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2 INTRODUCTION

As practice managers and owners enter a new year, it’s time to go back to the basics and 
sharpen up your phone handling techniques. The phone is one of your biggest assets and a tool 
your practice should prioritize to help improve patient experience and increase appointment 
conversions. While there are a multitude of ways to communicate with patients, the phone 
remains the top resource for practices and continues to provide an avenue to enhance patient 
experience.

By logging phone leads, showing sympathy, giving post-appointment follow-up, monitoring the 
success of your calls, and intentionally training staff on phone handling, you will see an increase in 
appointments scheduled and a boost in the overall success of your practice. That said, technology 
cannot replace the patient experience. Ensure your staff is fully equipped to handle the phones 
with these five proven techniques.
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3 TECHNIQUE 1: CREATE A PATIENT RECORD

Every single phone call that comes into your 
practice should be seen as an opportunity. 
Whether it’s a revenue opportunity, a new 
patient wanting to book, an existing patient 
with questions, or an opportunity to build 
your brand, each caller should receive 
excellent service from your team. Even if 
they don’t book on the spot, they are still 
going to form an impression from speaking 
with someone at your practice or location.

If you are still using pen and paper to 
jot down notes, it is time to make an 
upgrade and create a patient record. 
There’s so much technology available to 
keep your patient’s information organized. 
Whether it’s your Practice Management 
System or your scheduling software, use 
that technology to collect all the necessary 
information from the caller, even if you have 
no capacity to take on more patients at that 
time. Now, if cancellations or availability 
come up, you have their information. It is also 
a great resource to utilize for any outbound 
campaigns in the future during slower 
times of the year or as you increase your 
staff. Whether they are a new patient or 
existing, create or update the record for 
that patient with their phone number, 
email, insurance, appointment need, 
and any other additional information 
they provide. It is fundamentally important 
that this becomes a habit for your practice. 
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TECHNIQUE 02

BE TRANSPARENT AND 
SYMPATHETIC
A patient’s experience and perception of your practice starts with the first phone call. It is your 
phone handler’s job to ease any concerns they have and to be transparent about what they can 
expect at their upcoming appointment. Avoid using any negative language and give the patient 
clear expectations so they are comfortable and prepared.

REMAIN CALM AND AVOID USING NEGATIVE LANGUAGE

Inevitably, your staff will need to handle tough patient calls. A patient may become frustrated 
or upset, or a patient could have a different tone of voice than what you typically hear. It might 
happen daily or weekly, but it will happen, and your staff will have to deal with these difficult 
conversations. The first suggestion is to never match the intensity, tone, or diction of the 
incoming caller; instead, remain as calm as possible without interjecting or cutting them off. 
Actively listen the whole time. If they speak for five minutes straight before stopping, that’s okay. 
Let them speak for as long as they need, then respond back by summarizing their concerns 
and needs:

“What I’m hearing is that you’re frustrated that we weren’t able to see you this past  
week.”  

And then offer a solution: 

“What I can do is add you to our cancellation and wait list so if anyone cancels or 
any openings do come available, I can make sure you’re first to get a call. I can also 
ensure that in one month, we will call you to see if there is any new availability that 
works with your schedule.”

Offering solutions after actively listening and repeating what you’re hearing can help diffuse 
and resolve a heightened situation. Secondly, avoid negative language. Words like issues 
and broken have a negative connotation and can lead to more negative enthusiasm 
from a patient whose calling in. Use careful phrases like “I understand that’s a challenge for you,” 
instead of “Oh, I’m sorry you took issue to that.” Negative words can be wrongly interpreted by 
your clients if you are not careful. Be cognizant of that through coaching and training.
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BE TRANSPARENT ABOUT WAIT TIMES

Many patients are nervous or stressed when calling a healthcare provider. It’s important to 
share as much as you can of what their appointment experience will look like. An example 
could be a patient commits to an appointment, you have them in the books, then before you 
hang up, walk through exactly what that day is going to look like.

