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As competition in the dental industry rises – 
dental schools are flooded with students soon 
to enter a shrinking market – every opportunity 
to get patients into the office matters even 
more, specifically over the phone. Patients don’t 
walk into offices to book appointments, they 
call. Since the phone is the first experience 
patients have with your practice; it is how 
they perceive they’ll be treated by your staff 
and it determines whether they’ll book an 
appointment. 

However, during a recent study, Patient Pursuit 
discovered: 

50% of all inbound calls are 
appointment opportunities, yet 
only 1 in 5 new patient callers never 
reach a live person.

•

40% of appointment opportunities 
are not booked because of a 
practice’s poor phone handling.

•

On average, 67% of all callers to a 
dental office never reach someone 
who can help.

•

The industry is operating with an immense 
blind spot – the phone. At the practice-
level, the lack of visibility into every call has 
led office managers to settle for mediocre 
connection rates. At the management-level, 
CEOs and district, regional, and practice 
development managers are left guessing 
why some practice locations are generating 
less revenue than others. 

The industry is missing out on untapped 
revenue originating from a poor patient 
experience over the phones.

Patient Pursuit is the solution that takes 
what is a liability – the phone – and 
transforms it into a strength. We work 
with more than 4,000 DSOs and smaller 
practices to help turn their agents into 
confident phone experts who consistently 
Own The Phone. 

THE PROBLEM
WITH THE PHONE?

WHAT’S
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PHONE COSTING YOU?
WHAT IS THE

THE AVERAGE NEW PATIENT 
IS WORTH $1,200

PRACTICES THAT DO NOTHING TO IMPROVE ON THE PHONE
COST THEMSELVES

$19,200
PER WEEK

AVERAGE PRACTICES 
RECEIVE 40 APPOINTMENT 

OPPORTUNITY CALLS/WEEK

40%

4 OUT OF EVERY 10 NEW 
PATIENT OPPORTUNITIES 

ARE NOT BOOKED

40
CALLS PER

WEEK

$998,400
PER YEAR

$1,200



The first step to solving blind spots occurring over the phone and optimizing ROI is by receiving in-
depth insight into every single phone call. Basic call tracking solely provides call counts and recordings, 
which unfortunately doesn’t remove the blind spots. Without taking the time to listen to each of these 
calls, the data provides very little value.
 
Patient Pursuit goes a step further, offering actionable call tracking. Our trained, human reviewers listen 
to and review every single patient call. This data gives managers full insight into how staff is performing 
on the phone and identifies when patients are having a poor phone experience. Even better – it’s 
incredibly easy to implement. It requires no hardware installation or spending loads of money – just 
Patient Pursuit working alongside you to ensure a quick setup. 

Call tracking allows dental offices to track appointments booked over the phone and optimize 
ROI. With Patient Pursuit’s help, the headache surrounding overhauling phone processes 
disappears.

SOME ROUTING OPTIONS OUR CLIENTS USE TO CAPTURE CALLS:

PATIENT PURSUIT 
TRACKING NUMBER

MAIN OFFICE 
NUMBER

forwards to1

WEBSITE
NUMBER

PATIENT PURSUIT
TRACKING NUMBER

forwards to2
MAIN OFFICE 

NUMBER

forwards to

MAIN OFFICE 
NUMBER

PATIENT PURSUIT
TRACKING NUMBER

forwards to3
SCHEDULING CENTER 

ROUND ROBIN

forwards to

CALL TRACKING 101
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There is a minimum phone performance commitment needed for a dental practice to maintain an 
excellent reputation and enhance patient satisfaction. Without easily accessible and detailed insight 
into what’s happening on phone calls, most practices suffer financially. This is where Patient Pursuit 
comes in. 

Patient Pursuit works with stakeholders who want to increase patient volume, but don’t 
know where to start; are tired of not knowing what occurs on every call; would like better 
insight to capture more appointments and enhance marketing ROI; and are looking to instill 
an appointment-driven culture in their offices. We track and record every inbound and outbound 
call at your practice, providing insight into booking opportunities occurring both on the phone and in 
your Practice Management System. 

