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CALL CONNECTION
PERFORMANCE

RESOLVING A DECLINING TREND



IN 2020,
 
an average of only 63% of patients were able 
to connect to someone who could help them 
when calling a healthcare practice. This means 
a staggering 37% of patient callers slipped 
through the cracks before even speaking to 
a qualified staff member. What’s worse, call 
connection is consistently declining year-over-
year. Whether patients are hanging up while on 
hold, hitting voicemail, or reaching a busy signal, 
poor call connection is resulting in mediocre 
patient experience and overall lost revenue for 
your practice.

Promptly connecting callers to someone who 
can help is a fundamental phone skill directly 
tied to your bottom line, yet is often overlooked 
or misunderstood.

In this comprehensive e-book, you’ll discover:

Straightforward strategies to 
dramatically improve connection

What the term “connect” means

Common trends healthcare 
practices are seeing in call 
connection

Why your practice should care 
about this fundamental phone 
metric
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As you can see, “connect” uses a stricter definition 
to indicate the caller actually reached someone 
who could help. For instance, if you called a 
healthcare practice and the receptionist answered 
and placed you on a four-minute hold before you 
hung up in frustration, would you consider your 
call connected? Of course not. However, your 
call would be considered answered since the 
receptionist picked up the phone before placing 
you on hold. In this sense, your call would have 
been answered, but not connected.

At Call Box, we find it much more helpful to 
emphasize “connect” as it’s the metric most 
closely aligned with a patient’s experience. Call 
connection focuses on prioritizing every call and 
ensuring patients are promptly helped with their 
needs. Now that we have a better understanding 
of what call connection is, let’s get into some of 
the recent trends we’ve seen in “connect.”

ANSWER: Picking up the phone based on a 
technical signal, whether by a person, voicemail 
recording, or other telephony infrastructure.

CONNECT: Reaching a qualified individual 
who can help the caller with his/her inquiry.

There is often confusion over what “connect” 
really means and how it differs from “answer.” 
While these two terms are similar, they are not 
the same. Let’s start out with two basic definitions 
to differentiate the words:

ANSWER VS. 
CONNECT
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Between 2019 and 2020, the rate of patient callers 
connected to a qualified individual who could help 
them at a practice dropped from 73.6% to 63.1%. 
This represents a significant number of patient 
callers who never spoke with their intended party. 
In uncertain times, it’s more necessary than ever to 
take advantage of every patient calling your practice 
and prioritize callers looking to schedule with you. 

Diving further into 2020, call connection dropped 
from an average rate of 67.5% in January to a yearly 
low of 53.2% in April (-14.3%!), and then slowly 
climbed back up to 65.2% in October. Unfortunately, 
we're not seeing call connection performance level 
off. Instead, by December of 2020, average monthly 
connection performance dropped once again to 
62.6%, and then continued to decline to 60% in 
February of 2021. 

While the sharp drop in call connection in April 
of 2020 can be chalked up to pandemic closures, 
reduced staff, high call volume, and other operational 
adjustments, we're now operating in a new normal. 
It's important to have strategies in place to rectify 
this declining phone trend and ensure patients are 
receiving the help they need. Connecting every caller 
is a skill that needs to be immediately prioritized so 
40% of patients aren't left stranded when reaching 
out to healthcare practices. 
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Throughout 2019, 2020, and the first two months 
of 2021, weekday trends for the highest and 
lowest connection performance remained fairly 
consistent. That said, Tuesdays have historically 
achieved high call connection statistics, while 
Fridays are recognized as having poor connection 
performance. What’s interesting is call volume 
follows those trends closely; Mondays and 
Tuesdays typically bring in the highest inbound 
patient call volume and Fridays receive the lowest 
number of calls.
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With this in mind, you’d expect staff to struggle 
with high call volume at the beginning of the week 
and be on top of their game by Friday as volume 
tapers off. However, whether due to an end-of-
week slump, fewer employees in the office, or 
more half-days and closures as an industry whole, 
Fridays are trailing behind in call connection. 
It’s important to analyze your practice’s unique 
connection trends to determine when patients 
are having a difficult time getting in touch with 
your team and implement measures such as 
staffing adjustments to counter any negative 
trends you’re seeing.

2019 2020 2021

CONNECTION TRENDS

CONNECTION

CALL VOLUME
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Another trend observed throughout 2019, 2020, 
and the first two months of 2021 was a consistent 
drop in call connection after 3:00 PM. Call volume 
similarly dips throughout the late afternoon, 
which may lead to reduced urgency in handling 
phone calls and more willingness to leave phones 
understaffed. However, it’s clear this is a time of 
day that requires attention to ensure calls are 
getting connected.

It’s also worth noting that 7:00 AM to 8:00 AM has 
historically been a challenging time for patients to 
connect with healthcare practices. As your office 
opens up and staff gets settled, it’s important to 
ensure your team is prepared to start handling 

END OF DAY AND EARLY 
MORNING SLUMPS03 calls first thing in the morning. If your practice 

doesn’t open until 8:00 AM or 9:00 AM but you’re 
noticing an influx of calls at 7:00 AM, you may 
want to consider having a staff member come in 
early to man the phone and ensure you’re making 
the most of every patient reaching out to your 
practice. 

On a positive note, 10:00 AM to 11:00 AM year-
over-year has both the highest volume of calls 
and the highest connection performance. Teams 
are likely prepared for this high call volume, fully 
staffed, and ready to make the ringing phone a 
priority. Similar to weekday trends, it’s essential to 
take a discerning look at your own practice’s ebbs 
and flows in both call volume and connection 
performance throughout the day to understand 
what times your team may be struggling to 
promptly handle calls and when they’re excelling. 

