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What problem does call tracking solve?

You may already know what the problem is; it’s the solution you’re struggling find. Let’s explore 
this quick short story about Bill and see if his story resonates with you.

Bill’s Dentist office relies heavily on how often his telephone rings and what the caller on the 
other end needs from his office. Each of those phone calls represent revenue opportunities for 
Bill and his team. These opportunities are chances to book appointments, schedule services, 
and set consultation meetings. When Bill is able to book more of these phone opportunities, 
he sees a direct correlation with increased profits, and of course increased profits are good.

There are two big challenges keeping Bill from booking more appointments. These challenges 
are universal for any Dentist office that relies on phone calls:

Bill’s marketing efforts don’t generate enough of the right kind of opportunities.
When potential clients do call Bill’s office, they’re not getting booked as often as they should.

Patient Pursuit has the means to solve both of these problems for you. Are you ready to learn 
how?

WHAT PROBLEM DOES CALL 
TRACKING SOLVE?
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Call tracking numbers are available to you 
within our online portal. Within minutes, you 
could grab a toll free or a local number, take 
it live, and use it on your marketing piece. 
We keep a deep inventory of numbers 
available so you can get the number you 
want when you want it.Take a look at last 
month’s data: the direct mailer drove 100 
calls and the newspaper drove 12 calls. 
Call durations are a phenomenal way to 
measure the quality of your phone calls. 
Bill’s phone calls with a new prospect will 
generally last a minimum of 4 minutes. 
Bill now has a way to measure which lead 
sources are driving phone calls. Now he can 
calculate which of those marketing efforts 
produced the best return on his investment 
and adjust his marketing accordingly.

Let’s keep this simple for a minute and 
explain how call tracking measures 
marketing. Bill has two different marketing 
campaigns. The first is a direct mailer he is 
sending to potential prospects. At the top 
of his mailer it says, “Call us to schedule an 
appointment!” The other marketing piece 
is a newspaper article that finishes with the 
sentence, “We can help. Give us a call now! 
”The direct mailer has one phone number; 
the newspaper has another. These are call 
tracking numbers! When a potential client 
finds the newspaper article intriguing, 
s/he will dial the article’s unique call tracking 
number. The call will then ring through to 
the office per usual, with the only difference 
being that we can now recognize which 
advertisement drove the phone call.
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Where do I get multiple numbers?

How do I use call tracking to measure the 
effectiveness of my marketing efforts?



How do I access this information?

Need the information now? Our online reporting platform provides you with real-time 
reporting so you can see exactly what’s happening on your phones. You can also set yourself 
up with email notifications, which send the call information to your inbox for review at your 
convenience.

How do I use call tracking to improve on the calls I do receive?

When you use a call tracking number, you have access to the recordings for every call. These 
call recordings are the best tool for evaluating your team’s phone skills, conducting trainings, 
and providing feedback loops for continual improvement.
Bill has weekly meetings dedicated to helping his staff handle tough calls. The entire office 
learns what worked well, and where the team could have done better. Listening to calls with 
a coach or as a team provides valuable insight, and your team can brainstorm ways to better 
handle tough situations on the phone. There is nothing like hearing yourself on the phone for 
the first time. That alone will drive instant results.

Even if you think your staff is perfect on the phone, you might be surprised to learn that the 
biggest culprit for missed phone opportunities is simply not answering the phone. For the 
average business, 39% of phone calls go unanswered! That means all those marketing dollars 
you’re spending to drive phone calls are wasted because you don’t answer the phone.
Call tracking will minimize the amount of calls your office is missing and then help you salvage 
the opportunities that do go unanswered.

First, we’ll provide reports on how often your team is picking up the phone and when 
calls are being missed. This information will provide insight so you can avoid these missed 
opportunities by shuffling the lunch hour, hiring a Saturday appointment setter, etcetera. What 
gets measured gets managed.

Secondly, we’ll alert you as soon as we identify an unanswered prospect call. Your team can 
quickly call them back before they call one of your competitors.
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Of course! There are tons of awesome features designed and tested specifically to help you 
improve on the phone.

