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PREFACE

TO THE STUDENT

This textbook, Dental Quest 1 - ‘Practical English for Dental Clinics’, has been designed to support
Japan’s Dentists and Dental Hygienists with their goals to better serve their increasingly global
communities. The textbook covers many of the common dental issues that dentists will treat on an
everyday basis. The situations are presented as naturally as possible so that you will be exposed to the
English that you will most likely need and encounter. The textbook will prepare you to explain
conditions and treatments, as well as answer common questions from patients. The textbook also
explores general and culture-specific themes that are challenging dentists to reconsider all aspects of
their field, such as treatment choices, patient communication, patient care and satisfaction, and
business practices. This textbook will be a tool that you can use to not only enhance your ability to
communicate more effectively with patients and colleagues, but will also assist you in discovering how

you really think about the future of your chosen field, dentistry.

TO THE TEACHER

This textbook, Dental Quest 1 - ‘Practical English for Dental Clinics’, is designed to provide the teacher
with material that can be utilized to facilitate a variety of language teaching practices and pedagogy,
because no student is the same, and neither is every teacher. There are opportunities for both teacher-
student and student-student interaction. Content and activities can easily aid structural/linguistic,
cognitive, interpersonal, functional and communicative styles of instruction and facilitation.

However the fundamental principle of the textbook emphasizes and responds to the need for the
students to discover both intrinsic and extrinsic motivation for acquiring English. Likewise, while this book
is designed to support a variety of language teaching methodologies, particular weight has been placed
on to the acquisition of lexical chunks to facilitate better language fluency by ensuring that by the end of
the course, students will have a rapid access to a stock of career-specific language chunks that they can

correctly and confidently used in discourse with their patients.
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RECIEVING R CALL
FROM A NEW
m PATIENT

Care, Attention, and Bedside Manner
g7 R EERE

A recent survey in England and Wales revealed the most important factors for patients were:

A VISV RBLODI—NVIATHTONICRBEICELDE, BEBLCE>TRLEZVEREUTOBYTLI !

“Care and attention” (rated very important by 90%)
o PoEE] (90%D [FBICEE] &01@)

“Dentist puts you at ease,” “pain control,” and “safety conscious” (79-82%)
[BRESYZVvOoRSET<NBEZE] [BHAOER]. [RENDEE] (79~82%)

“Explanation of treatments” (73%)

BEATDOHRHE] (73%)

This shows that the interpersonal and communicative attitude—making patients feel cared for and comfortable—is a top priority.
COBRIPONHLBDE. BFBLCRLEBPBOPUEZSEXSD. RAII2Z/r—YaVORBNREBESTETCDHD
EWSIETT,

(A)~(F) MEBEBAR T, SBF NN TCRVHIRASEABZICHDICKDICERDIBICN—rF—E—RICIBUAEDFTELLD. 1| = REEE,
Look at the points (A) to (F) for a good telephone impression. Rank them with a partner. 1 = Most Important.

(A) Ask the patient’'s name and use it during the conversation

(B) People can 'hear’ a smile, so smile and use a warm tone of voice

(C) Remember to say 'please’ and 'thank you'

(D) Try not to use negative phrases, like 'l don't know.. or 'We can't...

(E) Try to pick up the phone after the second or third ring

(F) Deal with communication problems calmy and politely
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MANGRA CLINIC: UNIT 1 @"

HELLO. | HAVE A

o ;/7 VERY BAD
SORRY
TOOTHACHE. CAN HELLO.
TO HEAR
THAT. | MAKE AN HOwW
) APPOINTMENT CANI

FOR TODAY? HELP YOU?|

BUT | CAN GIVE
YOU THE NUMBER
OF SOME OTHER
DENTISTS iN THIS

you.

SURE GO
AHEAD.

WE HAVE NO
APPOINTMENTS
AVAILABLE
TODAY

TRY
HOSHINO
DENTAL

OK, THANK YOU CLINIC, 03
-

VERY MUCH. I'LL 555 ****,
GIVE THEM A OR BEAR
CALL AND DENTAL

CLINIC, 03
HOPEFULLY THEY Sos
WILL SEE ME.

YOU'VE BEEN A
GREAT HELP.
BYE

IF YOU CANNOT
MAKE AN
APPOINTMENT
AT THOSE
CLINICS...

PLEASE
CALL ME
BACK.

A Journal of Dental Education (2017) study found that first impressions over the phone strongly influence patient
choice of clinic, with responsiveness and friendliness being the top predictors of satisfaction.