OWN THE PHONE WITH CRISP.

CRISP is Patient Pursuit’s methodology to help dental practices Own The Phone. The simple, yet 
actionable acronym includes the essential elements for a successful phone regimen:

CONNECT

Ensure every patient is connected with someone who can book an appointment or address 
the concern. Note that connecting calls is not synonymous with answering calls; if someone 
is spoken to and then sent to voicemail or is left on hold, that would not count as connected.

REQUEST/INVITE

This is where dental practices miss the mark the most. The front desk staff is nice, polite, and 
professional, but isn’t converting patient calls into booked appointments enough. Make sure 
every appointment opportunity is capitalized on by inviting every patient into the office.

Reduce no-shows by offering a specific date and time for the appointment and confirm with 
a reminder. 

Enhance the patient experience. Follow up with patients who never connected to someone 
who could help and callers who were unable to book an appointment on the initial call.

SCHEDULE

PURSUE

C

R/I

S

P
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GETS MANAGED
WHAT GETS MEASURED



How has Patient Pursuit helped DSOs and smaller practices improve? Take it from 21st Century 
Dental, who, after partnering with Patient Pursuit, has seen: 

“I can’t think of anything better that we’ve brought into the practice in the last 10 years 
that’s helped us significantly improve.”

Dr. Kent Smith
Owner, 21st Century Dental

After relying on Patient Pursuit for actionable insight and data-driven metrics, the practice quickly 
saw a rise in its booking percentage – from 57% to 85% within just a year of using CRISP. 

MORE BOOKED APPOINTMENTS

Quickly after partnering with Patient Pursuit, the office managers met monthly to review calls –
noticing an immediate boost in staff phone performance. Dr. Kent Smith helped low performers 
develop to make the practice’s marketing efforts worth the cost. 

“Patient Pursuit allowed us to work on making sure phone calls got answered, because we spend a lot 
of money on marketing, and if you spend money on marketing and you don’t answer calls, you’re 
wasting money,” said Smith. 

But who has the most control of creating a full appointment schedule? It’s not marketing – it’s your 
staff answering the phones. Patient Pursuit can help you transform staff mentality toward the 
phones from being an annoyance to an opportunity for revenue growth.  

IMPROVEMENT IN STAFF PHONE PERFORMANCE

21st Century Dental office manager, Lisa Barerra, was drawn to Patient Pursuit because of the 
new and existing patient connections it’s helped her establish and build upon. 

“I mean at the end of the day, yes, we treat teeth and we want them scheduled, but we want to create 
a friendship, a connection with these people,” Barerra said. “It’s a business, yes, but we enjoy what 
we do. We want to enjoy coming to work and we can’t do that if we don’t connect with these people.” 

ENHANCED PATIENT EXPERIENCE

TAKE THEIRS
DON’T TAKE OUR WORD FOR IT –

That’s found money!
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Keep your existing patients returning, but even more important, book more new patients. A new 
patient, who – on average – is likely to return for 18 years, means more money. Salvage every 
appointment opportunity with Patient Pursuit’s Missed Opportunity Alerts.

BOOK MORE APPOINTMENTS

PHONE EXPERIENCE,
WHEN DENTAL OFFICES FOCUS ON
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Receive breakdowns of your call-to-appointment conversions. 

40
Connected Calls

KEY METRICS

17 New Patient Opps.

8 Existing Patient Opps.

8 Booked

5 Booked

67
Unique Calls

81
Phone Calls

Too many calls are left unconnected

Call this new patient opportunity back!