Bridges:

You may have heard the terms ‘menu routing’ and ‘phone tree.’ These terms are commonly 
used to describe bridges. A bridge is a prerecorded greeting that sounds a little like this: Thank 
you for calling. Press 1 for scheduling, press 2 for billing?”
Bridges are very important. Here at Century Interactive, we focus and measure how long it 
takes to connect the caller to their intended party. On average, calls coming into a bridge line 
are connected with their intended party sooner than those without a bridge. Bridges are often 
the best way to connect the caller to right person as quickly as possible.

Call Scheduling:

We often call this “time of day routing.” At five o’clock every evening, calls will stop ringing into 
the office and will instead ring to the salesmen’s cell phones. If the salesmen aren’t in the 
office, the calls still need to be answered.

It is so important to pick up the phone when a customer dials.

ARE THERE ANY OTHER FEATURES THAT I 
SHOULD KNOW ABOUT?

52%

They are likely to dial the next office on their list.

Even if you plan to call them back, only 12% of outbound phone calls out of 
businesses reach their intended party.

52% of callers will not call back if the initial call isn’t answered. With scheduling, 
the calls will ring where you want them to when you want them to.
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Whispers:

A whisper is a unique feature that allows the person answering the phone 
to learn a little about the phone call and the caller. For example, if a call 
came from the “Holiday Special” advertisement, we could play a short 
one-sided audio snippet saying, “Holiday Ad.” This snippet would only be 
audible to the person answering the phone. Then, the person answering 
the phone could greet the caller with something like, “Thank you for calling 
ABC plumbers. My name is Stacy, would you like to hear about our holiday 
specials?”

Round Robin:

The round robin feature allows you to spread calls evenly among your 
different salesmen. The first call on a line would ring to person A, the 
second to person B, and so on. This allows you both to spread the work 
evenly for all your team and share sales opportunities.

Multi-Ring:

The multi-ring feature allows you to ring multiple phones at the same time. 
The first person that answers is connected through to the caller. This is 
one of the best ways to ensure your phone gets answered quickly. If three 
phones are ringing, there are potentially three people who could answer.
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Do you get excited when the phone rings? Does that mean the possibility of a new prospect, 
customer, or patient? If so, then call tracking is probably right for you.
Lucky for you, the phone is right for most consumers, too. In fact, 67% of shoppers prefer to 
inquire about big ticket items via the phone and for every $1 you earn from e-commerce, you 
can expect to earn $6 from phone related sales through paid search. Wow!

We know that every phone call is precious. We also know that leads can be very expensive to 
generate. Despite all this, most businesses are in the dark as to how leads find them and what 
actually happens on inbound sales calls. Call tracking answers these questions and so many 
more. Sound complicated? It’s not. Let’s take a look at some easy to understand reasons for 
why you need call tracking.

Understand where your advertising is most effective.

Measuring each advertising channel with a unique call tracking number enables you to 
understand which one is driving the most phone calls. It’s great that you dropped a bunch of 
money to advertise on local television, but what did it do for you? Call tracking tells you how 
many phone calls your different lead sources provide. This newfound metric shines a light on 
your most important and previously mysterious conversion: the phone.

IS THIS RIGHT FOR ME?

www.patientpursuit.com    |    (877) 593-4919



Be a smarter marketer: Make good decisions based on quality data.

If an expensive television spot produces zero phone calls while a magazine advertisement 
brings you seven calls every week, you can divest money from the dud and invest more in the 
stud. These seemingly tough decisions are made easier with the results-driven data that call 
tracking provides.

Never miss another lead.

In the last section, we talked about additional features of call tracking like bridges, call 
scheduling, whispers, and round robin. These simple tools allow your business to run more 
efficiently, and ensure every single phone lead is taken care of. For example, if you leave the 
office every day at 6:00 pm, use scheduling to forward calls to your cell phone. That way you’ll 
never miss a chance to speak with a hot prospect.

Improve staff performance on the phone.

Because every lead is so valuable, everyone should be treated as an opportunity to 
create revenue. Is your staff greeting callers with a friendly “Hello?” Do they have excellent 
product knowledge? Most importantly, are they guiding the conversation toward setting an 
appointment? Call recordings provide learning opportunities for anyone handling the phones. 
Not to mention, the simple fact that calls are being recorded encourages and reinforces good 
phone skills.
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What about my outbound calls?