WRHEY v —F ) (2017F) ORRICLDE, EFTCOE—DRPIBEDVERER%
BARICKEKEBEZSABENDD >TLET, ALDESEHLAPT SN, BHE
BREZELISRVEEBERTLIS

A Healthcare Customer Experience Report (2020) showed:

85% of patients said “being treated politely and listened to” was the most important factor.
BEDELEUND [TRBICHLSN, EBEAEHFABOTEHABIE] I'REVBBILEBAF LI,

68% said they would change clinics if calls were consistently unanswered or unhelpful.
68%DEHF. BENBELSLH>ICYU. RISHRBUILE U TBHE. BREREZEADEBEATVET,

Dental Economics surveys report that patients are most frustrated by
BEICELDE. BEINROARRBICRALCTOLBEIREROBYTTY

Long hold times. Difficulty scheduling. Feeling rushed or dismissed
EORBEY PHHARY SISO E BNENTVS, LEB<BLEDNLERLDIE



UNIT FOCUS: PICKING UP THE PHONE
A PEFHUDEDTTVET, WBBBETISVET,
B: CAICHBIF. REBIFETEI D  (Hello. Can you speak English?)

BENFEBRA Y ITHD>TE5S18E

Please wait while | get an English speaking staff member to help you.

EBENFEBIRAVIICRDUETOTHEFEIZES W)
A Yes. But please talk slowly. This is Yamada Clinic. My name is Inaba. How can | help you?

Fe TIHN BOSUBLTOIEFE TN, WBRBOAFNTT, Edsn&Lich,

B: I'd like to make an appointment, please?
FHEBMUIZODTI Y,
A Certainly. May | have your name?

PLIFYUE LIS, BBAIZEHROVICLET,

B: Yes, it’'s Tim Jones.

Fe Ta b I3—VXTT,

UNIT FOCUS: ARRANGING RPPOINTMENT TIME

A Ok, Mr. Jones. Thank you. When would you like to make your appointment?
V3—VREATITR. DYDEDTSVET, WDTFHNEHDRYLFL LD
B: Tomorrow after 5 o’clock. Is there anything availableT?

BEODSFHLURT, ZS>FDYEITD.

A Sorry, could you say that again?
FTHEBA BO—ESOTOIEFEID,
B: Sure. I'd like to come after 5 p.m. tomorrow.

TEHATY . HBDLELBEICAWIZLDTI D,
A Thank you. Let me check that. Yes, we have an opening at 5:45. Is that OK?

HBUDNEDTTNET, BROCLET, [F, 584 5DICZENDBYET, VDD TIH,
B: Yes, thanks. That’s great.

FO, BUPEDTETNVET, ANLKTT,

Is this just for a check-up, or do you have a toothache?
EHRETITH, ¥NEELB/ITHEHDDY FTH,

One of my teeth hurts when | eat cold food or drink.
BICOHEBNICUBRATIZU T B EERAEBOATT,

| see. Thank you.

DHOVELIZ, BYDEDTTVET,




UNIT FOCUS: CONFIRMING PATIENT DETRILS

A Mr. Jones, is this your first time to visit us?
V33—V RXEh, BBRIFWOHTTI H,
B: Yes.
(Fo
A Ok. Could you spell your name for me, and tell me your phone number?
DAV LIZ, BBRIDDDVUES > TV &ETD, ¥NEBHFHESZHA T ICSO
B: It's Tim, T-I-M, Jones, J-O-N-E-S. My cell phone number is 090-8620-220 x .

TALEFT. L M. Y3—2X(FJ. O. N, E. STY, EFBFDOESIZ090-8620-220x T,
A: Thank you. That’s 090-8620-220 x . Is that right?
HYPEDTSWOET, 090-8620-220x TT1. BEWVDY FHADS
B: Yes, that’s right.
FO, &2 TL&E T,
A Ok, Mr. Jones. Please bring your health insurance card with you.
FW, Y3—-YXSA. RE&EEE CRELIZE0,
B: Ok, I'll bring it with me.

DHVELIC FoTOLEXT,

A Thank you. We'll see you at 5:45 p.m. tomorrow.

HYUDEDTSVWET. ¥NTIIABOFEROFTL 5NICHFHLTVET,
B: Thank you. Bye

HYDEDTESVWETo SEDG5,
A: Goodbye.

kD5

DISCUSSION - A GLOBRL RECEPTION
How can you make a welcoming, S (———— —_
helpful and global clinic and reception area?

LN TOBERLEN, R|UOD DERNSEHER P ——
BNTUPZ2DO<3ICE. ED2ITRLIESLIOVTLLDD.

-Make a list of things you would have in your dental clinic
BROERERICBANFILOBDZYIMILEL £ D,

-Share and explain your list with your classmates.
BEPOSAAXA REURMEHBL, RHEALZFL LD,




UNIT 1

Match the patient’s statement (1 - 8) with the dentist’s responses (A - H)
BEDEFAT (1 ~8) tEUYGRE (A~H) Z8BIFFL £ Do

1 Patient: I'd like to make an appointment for a cleaning.

BE: DO Y-V IDFMNERYICNTT, \. J
2 Patient: Do you accept National Health Insurance?