“You’re going to pull into the shopping center and see a pizza restaurant. To the left, 
there’s going to be a stairwell, and you’re going to go up those stairs and our office is 
on your right. You’ll come in and there will be a quick bit of paperwork you need to fill 
out with your basic information and insurance. Be sure to bring your driver’s license 
or ID. Because this is your first time, we recommend you get here a few minutes 
early to fill everything out. Right after you complete it, the doctor will see you and the 
appointment should take around 30 minutes.”

Be as transparent as possible. If you are short-staffed, let them know that and inform them it 
may cause slightly longer wait times. This sets the stage where you can under promise and 
over deliver. So, if you start by saying there will be a 15-minute wait time and it only ends up 
being 5 minutes, that patient will be happy. Alternatively, if you don’t set that expectation to the 
patient, they may go in and sit for 5 minutes and quickly become frustrated. Setting the stage 
ahead of time and being transparent about wait times and what the experience entails will help 
set you up for success.
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TECHNIQUE 03

CONDUCT POST-APPOINTMENT 
FOLLOW-UP
Patient experience goes past the 
appointment itself. It is important to follow 
up with patients after they have completed 
their appointment to learn how their 
experience was and how you could improve 
that experience in the future. Do this by 
utilizing patient surveys, reaching out for 
reviews, and following up to resolve any 
outstanding concerns.

USE PATIENT SURVEYS

Today, everyone is accustomed to online 
surveys. Whether it’s after you order takeout 
or go see a movie, everyone has seen 
surveys in their inbox. Your practice should 
be utilizing this as well. Patient surveys will 
give you insight into their in-office visit 
experience and about their scheduling 
experience. You may learn that many 
patients were frustrated with time spent 
in the waiting room before they were seen 
or were happy about the ease of getting an 
appointment booked. These responses can 
be used to teach what needs improvement, 
but also what you can brag about on your 
website. The most effective way to send 
out patient surveys is through email, but be 
sure to give it a personal touch. Give them 
a heads up that they will receive the survey 
either over an outbound call or on their way 
out of your practice by saying, “Hey, just to 
give you a heads up, we are going to send you 
a survey via email. We’d love for you to fill it out 
and give us honest feedback.”

REACH OUT FOR POSITIVE REVIEWS

Reviews are so critical on Google, Facebook, 
Yelp, and any other online sources to 
your perspective patients that you have a 
welcoming experience at your office. Take 
your patient surveys and find out who 
your promoters are who gave you great 
survey results. Those patients are great 
touch points for you to reach out to and say 
“Hey, we saw that you gave us a great survey 
response. We’d love if you’d write us a review 
online.” Offer incentives or entice them by 
offering a cup of coffee if they leave a review. 
A $5 Starbucks gift card is worth a 5-star 
review online. Another incentive could be 
10% off the next service at your practice. 
This will make them feel incentivized to 
leave a public positive online review that 
they’ve already given you on the survey. In 
the chance a patient left a negative review, 
follow up by saying, “We say your review online 
and we are so sorry you didn’t have a positive 
experience. What can we do to improve? What 
can we do to be better?”
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FOLLOW UP WITH PATIENTS

Every single time a patient leaves a positive 
or negative review, following up is a great 
best practice, but there are many other 
follow-up opportunities. It is important 
to have a follow-up sequence for 
post-appointments, no-shows, and 
cancellations. If capacity at your practice 
allows, follow up with each patient the 
following day post-appointment to check 
in on how they are doing. If you know you do 
not have the capacity to follow up the next 
morning after every single visit, find out what 
makes sense. Is it at the end of the week? 
Another option is making it procedure-
based and following up with patients who 
had more extensive procedures via a phone 
call, and the others via text and email. For no-
show patients, follow up to see if everything 
is okay. Be sincere and ask if anything came 
up that made them miss the appointment. 
Offer support in any way you can and help 
them reschedule. For cancellations, follow 
up with, “We know something came up that 
made you have to cancel. We wanted to reach 
back out and see if you had any availability in 
the coming weeks to reschedule.” Leveraging 
the phone and following up over text are 
great avenues to continue to improve 
patient experience and go hand-in-hand 
with the surveys and reviews.
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TECHNIQUE 04