For many businesses, the outbound call is vital to their sales efforts. This includes cold calling, 
setting and confirming appointments, upselling new products, and even just friendly check-
ins. It’s important to know how many calls are made and if your sales team is a doing a good 
job. Outbound call tracking does this by tracking the phone calls made by your staff, recording 
them, and identifying whether or not the call reached the intended person.

How does it work?

Outbound call tracking works with any phone system?even cell phones. There is no hardware 
to install. To track an outbound call, simply dial a number provided by Century Interactive (hint: 
most businesses simply make this a speed dial). Then enter your own unique phone code and 
dial the customer’s phone number. The phone code attributes the call to you specifically and 
the call is tracked and recorded.

How does it help?

Outbound call tracking offers clarity into the efforts of your team. Previously, you may have 
depended on confusing phone logs or the old fashioned honor system to know what was 
actually happening on your calls. (Or at least you thought you knew!) True outbound call 
tracking creates real metrics for accountability and improvement.
In Chapter 8, we’ll talk further about our ability to quickly categorize phone calls based on 
what happened on the call. On the outbound side, this means identifying if the call actually 
reached the intended target. There’s huge value in using this metric instead of just simply 
looking at how many calls are made. Which is more meaningful to you? Mike dialed 20 different 
customers. OR Mike spoke to 8 different customers!
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What about Two-Party states?

There are 12 states that legally require both sides of a phone call to know they’re being 
recorded. Accounting for this is easy on inbound calls because we simply play a friendly 
greeting and the caller is aware. Outbound calls are tricky though. Immediately playing 
an automated message when the person answers is obtrusive, and telling them yourself 
is awkward as well. As a result, many businesses decide that they can’t use outbound call 
tracking.

Enter one-sided outbound call tracking. Our solution for Two-Party states records only the 
sales agent’s side of a conversation. Imagine sitting at your desk and overhearing a coworker 
on the phone. You can’t hear the person they’re speaking with, but you can clearly hear what 
they say. One-sided outbound tracking applies this same approach to recording calls.
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Website call tracking solves this problem by allowing you to see which keywords and referral 
sources are producing calls from your website. Let’s say that a Cincinnati flower shop (Roses 
are Reds!) utilizes website call tracking on their website. After taking a call, Roses are Reds sees 
that the caller first went to Google and searched “flower shop Cincinnati” before then clicking 
on an AdWords ad. After looking at the pages the caller clicked through before placing the 
call, they notice that the caller spent a lot of time checking out the Marge Schott Mother’s Day 
Special page they added last week. Nice!

Before they installed website tracking, Roses are Reds thought their online spend was 
underperforming. But, after they started tracking their website calls, they found that 70% of 
their website conversions were coming through the phone, vs. 30% from form fills. Once they 
were able to see the specific keywords and referral sources that were delivering the most 
phone calls to their business, they adjusted their marketing budget accordingly and started 
driving even more calls!

You may already know that the majority of your phone calls 
are coming from people who find your phone number on your 
website. You may even be spending a lot of your marketing dollars 
on paid search and digital marketing to drive more people to your 
website in the hopes that they pick up the phone and call you! 
However, herein lies the issue: if you can’t connect those phone 
calls to the website visit that led to them, you won’t be able to 
see which digital marketing dollars are actually delivering those 
valuable calls!

CAN I TRACK CALLS FROM MY WEBSITE?
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How does it work?

Our website call tracking solution is a management free, 
“set and forget” approach that entails a simple two step 
set up! Either you or your website developer will place a 
small piece of code at the bottom of every page of your 
site, and will then put span tags around the tracking 
number on the site. That’s it!

HOW DOES 
IT WORK?

Our technology will present a 
unique tracking number to every 
single visitor, which allows us to 
track the session of each individual 
caller. If you add new keywords or 
campaigns, don’t worry about adding 
more numbers or alerting us?we’ll 
track them automatically. Trying out 
some email marketing that drives 
people to your website? No problem!

Can I see my calls in Google Analytics?