BE: BERERRBIIEAFTTH? \ /
3 Patient: | have a terrible toothache!

BE: BAE TEEOTT | \ ),
4 Patient:  What time do you close today?

BE: SBRABZTHAOTOLEIHL? \____/
5 Patient: | need to cancel my 3 PM appointment.”

BE: FERIFBOFPNZEFr>EIULICOTT \. J
8 Patient: Does the dentist speak English?

BHE: BRI EEMIFREBL B X IN? \ )
7 Patient: How much is a child's check-up?

BE  FHORZEOISTIH? \___/
8 Patient: | think my crown fell off!

BE: wEyHPENicAELNEEA | \ )

"Please come in today. Avoid eating hard foods.”

"Let me check our schedule. Are you available this Friday?”

"May | have your name to cancel it?"

"We can see you today at 2 PM. Can you come then?"”

"We're open until 6 PM today.”

"Yes, Dr. Smith speaks English. Would you like an interpreter?”

"The first visit is ¥2,000 with insurance.”

"Yes, we accept NHI. Please bring your insurance card.”

EEEHEHEEEE



FIRST CONSULTATION

Middle Names

In many English-speaking countries, it is common for people to have three parts to their full name - a first, middle and last name (family
or surname). For example: Jane Téa Harper - Jane [first name], Téa [middle name], Harper [last name].

Z<DEBBEDETIE. RBNMZDDBRTEASNTODIZEDN RN TT, 77—RbxR—AL (RE) - SRVR—L - SRFR—LA
(M 23) O3DTT, HIAIE: Jane Téa Harper®s —R (&, [Janel =7 7—Rkx—L (2H])
[Téa)] =X RJUR—A, ¥L T [Harper] =R br—4L (B /BF) EODEMRTI,

When addressing a patient, it is important to remember that name preferences can vary depending on culture, age, formality, and

personal choice. Always confirm how the patient would like to be addressed, and be sure to ask for the correct pronunciation of their
name.

BEFKOOIBZ MR, - FEip- 7x—~XUVE - BAD “Do you prefer to be called by your first name, last name?”
BAHACEOD>THUOANERBRDCEABRLTHSIEN KD TI,

BERCAADEDLSICHEINIZOD, FLELLOEEELLT

T g “Please let me know if I’'m saying your name correctly.”
BRLZL« > yingy Y

If you could have a middle name, what would you choose?
HLBRICIRUR—LEDHFBENDELIES. CABRIBEIICLEFTH?

Ask the following questions to a partner. Write their answer in the box below each question.
MDFOBERZEN—FF—CEAOWTLSIESL. ¥*NY¥NOBEROTORCBFOEAEZEETFL LD,

“What topics are considered too personal to talk about in your culture?””

(ENERTANE—SRA515CR. EOESBIENKDTTH ? ‘)

BRIZDIETR, EARBTFEINMMBANTEDESNTOETH? )

[BARTHBEADRRICELCEIHDELNBOERICE. EOLDBEDHHBYETH?
“What topics might make a foreigner feel uncomfortable in Japan?”
“What makes a good first impression at the dentist?”
1.




HERE.
WE HAVE
ANOTHER
OPTION

OK, NO
PROBLEM

I'D LIKE TO
COVER YOUR
EYES FROM
THE LIGHT
WITH THIS
TOWEL

ACTUALLY, |
DON'T LIKE
MY EYES
COVERED.

I'LL LET THE
OTHER

THAT YOU
PREFER
GLASSES

YEAH,
THESE ARE
PERFECT.

THANK
you

HOW DO THEY
FEEL?

ARE THEY
COMFORTABLE?

Look at the questions below and use the explanations to help you decide if they_are appropriate or inappropriate to ask a patient.

TOEBERT, ¥XNENOHRZEECLEDD,

1 How long have you been in Japan?

2 Is your wife / husband Japanese?

4 Would you prefer English or Japanese today?

Do you like Japanese food?

5

6 Are you an English teacher?

7 Is this your first time at our clinic?
8 Was it easy to find our clinic?

10 Have you had dental care in Japan before?

90
VX

90
90

90
90
90

90

BESCAICTLTEDL AEUD ZHE LI L £ Do

Lets the patient decide how much to share. Don’t assume nationality.
BEDNHBLICOBROBEZBSROOSND, BFELZFMHRE LB,

Assumes details about marital status and ethnicity.

BRISR P ARE - RIEICEBTBIRAIZESATLE D,
Patient-centered. Offers choice and respects language needs.

