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our patients love you, don’t they? Your 
office is clean, your staff is friendly, and 

the dentist is wonderful. It’s no surprise that 
your office does a good job of re-booking 
existing patients. They’ve already had many 
reasons to fall in love with you and they aren’t 
going anywhere.

Because your office is so great, it can be 
difficult to understand why it’s so hard to 
book a new patient. Here’s a hint - it has to 
do with the phone.

Your goal with every phone call is simple. You 
need to secure the appointment and build a 
relationship from the very first conversation.

While the goal seems simple, it takes practice 
and intentional effort to build exceptional 
phone skills. Call Box is here to help!

Is your office missing out on opportunities 
because patients always seem to need more 
time to think before booking an appointment? 
Do you get a lot of calls from patients who are 
out-of-network? What about that really busy 
mother with three kids who just can’t seem 
to find an appointment time that will work?

The tactics in this guide can help you and 
your team book more patients, even in those 
tricky situations.

HELP YOUR TEAM RECOGNIZE ITS

POWER & PURPOSE
WHEN TALKING WITH PATIENTS
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BASICS
THE 3 BEST TACTICS

Place a pen and paper next to 
your phone.

•

Apply these immediately to easily 
improve your phone skills.

Just smile.•

Ask for the appointment every 
time.

•

1

CALLER INFO

Write down the caller’s name.•

Gather the patients contact 
information to stay in contact with 
them.

Capture the caller’s phone 
number.

•

Get an email address.•

2

WELCOME

Be happy to be on the phone.•

An excellent greeting to set the tone 
of the conversation.

Clearly introduce your office.•

Welcome them to the office.•

3

CONNECT

Use the caller’s name.•

Build a relationship with the caller to 
make a good first impression.

Repeat the caller’s concerns.•

End on a positive note.•

4

PURPOSE

Actively listen to the caller’s 
response.

•

Ask about the patient’s needs so 
you can provide excellent service.

Ask the right questions.•

Avoid the black hold - pricing 
discussions!

•

5

KNOWLEDGE

Use tough questions to book the 
appointment.

•

Answer the caller’s tough questions 
to prove your expertise.

Be the authority.•

Prepare a solid response for next 
time.

•
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APPOINTMENT

Ask for the appointment every 
time. No excuses!

•

Ask for the appointment every time 
to capitalize on all opportunities.

Offer multiple options when 
attempting the appointment.

•

Book multiple appointments on 
a single call.

•

7

PREVIEW

Offer directions with landmarks 
on the address.

•

Let the patient know what to expect 
on his/her visit.

Let patients know how long 
their appointment will take.

•

Remind them of what time to 
arrive.

•
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The indecisive patient is a patient who is interested in your practice and is asking questions, but 
is not 100% decided on booking yet. These patients may make excuses for why they are not 
prepared to decide, but really all they need is a little more convincing.

This quick change in mindset will alter the way that you go into a conversation, making 
you less likely to settle for a follow-up from a patient.

PRO TIP: Consider starting a contest for the highest booking percentage for the 
week/month.

ALWAYS ANSWER THE PHONE WITH THE PURPOSE OF BOOKING AN 
APPOINTMENT1

By filling the conversation with your love and trust in the office, you’ll find yourself 
“selling” the practice. Talk about the reputation of the dentist, ease their concerns, 
smile while you speak, and use an upbeat friendly voice. By being confident in your 
office, you will transfer that confidence to the patient.

YOU MAY NOT BE A SALESPERSON, BUT YOU DO LOVE YOUR OFFICE, RIGHT?2

PRO TIP: Try role playing with other members on your team. It may feel silly, but 
practice makes perfect!

Work on trying to politely steer patients into a decision, while remembering to use 
a smile and welcoming attitude. You’ll be surprised at how many times a simple 
redirection will lead to a booked appointment! Here are some examples:

MANY TIMES, PATIENTS ARE JUST FEELING INDECISIVE. WE’VE ALL BEEN 
THERE BEFORE. BE PERSISTENT!3

“We have actually been filling up quite quickly.  I want to be sure that we are able to 
get you in. How about we get an appointment on the calendar, and if you need to 
reschedule we absolutely can.”

“We accept walk-ins, but you’ll be able to see the dentist much faster if you have an 
appointment. We have an opening at 3pm this afternoon. Should I put you down? If 
you need to reschedule, just give us a call!” 

THE INDECISIVE PATIENT



This type of patient has likely been looking up dentists online and has narrowed down his or her 
list as much as possible before ever placing a call. When these patients call you they ask short, 
yes or no questions just to get some more information, but appear to have no interest in having 
a conversation. They want to make a decision on their own.