CONNECTION

CALL VOLUME

2019 2020 2021
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IMPROVING CALL 
CONNECTION
As you look at options to improve call connection, 
there are both technical and operational resources 
to consider. 

A phone tree (also called a phone bridge or 
phone menu), is the automated greeting you 
hear when calling an organization that asks you 
to choose from a variety of routing options. These 
automated messages sound something like: 

“Thank you for calling ABC Health. New patients, 
please press 1. Existing patients, please press 2. 
For billing inquiries, please press 3.”

Many healthcare practices use phone trees to 
help direct callers to the appropriate individual 
before even reaching a staff member. 

Phone trees are most effective at improving call 
connection when a practice has different areas of 
the office handling different types of patient calls. 
In doing so, the front desk can focus on scheduling 
patients, rather than acting as a receptionist 
to transfer unrelated inquiries elsewhere. For 
example, a phone menu would automatically 
transfer billing inquiries to the back office and 
your front desk team would no longer be bogged 
down by callers they can’t assist. Furthermore, 
this creates a more seamless experience for 
patients who do not have to be transferred and 
explain their inquiries multiple times.
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Many top healthcare practices utilize intentional 
call routing set-ups to ensure patient callers are 
helped in a timely manner. Call routing solutions 
such as a queue or multi-ring can help ensure 
patients speak to a staff member quickly. Such 
solutions allow you to designate particular phone 
lines to ring and in what order. For example, 
when a patient calls your practice, you can first 
have your front desk phones ring three times. 
If no one picks up, this call will roll over to your 
back office. If no one answers there, the call will 
be directed to another office location within your 
organization, then to an overflow call center, until 
finally hitting a voicemail.

When implementing this type of call routing 
solution, we recommend leveraging a “whisper” 
on the line. A whisper is heard immediately when 
a staff member picks up the phone and gives a 
brief preview or reminder of the call he or she 
is about to handle. For instance, you can set up 
a whisper that says “Uptown scheduling call” to 
indicate this particular patient is attempting to 
reach your Uptown Dallas office to schedule an 
appointment. This better prepares staff members 
and allows them to more effectively handle the 
patient’s inquiry, especially when the call is being 
routed to different areas of a practice. 
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1 https://practicemojo.com/8-surprising-statistics-about-texting-
your-patients/

One tool many healthcare practices have started 
leveraging to help alleviate high call volume, 
improve communication, and boost call con-
nection is text messaging. Texting can be a very 
effective form of communication when leveraged 
properly. From sending reminder texts to coordi-
nating virtual or parking lot waiting rooms, texting 
can help reduce call volume and keep phone 
lines open for patients who are scheduling new 
appointments. With incredibly high open rates 
(around 98%!1) and fast response times, texting 
is a powerful solution for patient engagement. 
Many providers, including Call Box, offer text 
messaging platforms that integrate with the tools 
you’re already using.

Every practice will experience ebbs and flows 
in its call volume and connection performance. 
Perhaps you have an e-newsletter that goes 
out every Tuesday evening with limited-time 
promotions and you receive a surge of calls first 
thing Wednesday morning. Or perhaps you’re 
open late on Fridays and that’s a unique time you 
experience a high volume of calls, yet you only 
have one staff member manning the phone and 
check-ins. That said, it’s important to consider 
your own practice’s phone trends when creating 
staff schedules. Taking a look at both when you 
receive the most calls and when patients are 
struggling to get in touch with your team will allow 
you to staff your practice more appropriately to 
ensure patients are receiving the help they need.

TEXTING

OPTIMIZED STAFFING
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Although it may not directly improve call con-
nection, it’s important to keep patients informed 
when attempting to reach your office after-hours 
or during times of closure, especially when you 
do not leverage an after-hours answering service. 
When a patient calls your practice outside of 
regular office hours, communicate your normal 
business hours and provide straightforward next 
steps. If you offer voicemail, be sure patients 
know what information is needed from them 
and indicate a realistic timeline for follow-up. 
Furthermore, make sure your team is aware of 
the timeline set in such messages and is held 
accountable for promptly following up with any 
patients who were not helped outside of office 
hours. Automated greetings also provide an 
avenue to communicate last-minute closures, 
such as when inclement weather strikes.

AUTOMATED GREETING
RECOMMENDED USES

1

AFTER HOURS

4

HOLIDAYS
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3

EARLY CLOSURES
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To learn more about Call Box and how we’re 
helping top healthcare practices improve call 
connection, capture more patient opportunities, 
and optimize caller experience, visit callbox.com 
or call 833-799-1175.

LEARN MORE

WHY IT MATTERS

Connecting a patient’s call is the foundation to 
providing an optimal patient experience — it’s 
the first step in getting a patient through your 
practice doors. However, with about 40% of call-
ers not reaching someone who can help, prac-
tices are leaking valuable opportunities left and 
right. Not only does connecting patient callers 
boost patient experience, it also decreases the 
need for follow-up, improves a practice’s bottom 
line, and streamlines operations. 

As competition continues to increase and 
patients have more and more options when it 
comes to healthcare providers, the power of sim-
ply prioritizing the ringing phone and connecting 
every opportunity cannot be overlooked. Moving 
forward, it’s pivotal to hone in on call connection 
and implement immediate solutions to ensure 
every patient receives the help he or she needs.

11 why It mAtters

https://www.callbox.com/