BRRZS5A. SENCEBEEELTOH S,

Can feel patronizing or culturally presumptive.
EDBBEROIBYS RO DT ERTMONBTREMD'D B
Assumes a stereotype and is not clinically relevant.
RTUFRA THAREL TV D, WRBZREFBERIEO.
Standard clinical question. Neutral and polite.
—REVRERFDER, PUNDDTE,

Shows care without getting personal.

BARNTETICREVETE D,

Useful for understanding patient expectations or previous
experiences.

BEOBHFPINE TORRZIERT 5DICHMA. 12



UNIT FOCUS: SMALL TALK

A Hello. Mr. Jones. Are you comfortable?
CAICBIGe Y3 -V RE e BYLMMEIEWOTI D,
B: Yes. Thanks.
Fe YD ED,
A That's great. Have you visited the dentist in Japan before?

ED 22T MBIBATEEBICITOINICIEEHYETH?

B: Yes, | have.
O, HYET,

A That's great. It's important to have your teeth checked regularly.
FOTTR, EHMNGEDREZZZITDEL[LEBRTIH S,

B: Yes. | try to go to the dentist twice a year.

[Fe FIC20EFFT<LDICLTOET,

UNIT FOCUS: CONFIRMING PATIENT'S CONCERNS

A That’s good. So, how can | help you today?

WOTIR. =T SEIEFEDGTOELIED,

B: One of my upper molar teeth is hurting, especially when | bite on anything_hard.

LDERED 1 OMBODTITD, HICEBOEDEZBATIFICEAE T,
A Ok. | see. Well,

FWe DHUE LTI, ENTIR. BHAORERDRDONBDHDEDIHETHEL &£ Do
B: Ok.

(F0

Repeat this part of the dialogue and substitute the part indicated above with other reasons the patient has
come to the clinic. You will need to adjust the dentist’s response accordingly.

CORFTOLRZRUEKRL, £5& [One of...] TRSNICBD % MDFKRIBBHIC
BESMATHRBLELEL D, ¥NICEDLET., BHRHEHORBLEDICEELZL & Do

- -
“I've chipped a tooth.” “My filling_has fallen out.”
[EHRIFTLEOE LI [SEoMPERNTLEFOVE L]
“Id just like a check-up.” “My_gums bleed when | brush my teeth.”
[REfZTPROLI-ODOTI D, [BBx B Ew<ENBMmMPEET,)

»

“I'm interested in having braces.
[FBIEICER DD YU F£ T,
“My_teeth feel very_ sensitive when | eat or drink anything cold.”

[(RICVEDERNICURAILUTEHE, BHLHET .

\. J

13.



UNIT FOCUS: CONDUCTING THE PHYSICARL EXAMINATION

A Alright. 'm going to put your chair back now. Please tell me if the light is too bright and | can
i adjust the chair angle for you.

Fe XNTE BFZELE TR LA RDEALTEICOBTOAEZRHALEIIDT

BATLIZE W,
B: OK.
HHUF LI,
A And don’t worry. I'll take good care of you.

ENDBEDETODERBESDT, LohUBELET L,
B: Please open your mouth.

ORI TOIIZFET D,
A That’s great. | can see clearly now.

ROTIR, INTEI<KREAE T,

B: Ok, | can see some discoloration on one of your teeth. It is most likely a cavity, but we will have to
‘ take an X-ray to check how deep the decay is.

—AOBICEBDNROSNE TR REDLDOTID, REDRSEZERI BIcHICLY Mrr%
BOLENBYET,

B: Ok. No problem.
Fo BEDYEHE Ao

A Alright. 'm going to put your chair up now. Please rinse your mouth.
ENTIE BFZRILEFTR. 02 TOTHLNTT &Ko

Shall we go to the X-ray room?
(Ms. Inaba will take you to the X-ray room. I'll see you shortly.)

LY RTURICTEEL £ Do
AFNSADUVY T VBICHBENLE T, FILBRIEFESEVEL & D0)

B ok ||
® oo

HHYUF LI O

MEMO

Placing a towel over a patient’s head is @ common practice in Japan, but did B e

you know that in western countries this action can be considered very rude or Bt
evendangerous? 4 X e—

BEOBICAALADNTEIORFEERTE—HRNBBEETIN. RXFEE e e R e
TRIDFTAEDPETEELIL. DBIVEBRTISHEIEEZEAOND & T e ——
#ZHBLTITH? - i
Diseussiom S
What could be some of the reasons why people in western countries do - ———

not like having a towel placed over their eyes? e
BERKRKDALFERBEDPICEBOLICAA IV ZDHTOENEDZDEFEBZO o
DD TLEDD PCDEBRELTEZABENIDIDEITLEDD? (e