It is crucial with these types of patients that their immediate impression of your office is 
a good one. Practice your greeting enough that it sounds natural and your personality 
shines through. It only takes 2 weeks to form a habit.  Make this one yours!

PRO TIP: Be conscious of how your greeting sounds. Be careful that it does 
not become so routine that you say it so quickly that it’s inaudible or no longer 
comes off as pleasant.

MAKE A PERSONAL CONNECTION QUICKLY WITH THE PATIENT. YOU ONLY GET 
ONE CHANCE AT MAKING A FIRST IMPRESSION, AND THIS IS YOURS!1

Write down each caller’s name as soon as the call begins. Remember their name and 
use it throughout the conversation to show that you care. People naturally become 
attached to others who make them feel safe and comforted. What better way to let 
patients know they are safe in your hands, then referring to them by name?

PRO TIP: We know that this is one of the harder skills to implement. To get more 
comfortable with using people’s names in conversation, try doing it with your 
team in the office.

USE PATIENTS’ NAMES THROUGHOUT THE CONVERSATION2

These patients aren’t  just calling your office for fun.  Have a real conversation to figure 
out why they are interested in visiting a dentist. Most importantly, you need to actually 
listen to their response. If they are in pain, show some sympathy. If they haven’t had a 
cleaning in years, ask them why they are now reaching out to a dentist.

PRO TIP: Know what makes your office special and be ready to tell the caller 
why he or she should come to your office over all of the others on his or her list. 
If patients  get their 6-month cleaning, will they get a prize? Has the dentist done 
more than  500 extractions? Think about what makes your office special.

GO OUT OF YOUR WAY TO FIGURE OUT WHY PATIENTS ARE CALLING3

THE RESEARCHING PATIENT



The price-conscious patient will be calling your office, and possibly others, to determine if the 
price is within their budget or if the services they will receive are worth the price.  They will ask 
specific questions and request specific price quotes.

We always want to focus the conversation on the procedures and goals, because that 
is what the patient is really coming in for. 

PRO TIP: Empathize and impart urgency. For example you could say, “I’m so sorry 
to hear that you are in pain.  Unfortunately, we cannot provide pricing information 
until the doctor assesses your situation and a treatment plan is developed.  Let’s get 
that assessment scheduled right away.”

FOCUS ON THE PATIENT’S NEEDS AND CONCERNS TO AVOID GETTING SUCKED 
INTO PRICING DISCUSSIONS1

Most offices have promotions that they frequently run, or special pricing for patients 
who don’t have insurance.

BE KNOWLEDGEABLE ABOUT PROMOTIONS, DISCOUNTS AND EVEN BASIC 
EXAM PRICES2

PRO TIP: If you aren’t 100% certain, ask a teammate for a list of all discounts and 
promotions that your office provides. Keep that list on hand at all times to help 
persuade patients.

All procedures require an initial assessment by the doctor and a subsequent treatment 
plan to determine an accurate price.  Focus on the great value of your initial exam 
prices and schedule that appointment.

AVOID QUOTING PRICES FOR SPECIFIC PROCEDURES3

PRO TIP: Repeat patients’ concerns back to them. Psychological studies have 
discovered that repeating what others have said back to them will help you 
connect. 

THE PRICE-CONSCIOUS PATIENT



We know that pricing can vary greatly depending on the situation, and giving the patient 
a reasonable, adjustable quote will lower his or her guard.

IF YOU MUST QUOTE A PRICE, DO NOT USE A PRICE RANGE. INSTEAD, QUOTE THE 
LOW END OF THE PRICING SPECTRUM AND SAY IT COULD BE MORE OR LESS4

PRO TIP: “Typically our extractions run about X dollars. Some are a bit more, some 
a bit less, depending on the tooth and the complexity of the situation. We really need 
to get you scheduled for an assessment to give you the best answer. I have openings 
at 10:00 a.m & 2:00 p.m.” 

THE PRICE-CONSCIOUS PATIENT



The busy patient has a packed day and so do you! These patients are likely calling you to check 
off one of twenty things on the their to-do list, and making it an easy experience will make a good 
impression. You may struggle to find an open space on both of your calendars at the same time, 
but the goal is to make the patient feel like a priority.

When they ask what times your office is open, simply say, “What time were you looking 
to come in?” 

PRO TIP: It’s okay to book an appointment a few weeks away, especially if it’s for 
the patient’s ideal appointment time. 

DON’T OVERWHELM BUSY PATIENTS WITH TOO MUCH INFORMATION1

Determine when works best for the client by drilling down to specifics. “What days of the 
week are usually best for you? Are mornings or afternoons better? Great, I have _______ and 
________ available.  Which would you prefer?”

