
3 WAYS

PREVENT YOUR PRACTICE FROM

LOSING NEW
PATIENTS



ust as good phone skills can get new patients into your practice, bad phone skills 
can send them out for good (or prevent them from coming at all). Managing 3 simple 
phone skills starting today will give your practice a much needed boost in patient 
presence.

Before we start, imagine it’s a typical Tuesday. Your office gets 3 calls from 3 different 
people.

J

A potential new patient is shopping around for a new eye doctor who will 
accept his or her insurance. She is put on hold for “just a moment” as soon as 
she reaches the front desk. She waits on hold for 30 seconds, hangs up and 
immediately calls the next office on her list.

The next caller asks about a specific procedure for her daughter. The receptionist 
talks about the procedure but doesn’t offer an appointment to the caller.

The last caller is interested in booking an appointment next week but the 
receptionist can’t find any openings. The caller says, “Let me think about it and call 
you back,” but never does.
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Practices run into calls like these on a daily basis, and they’re driving away new business.

THE BAD NEWS:

You’re getting calls from interested patients.

These problems are EASY to solve if you take the right approach.

THE GOOD NEWS:

Some of the best eye doctors have identified the phone as the biggest profit leak in their 
offices and stepped up their game.

So how can you Own the Phone?
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3 POWERFUL TRICKS for OWNING THE PHONE AT YOUR PRACTICE

Simple enough, right? Wrong. Practices spend a lot of money on automated answering 
machines and receptionists to ensure calls simply connect to the office, but what gets ignored 
is whether or not these calls actually ever reach someone who can assist the caller.

On average, eye care offices only answer about 67% of calls, and only 74% actually connect to a 
qualified agent. If they don’t speak with anyone, you can guarantee you have lost that potential 
new patient to another office.

This means that a third of callers don’t even connect at all, and of those who do, almost ¼ 
won’t be helped. Follow our guide to prevent your practices from being only average.

STEP 1: ANSWER THE PHONE

TIPS FOR ANSWERING THE PHONE

Assign someone in the office to be the “Phone Master.” This person is solely 
responsible for answering every phone call and booking every new patient who 
calls your office. Then assign someone as the “Backup Phone Master.” The backup 
phone master will only answer the phone when the master is already on the 
phone or away at lunch. Why is this important?

Offices that assign a specific person in the office with the task of answering every 
phone call and assisting potential patients through setting appointments see 
significant improvement in their phone answering percentages.

Make this change, and then focus on the metrics that measure whether or not 
your “Phone Master” is doing a good job. If a call goes unanswered, you’ll know 
who is responsible. If you have more than one receptionist, consider staggering 
their break times so you don’t lose calls because no one is around.

Use a phone bridge to filter the calls that can be handled at another time, or by 
someone other than your phone master.

Phone bridges direct the caller to the right area before anyone answers the 
phone, saving time and giving your receptionists better insight with fewer 
questions.
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3 POWERFUL TRICKS for OWNING THE PHONE AT YOUR PRACTICE

Drop what you’re doing and immediately instruct your team to work for an 
appointment on every call.

When asking for the appointment, proactively provide two available times. Giving 
options assumes the appointment and lets callers think out loud with you.

Book multiple appointments on a single call. Once you have secured the new 
patient’s appointment, follow up by asking if anyone else in his or her household 
needs an appointment.

Keep the call short. You don’t need to get every piece of information about the 
new patient on the call. Don’t worry about new patient insurance information. Tell 
callers to bring it during their visit. The goal of the call is to book the appointment. 
If you do get trapped by a caller asking questions about a procedure, use that as 
leverage to set an appointment.

The purpose of every new patient phone call is to set the appointment. Ask the caller why he 
or she is coming in, but don’t waste too much time on detail. Avoid answering specifics about 
pricing; you could easily fall down the rabbit hole. First, focus on getting the new patient into 
the office where the doctor can further address his or her needs.

Why should you request the appointment on every new patient phone call? Callers offered an 
appointment give some sort of commitment 88% of the time. In other words, requesting the 
appointment works. The better question is, “Why NOT ask for the appointment?”

STEP 2: REQUEST THE APPOINTMENT

TIPS FOR REQUESTING THE APPOINTMENT
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3 POWERFUL TRICKS for OWNING THE PHONE AT YOUR PRACTICE

Let’s get back to the statistics.

Again, we’ve done our research on this and we’ve listened to a lot of phone calls. We’ve found 
that when a potential new patient calls in and says, “I would like to book an appointment with 
your office,” 1 in 4 callers DO NOT become new patients.

Think about this: the caller is telling you that he or she wants to come to your office, but getting 
that caller on the calendar proves to be much more difficult than expected. What’s scarier is 
that this isn’t happening occasionally - it’s the norm for the average eye care office! Those new 
patients are slipping through the cracks and most doctors don’t even recognize it’s happening. 
Going forward, make sure you are focusing on what matters.  
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Did you know that only 4% of offices capture callers’ information when they don’t book an 
appointment? Here’s one guaranteed way your practices can quickly learn to own the phone 
better and out-book the competition. The follow-up call is so valuable—and so simple—yet 
very few offices are able to pull it off.

Place a pen and paper next to your phone. Just after you pick up the phone, you 
should be picking up a pen. Write down the caller’s name and number as soon 
as you get a chance to ask. Do it on the front end of the call, as it will likely be 
embarrassing to ask at the end of the call for the caller’s name.

If a customer says her or she will call you back, you should call back instead. 
People forget! Someone might spend an entire day shopping around for an eye 
doctor, and then completely forget that he or she needs an eye exam. It happens! 
Just don’t let it happen to you. When you call potential patients back, you’ll find 
yourself booking more new appointments than ever before. During that callback, 
casually ask, “Have your eye care needs been met?” If not, jump on the opportunity 
and set the appointment.

Ask if you can follow up.

A lot of callers are just not prepared to book on that initial call. It’s not ideal, but 
it creates an opportunity in progress. Be sure they know how interested and 
eager you are to get them on your calendar. When you ask, “Would it be alright 
if I checked back in with you tomorrow?” It builds goodwill between you and your 
callers.

Once your practice starts implementing these tactics, you’ll see more patient traffic 
and lost leads will be a thing of the past.

STEP 3: FOLLOW UP WITH CALLERS   
     THAT DON’T BOOK

TIPS FOR ACCOMPLISHING THE FOLLOW UP CALL
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Own the Phone with

Patient Pursuit is a proven system designed specifically for eye care practices to improve new 
patient growth. Patient Pursuit’s “Own the Phone” system makes marketing decisions easy and 

helps your office book more new patients! Patient Pursuit will:

• Provide you with powerful, easy to read reports letting you know which 
marketing efforts lead to booked opportunities.

• Provide insight into office performance and staff performances, and help 
you determine where your staff needs training.

• Show you how each of your offices is performing, how your offices 
compare to one another, and how you compare to other eye care offices.

• Notify the right people of your missed new patient opportunities.
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