LEVERAGE CALL MONITORING 
TOOLS AND TRACK METRICS

LEVERAGE CALL MONITORING TOOLS

While you may feel like you have mastered 
phone handling and your staff is performing 
well when it comes to the phone, you won’t 
know for sure without a call monitoring tool 
like Call Box. Call Box listens to every patient 
call for you and identifies your patient 
opportunities. It also tells you which of your 
marketing channels are actually driving 
new patient opportunities. Marketing is 
fickle and one month something could 
be working great but the next month it 
might not be driving as many new patient 
opportunities. Having this insight with 
a call monitoring tool allows you to get 
marketing insight into what’s working 
now and what’s not. Call monitoring tools 
are also phenomenal for your patient’s 
experience because you will be able to 
see and hear exactly what took place on 
a call between your staff and the patient. 
From there, use one-on-ones and team 
training to discuss calls that were handled 
well by your team or calls that had areas 
of opportunity. If the patient presented an 
objection that couldn’t be overcome, talk 
through how you could have responded 
and what needs to be done moving forward. 
Call monitoring tools can help you train 
your team, help you understand how your 
marketing sources are performing, and 
offer additional insights that can help move 
the needle at your practice.

TRACK YOUR KPIs AND METRICS

Tracking your KPIs and metrics gives you 
additional data that isn’t subjective. On a 
micro scale, you’ll be able to see day-to-day 
how your staff is performing on the phone 
and what marketing sources are generating 
new revenue opportunities. You can also see 
on a day-to-day basis which staff members 
are handling phone calls well, which ones 
might need additional training, and which 
ones are leading by example. On a macro 
level, with proper KPIs and metrics for your 
practice, you can see trending times of the 
year. If Q4 of 2022 was your busiest quarter 
with November being your busiest month 
of the year, in November 2023, how do you 
adjust and guarantee it continues to be a 
strong month? Do you need part-time call 
center agents? Do you need to stay open an 
hour later for the month of November? You 
can look at more trend-based data and 
understand what’s working.

https://www.callbox.com/
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TECHNIQUE 05

PROVIDE STAFF WITH 
INTENTIONAL TRAINING
Just like every doctor, dentist, or medical 
professional needs continuing educational 
courses, staff require ongoing learning to 
properly handle inbound and outbound 
patient communication. Whether it’s 
changing what insurance providers you 
accept or implementing new marketing 
campaigns, make sure your team feels 
adequately trained in what you offer 
and how to handle any patient question. 
Also, familiarize yourself with what the 
biggest push back is for why a patient 
doesn’t schedule over the phone at your 
practice. If there is consistency, build 
out training modules or ways your team 
can overcome these objections. Create a 
curriculum so there is a level playing field 
across your entire staff. Instead of asking 
them to improve their phone handling skills 
without any direction, give them scripts on 
how to handle those common objections.

Reasons Not Connected

37% Reached voicemail, no message

16% Hung up while on hold

14% Left a voicemail message

13% Declined to leave a live message

11% Left message with a person

9% Other



OWN THE PHONE
WITH CALL BOX

With patient experience correlating directly with the overall success of a practice, ensure your 
staff is fully equipped to Own the Phone. Set standards around phone handling at your practice, 
track inbound and outbound call outcomes, and create enhancements in call performance that 
improve patient experience and increase appointments scheduled.

Learn more about how Call Box is helping top
healthcare practices at www.callbox.com. 

Call Box can help 
you by providing:

Human & artificial intelligence call reviews 

Optimized marketing with tracking line data

Transparent staff activity reports that track 
staff performance

Missed opportunity alerts for potential 
patient appointment calls

And so much more!

Actionable insight into 100% of 
inbound and outbound calls 

10 HOW CALL BOX CAN HELP

http://www.callbox.com.