LEARN THE PATIENT’S AVAILABILITY, THEN OFFER YOURS2

PRO TIP: Offering two specific times increases your odds of booking an 
appointment by more than 40%. 

Does your office stay open later into the evening, or maybe even have Saturday 
appointments? Those are things that you should brag about!

BE FAMILIAR WITH YOUR OFFICE’S SCHEDULING PERKS3

PRO TIP: If you sense that a patient is having a hard time finding a good time 
slot, immediately suggest one of your more unique availabilities. It will make 
them feel special.

THE BUSY PATIENT



While you have them on the phone, see if there are any additional family members who 
may need appointments.

BOOK MULTIPLE APPOINTMENTS WITH ONE PHONE CALL4

PRO TIP: Go out of your way to let the busy patient know that you’re hoping 
to make his or her  life easier. You could say, “I know that you’re really busy.  
While you are on the phone, are there any other family members we should book 
appointments for?” 

THE BUSY PATIENT



Out-of-network patients are those who do not have insurance, or their insurance is not in-
network and therefore they are concerned their visit to your office may cost more than expected.

Be knowledgeable about initial exam prices, promotions, cash discounts and payment 
plans.

PRO TIP: Don’t just answer a patient’s question about insurance with a yes/no 
answer. Quickly segue from, “Unfortunately, we don’t take xyz insurance but...” 
into one of these options:

FOCUS ON WHAT YOU CAN DO FOR THE PATIENT1

Your goal is to get the patient in for an appointment where your team can focus on the 
patient’s individual concerns and answer all of his or her questions.

YOU CAN ALSO OFFER A FREE BENEFITS CHECK ONCE A PATIENT BOOKS AN 
APPOINTMENT2

“A lot of our patients are out-of-network and choose to still come to our office 
because we offer xyz.”

“Our cash discount plan very often results in cheaper out-of-pocket costs than 
many types of insurance.” 

If you truly cannot serve this patient, refer them to another practice that can and be 
friendly and helpful. Remind them of the services you do offer and let them know that 
you would love to help them when they are in need of any of those.

TRY TO KINDLY SUGGEST A PRACTICE THAT MIGHT BE ABLE TO HELP THIS 
PATIENT3

PRO TIP: For patients with government insurance that is only accepted in specific 
places, build a relationship with an office near you that does accept government 
insurance, but does not accept insurances you take. Out of good faith, refer 
patients to their practice and they will likely return the favor.

THE OUT-OF-NETWORK PATIENT



RETURNING
CALLS

RESCURING FUMBLED OPPORTUNITIES

You should always reach back out to patients 
who didn’t book within 48 hours. The quicker 
you reach out, the less likely it is that this patient 
has booked somewhere else. By reaching back 
out, you are also letting these patients know 
just how important they are to you.

REMEMBER THE W’S!

WHO
is calling?

WHY
are you calling?

WHAT
would you like to help with?

WHEN/WHERE
can you help solve their problem?



HERE IS AN EXAMPLE OF HOW THAT CALL MAY GO:

“Ashley, you called into our office yesterday asking about teeth whitening; I just wanted to 
follow up with you.”     or…   “Ashley, you called into our office this morning and I apologize 
for the way your call was handled, I want to assure you that is not our standard.”

If the appointment was not booked due to price, show the worth in the service without 
talking dollars. If it was not booked for calendar reasons, invite them in at the best time 
for them and make it work.

“Hi this is Sonia, the Client Management Director from Smile Perfect Dental, may I please 
speak with Ashley?”

FIRST (WHO): Begin with a polite standard greeting (smile) and ask to speak with your 
contact.1

NEXT (WHY): When you get Ashley on the phone, thank her for her previous call. Ask 
her how her day has been and try to build a relationship. If necessary, apologize about 
the previous experience without making your team seem incompetent.

2

MOST IMPORTANTLY (WHEN AND WHERE): Request the appointment! If this person 
is still thinking, ask for a follow up date. If the patient has booked elsewhere, thank him 
or her and suggest that they give your dentistry a try the next time around.

3



PRACTICE
EXERCISES

EXERCISE: MAKE REPEATING A CALLER’S NAME A HABIT

The tactics provided in this guide can help your office book more patients but it takes practice 
and intentional effort to build exceptional phone skills.  Below are some practice techniques that 
you can try with your team to help you Own the Phone in no time.

