting the most out of your Online Services 

Accessing all of the tools you need to effectively manage your plan has never 
been easier! Online Services provides real-time access to your patient data, 
financial statements, cancellation service and much more!

Everything you need to make your plan a success is just a click away with Online 
Services, saving you time and cutting down on paperwork.

• View all of your patients’ records in one place

• Keep up to date with any joiners or leavers

• Cut out the paperwork by allowing you
to make important changes to your patient
records online, including:

Change of address Change of plan

Change of dentist Cancel a patient’s
membership plan

• View any outstanding payments

• Find out if you have any patients
in query, what the reason is and
the actions Practice Plan have
taken on your behalf

What Online Services offers you:
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1. This view will allow you to see all your  active plan members.

2. Any outstanding payments will show here.

3. If there is an issue with a patient’s agreement you can find
out the reason here.

4. All your recent joiners will be shown here.

5. All your recent leavers will be shown here.

6. This will show any patients that are in breach of the age
criteria of a plan. This is useful to help you see when a child
is reaching the age where they should move onto a teenage
or adult plan.

Patient Plan Management

Patient Plan Management allows you to access all of your patient information in 
one place. Below are some views you may find useful when it comes to managing 
your patient plans.

Back to contents
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8To make a change to a patient’s record, you just need to locate the  
patient you are looking for by using one of the views listed on the previous 
page and select the patient from there. The box below will appear with all 
the patient’s details. Then click the ‘Update Information’ button.

Once you have clicked Update Information, another box will appear 
and it is here that you can make the changes required to the patient record. 
Then submit your request.

7

Patient Plan Management: Changing a patient record
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6Monthly Statements 

With Online Services, you can easily access your monthly statements all in one 
place! On the 16th of each month, you’ll be able to view your latest statement online.

What’s more, all statements are stored in order of month/year, and they even go as 
far back as 2009! Should you require a paper copy of any statement, you can easily 
print a copy or download it to your PC.

 1. All statements are available in PDF   
 format. If you don’t have a PDF reader  
 you can simply download one here.

1
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7Cancellation Feedback Service 

The Cancellation Feedback Service is designed to help you monitor all patient 
cancellations. The service allows you to identify any patients that may have 
cancelled in error. All patient feedback can be found in the Cancellation Reasons 
section showing you the reasons why patients cancel, including any trends that 

may occur. As part of our Feedback Service, we ask patients to provide a service 
level score for your practice which you are able to view. The scores are represented 
in handy charts that give you access to your overall score. 

1

2

 1. If we were able to establish a reason for a patient 
 cancelling you will see this here.

 2. Here you can view the score that patients have given for  
 the  service level they feel they received from their treating  
 dentist. The scores are also presented in a chart to make 
 it easy to see the overall service score of your practice.

Excempt due to pregnancy, 2
Financial reasons, 1

Left the area, 4

Different Private Dentist, 1

Prefer fee per item, 1

Moving to NHS dentist, 1

Affordability

Left the area

Didn’t feel it was value for money

Moving to another area

Exempt

Moving to NHS dentist

10
Practice Service Level Score (All Results)
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8Access and Security 

There’s no need to worry about unauthorised access to your patient data. 
With Online Services, you’re in full control of who can access what and where.  
There are three different types of access levels: 

Owner : As an owner you automatically have full access to everything  
Online Services has to offer.

Admin : If you have Admin access you are able to manage various informations as 
well as setting access levels for other online service users.

Staff Members : Your access will depend on what the Owner/Admin has delegated 
to you.

Not only can Owners and Admins control the computers that can access your 
practice’s information, they can also manage the access levels of your staff 
members, reset passwords and add new staff members.

1

Manage staff member’s access

1 As an Owner/Admin - to set access for a staff member, 
select them from the list as shown to view their details.

Back to contents
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This tab allows you to grant access 
to patient-base features of Online Services.

This tab allows you to grant access 
to financial statements.

Staff can be given ‘Reader’ or ‘Editor’ 
access to each of the features of Online Services.

You can decide if you want to make the 
person and admin or a staff member.

Manage staff member’s access (continued)
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1 This feature enables you to take control of where 
your Online Services can be accessed.

If you select ‘Enable Computer Authorisation’  
an Owner or Admin must log into Online Services 
before that PC or laptop can be used by other staff 
members.

The Owner or Admin must then select ‘Authorise  
this PC’ under ‘my account’ menu at the top right  
of the page. 

1

Computer Authorisation

Back to contents
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Add New Person*

* Please note that dentists cannot be added via Online Services. Please contact our Head Office support team on 01691 684120 who will be able to arrange this.

Adding a new staff member to Online Services is easy. All you need to do 
is click the ‘Add New Person’ button as shown below. A new window will 
pop up and you just need to complete the required details and submit. 
Please remember to make a note of the login details!

Back to contents



12Troubleshooting 

I’ve forgotten my password.

For Owners/Admins
To reset an Owner or Admin password, click on 
the login button at the top right of the screen and 
you will see the option for forgotten password.

Once you’ve entered your username and 
pressed submit, an email will be sent to your 
registered email address. Follow the instructions 
in this email to reset your password.

For Staff Members 
If your access is only that of a Staff Member, 
an Owner or Admin will need to reset your 
password. To do this the Owner or Admin needs 
to log into Online Services and select ‘Access 
and Security’ from the ‘my services’ menu.

Here they will need to view the user access and 
select the relevant staff member from the list. 
Once the staff member has been selected, you 
will see an ‘actions’ button which gives the 
option to reset that staff member’s password. 

How do I change my username/password?

To change your username to something more 
memorable, simply log into Online Services 
and click on ‘my account’ and select ‘change 
username’ from the list.

I can’t access the page I need?

All PCs accessing Online Services need to be 
authorised by the practice owner. If you’re using 
a PC which hasn’t been authorised, a message 
of ‘page not accessible’ will appear. 

In order to authorise the PC, simply follow 
the instructions in the ‘Computer Authorisation’ 
section of this guide. 
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IF YOU ARE EXPERIENCING ANY PROBLEMS,

PLEASE CALL 01691 684120
WE ARE OPEN 9.00 AM - 5.00 PM MONDAY TO FRIDAY
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