Yes! CallConvert, our proprietary integration 
with Google Analytics and Google AdWords, 
allows you to see your website phone calls inside 
Google’s platforms down to the keyword. The 
Google platforms have multiple reports you can 
take advantage of that will allow you to view and 
optimize on your tracked phone calls.

www.patientpursuit.com    |    (877) 593-4919



Will call tracking affect my SEO?

Let’s set the record straight on where call tracking might affect your SEO (Search Engine 
Optimization), and where it will not!
Hundreds of thousands of marketers across the world use call tracking to track the calls 
produced by their digital marketing. That list includes most of the enterprise Fortune 100 
companies and their esteemed marketing agencies.
Still, rumors and fears continue to circulate in regards to call tracking and its effect on your 
search engine standing.

First, let’s look at where you should be careful with call tracking numbers.
Google uses a combination of business name, address and phone number (NAP) to verify 
business listings for Google Maps and Google Places. To do so, it checks the listing across 
multiple sources on the web, including major local listing providers such as InfoUSA and 
Localeze. Luckily, there’s a simple way to take advantage of all the benefits of call tracking while 
still providing a consistent NAP presence to Google.
You should be using you actual business phone number as your Primary ID in your Google 
profile. Google and the other major local listing providers all allow for secondary numbers, and 
this is where you can place your tracking lines. The guidance that they specifically provide is to 
refrain from using numbers that “refer” users to somewhere other than you actual business. 
As long as you are using numbers that ring to your actual business (Primary ID) you are 
absolutely fine.

For tracking your main website, you should be using dynamic website call tracking! With 
dynamic website call tracking, a simple java script code will rotate the phone number shown 
to each visitor to your site. When the search engines use their “spiders” or “bots” to “crawl” the 
site and assess its content and ranking, they won’t see the new number. They are only crawling 
the code of the site, where the tracking number remains static. To feel even more secure, you 
can use your primary number in the code of your site. This number will never be seen or called 
by visitors, but it’s the only number the search engine will see, meaning that there will be zero 
impact to your SEO ranking.
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Another good practice we recommend is placing your primary number down in the footer of 
your page where the Google bots can read it. This has next to zero impact on your marketing 
data, and keeps the NAP police happy.

Finally, remember these points:

• Google is very aware of call tracking.
• The only time Google has spoken on record about call tracking, it has been to    
 acknowledge the value and need.
• Google has publicly partnered (through DoubleClick) with four call tracking    
 providers (including Call Box!) to allow marketers to track call conversions    
 directly within the DoubleClick platform.

What if I get a lot of calls?

If you’re tracking calls, you probably already know that it’s a good practice to review the calls 
for training and accountability. However, if you get a lot of calls every day, this can be pretty 
daunting. Imagine having 100 calls to sift through and review in order to find the seven that 
really matter.

Humanatic is a patented product of Century Interactive that will make your life easier. It’s a 
combination of Human-based and automatic filtering that identifies the calls that matter most. 
By separating out calls that you don’t need to worry about and identifying the meaningful ones, 
we give you the power to separate the signal from the noise and devote your valuable time to 
training and following up on the right calls.

What categories are used to filter?

Humanatic filters vary by industry but are meant to simply tell the story of the phone call:

• Was the call connected to someone who could help the caller?
• Was the call connected to someone who could help the caller?
• Was it a new business opportunity?
• Was it a new or existing customer?
• What is the service being requested?
• Was an appointment requested?
• Was an appointment booked?
• If the appointment was rejected, what was the reason?
• Was a promised follow up issued by the sales agent?

Now you can apply these filters when reviewing calls, and when there are seven calls coming 
back for review, you can be confident that these will be calls worth listening to.
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Great, but now what?

The filtering ability that Humanatic provides is a game changer, but the data coming out of the 
Humanatic reviews is even more powerful than that. Harnessing the power of this data is easy:

Humanatic powers missed opportunity alerts that notify the right people at your business 
when calls are mishandled. This enables management to follow up with previously lost leads 
that can be converted to appointments and revenue opportunities.

Humanatic reviews allow us to feed you performance reports that show how well your 
business and individual staff members are handling the phones week to week and month 
to month. They even compare you to other similar businesses so you know exactly how you 
measure up. Improvement is the name of the game when trying to own the phone.