Time to answer: 6 seconds -- Talk time: 4+ minutes

Caller: 214-123-4567 -- Dialed: 214-678-9012

00:00 / 4:03

Handled by:

Direct Mail June 2017
Wed, June 7, 2017 - 8:57 AM

Chelsea Dalton

new patient, appointment opp, not booked - no request

THEY BOOK MORE APPOINTMENTS



TRACKING LINE CALLS DATA

Appts Booked
(New | Existing)

Appts Opps
(New | Existing)

ConnectedUniqueCallsTracking Line

Website 110800-214-1234
Direct Mail
800-214-5678
Sports Radio Banner Ad
800-214-9012
Google Ad
800-214-3456

82

11

13

99

75

4

1

92

74

10

12

38 | 13

34 | 7

8 | 0

9 | 1

21 | 12

28 | 7

8 | 0

9 | 1

INDIVIDUAL TRACKING LINE DATA BRIDGE/EXTENSION TOTAL DATA

In a highly saturated market, patient referrals are pivotal to growing your practice. What are you 
doing to track why and where they’re calling in from? Hopefully you’re not relying on asking the 
patient where he or she found you. Tracking Line Summary pinpoints which marketing campaigns 
are bringing in the most calls and booked appointments so you can salvage ROI.

OPTIMIZE MARKETING ROI

Locations     All Tracking Lines

Location

%#

Dallas Smiles $12.12 54

Cost Per Booked

Waco Smiles $13.12 41

Houston Smiles $10.12 38

Fort Worth Smiles $11.12 37

Show:   New Patients Booked

265
Total Calls

$5.12

Dallas Smiles

New Patients

75
New Patient Appt. Opps

$11.01

54
New Patient Booked

$12.12

72% Booked

Existing Patients

31
Existing Patient Appt. Opps

$12.12

26
Existing Patient Booked

$12.12

86% Booked

Reasons Not Booked

6%
Insurance/Price

19%
Schedule/Calendar

23%
Did Not Ask For Appointment

4%
Service Not Available/Out of 
Area

77%
Appointment Opportunities

106

48%
Other/No Reason Given
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Ensure patients return to your practice. Focus on improving their phone experience with proactive 
Patient Pursuit data that holds staff accountable to exceptional phone performance. 

IMPROVE STAFF PERFORMANCE

Another great way to keep patient retention high and maintain a positive patient experience is simply 
by reaching out. Patient Pursuit’s outbound call metrics help hold your staff accountable for pursuing 
patients who never connected, providing appointment reminders, and checking in after a procedure 
or appointment.

IMPROVE PATIENT EXPERIENCE
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HOURLY TOTALS DAILY TOTALS

Total Not Connected
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HOURLY TOTALS DAILY TOTALS

Total Not Connected

REASONS NOT CONNECTED

35% Hung up while on hold

24% Other

21% Left a voicemail message

9% Reached voicemail, no message

8% Left message with a person

3% Declined to leave a live message



The goal of Patient Pursuit is to help you stay laser-focused on the most critical phone metrics 
that affect patient experience. Here’s how we do it. 

TO BECOME CRISP ON EVERY CALL,
 visit www.patientpursuit.com or call us at 833-208-6104.

CONTINUAL IMPROVEMENT 
PATIENT PURSUIT:

FOR YOUR PRACTICE

CONTINUOUS
FEEDBACK

Trend-based strengths 
and weaknesses tracked 
consistently. Culture and 
accountability takes hold.

INSIGHT

Every inbound and 
outbound call at a practice 

is tracked and analyzed 
by human reviewers for 

overall performance.

ACTION

Data-driven opportunities identified for 
new processes and tangible improvements 

in the patient’s phone experience.

13

2

PATIENT PURSUIT’S FEEDBACK LOOP WILL:

Serve as a cloud-based solution that 
requires no hardware installation.

Listen to and recap 100% of your 
inbound and outbound calls, not just 
a sampling.

Provide CRISP reporting with complete 
insight into what’s happening on the 
phone.

Pinpoint which marketing sources 
are converting to calls and booked 
appointments so you can optimize 
ROI.

Ensure calls are quickly reviewed and 
alert you when a potential missed 
opportunity needs your attention with 
customized email alerts.

Give detailed phone performance 
reporting, broken down by individual 
agent and location.
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