PARTICIPANTS REQUIRED: Front Office Team
BASIC SKILLS PRACTICED: Caller Info, Connect

INSTRUCTIONS: For the next week, try to only refer to each other by name. It becomes so natural 
to begin talking to people without ever addressing them, or to say, “Hey” and start a conversation. 
The next time that you need a stapler remember to say, “Maria, can you pass me the stapler? Thanks!” 
As you begin to practice this in your daily life, it will become habit to repeat a caller’s name on the 
phone too.

EXERCISE: ADDING THAT PERSONAL TOUCH

PARTICIPANTS REQUIRED: Individual
BASIC SKILLS PRACTICED: Welcome, Connect, Preview

INSTRUCTIONS: Take a moment to write down your own ‘personal touch’ that you can add to 
the calls you handle. Whether it’s mentioning a fun play area for moms with children, or letting 
patients  know the easiest way to find your office,  you come up with something  that will make 
you stand out. Now, write it on a sticky note and put it somewhere you will always see it. 

What personal touch did you decide to start using?



EXERCISE: GATHERING RESPONSES TO HARD QUESTIONS

PARTICIPANTS REQUIRED: Front Office Team, Office Manager (optional)
BASIC SKILLS PRACTICED: Purpose, Knowledge, Appointment

INSTRUCTIONS: Gather your team and ask everyone to write down the 3 most common 
objections they face on appointment calls. 

EXERCISE: SELF ASSESSMENT

PARTICIPANTS REQUIRED: Individual
BASIC SKILLS PRACTICED: Welcome, Connect

INSTRUCTIONS: Today, listen to a few of your calls and give an honest assessment of yourself.  
Don’t worry, no one is grading this! (You can find those calls under Search For A Call in Call Box)

How do you sound? Happy, excited, polite? Surly, bored, difficult to understand?

Go through everyone’s answers together to determine some common objections and come up 
with some go-to responses that you can use.

Write your common objections and developed responses here:

What could you do to sound more welcoming or helpful?



How did you do? Do you sound better, the same, worse?

Tomorrow, try to do what you wrote above. Listen to some of your calls at the end of the day.

What could you do to sound more welcoming or helpful?

Keep practicing this until you sound like someone you would want to call every day!

EXERCISE: BECOMING AN OFFICE EXPERT

PARTICIPANTS REQUIRED: Individual
BASIC SKILLS PRACTICED: Knowledge

INSTRUCTIONS: Take some time to think about the questions that patients have asked 
you recently, which you couldn’t answer (think about procedure or technology questions for 
example). Write those questions below.

Now, discuss these patient questions with your team and your Office Manager to find the right 
answer. Continue to do this anytime a patient asks a question that stumps you.  Soon, you will 
be able to answer any question without hesitation.

What questions have you been receiving lately from patients that you didn’t quite know 
the answer to?

After discussing those questions with your team, write down the answers you find and 
ways to replay those answers to your patients the next time that they ask.



EXERCISE: PUT YOURSELF IN THEIR SHOES

PARTICIPANTS REQUIRED: Individual
BASIC SKILLS PRACTICED: Preview

INSTRUCTIONS: It’s always beneficial to see things from another perspective. So today we’re 
going to work on putting yourself in your patient’s shoes. Work through the following questions 
to help guide you into what to tell patients to expect during their visit.

What are the most simple directions to the office you can give? Include some landmarks. Go 
outside and find two, easy to spot, landmarks that can be seen from any direction a patient 
approaches the office from.

What are the essentials that new patients need to bring with them when they come for 
their first appointment?

How early should patients arrive?  ______________ minutes

Landmark 1:

Landmark 2:

Directions:

Finally, write out a short script that you can use at the end of every new patient call to ensure that 
patients feel confident in where they need to go, what they need to bring, and when to arrive.



On a sticky note, write down these 3 essentials and put the reminder somewhere you will always 
see it. This may be on your computer screen, or it may be taped to the phone itself!

Your goal is to ask for the patient’s contact information on every call today. 

Tomorrow, review today’s calls and see how you did.

On every call, you should be asking for 3 things:

IF YOU HAVE QUESTIONS ABOUT HOW TO USE CALL BOX, REACH OUT 
TO US THROUGH THE SUPPORT BUTTON OR CALL 214-446-7867.

EXERCISE: GATHERING CONTACT INFORMATION

PARTICIPANTS REQUIRED: Individual
BASIC SKILLS PRACTICED: Caller Info

INSTRUCTIONS: Go listen to all of your patient calls from the previous day. (You can find those 
calls under Search For A Call in Call Box)

How many patient calls did you handle?  ______________

How many times did you gather contact information?  ______________

PATIENT’S NAME1

PHONE NUMBER2

REASON FOR CALLING3

How many patient calls did you handle?  ______________

How many times did you gather contact information?  ______________