Lead scoring is taken to a whole new level because the quality and outcome of the call can be 
included in your marketing decisions. Take two different lead sources:

• A television commercial that drives 50 calls and 3 booked appointments.
• A magazine advertisement that only drives 20 calls but books 15 appointments.

Previously, the television commercial (50 calls) would be thought of as much better than the 
magazine (20 calls). With Humanatic, the true value of every call is now quantified, and this 
useful insight allows for more intelligent decision-making.
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My staff will get mad if I record their calls!

We hear this concern a lot. True, your employees might get a little upset if they find out that 
secretly being recorded. So, don’t do that! Alert your staff of the new feature and all the 
benefits for doing so. After all, it does afford them some protection. Your staff will be okay with 
the new process once they understand how it will help the business. If one of them takes issue 
with it then you really need to ask the question, “What is happening on my phone that would 
cause such a reaction?”
 
Recording calls provides tangible accountability for your staff. We’ve been doing this a long 
time. We know for a fact they will perform better once they know they are being recorded.

Remember that if your staff is performing well on the phone, they know they have nothing to 
worry about. If a member of your staff is worried that the recordings will highlight all of the 
missed opportunities they are fielding every day, that’s even more reason to track them! One 
of the top reasons for recording calls is maintaining a high customer satisfaction rating.

Remember that recording calls also highlights the GOOD calls. Keep the focus positive and 
always include good calls in trainings and reviews.

COMMON ARGUMENTS AGAINST 
CALL TRACKING

www.patientpursuit.com    |    (877) 593-4919

1



Call tracking is just another expense to add to my budget.

On the contrary, Call tracking is one of the most effective ways to SAVE your marketing dollars! 
It makes it painfully clear how INEFFECTIVE some of your marketing is. For example, a $2 
tracking number might show what a waste your $5,000 direct mailer was. Even more powerful 
than preventing you from spending money on what doesn’t work, call tracking will point out 
what does. It will help you allocate your budget to spend more money on pieces that get you 
a higher return on investment (ROI). We always say that a good rule of thumb is to spend 3% 
of your marketing budget on call tracking to make sure that the other 97% is working. Call 
tracking pays for itself pretty quickly by helping you capture more leads on the same budget.
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AT&T (or my other phone provider) can supply me unique numbers and tracking 
reports.

True, the concept of a unique number is not rocket science, and you could probably get 
different numbers and a call count record from your phone service provider. Unfortunately, 
getting useful data from those numbers will probably prove difficult. Here are just a few things 
that you would be missing:

• Call recordings and the feedback   
 loop they provide for your staff.

• Knowing where your website calls  
 are coming from.

• FREE routing features like    
 bridges, round robin, voicemail   
 lines, greetings, and whispers.

• A real time user interface.
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Call tracking just presents more risk for dropped calls.

Call tracking routes callers seamlessly to your business (without them noticing a thing). As 
for quality, we pay our carriers a premium to be on Emergency Responder/911 status. Our 
connection rate is over 99.99%, so you can sleep soundly at night!
In most cases, adding call tracking actually leads to less dropped calls. We often find that 
we’re alerting our clients that they have a local network down or phone hardware issue before 
they’re even aware of it. Call tracking then allows you to reroute those calls to cell phones with 
just a few clicks of a button while you work to resolve the other issue. Callers that would have 
gotten an error message are now able to get through to your business and get serviced.

It isn’t actionable.

Fortunately, this argument couldn’t be further from the truth! Each of our reports is designed 
specifically to provide simple, actionable data. Summary-level reports are designed to show 
which marketing pieces are the most effective in the simplest way possible. Marketing can 
always be improved and call tracking will consistently show you the most effective way to do 
that.

We even go so far as to listen to calls FOR you and pick out the most important calls that 
really need your attention, so you don’t have to worry about listening to every single one. We’ll 
also integrate that review data into your reporting so you can focus on patterns. We use the 
simplest feedback forms possible?red and green arrows?to make the required action obvious. 
You want green arrows! Call recording and agent activity reports drive action by providing a 
feedback loop that effortlessly encourages agents to make the most of every single phone call.
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