
THE DEFINING DENTAL

How do your phone metrics stack up against the 
leading dental phone trends of 2019?
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CONNECT
On average, dental practices are connecting callers 
to someone who can help at a rate of 69%. This 
leaves significant room for improvement as 31% of 
callers are never reaching their intended party. In 
general, Call Box recommends setting a realistic goal 
of connecting 90% of all patient calls. 

The most common outcome when callers do not 
connect with someone who can help is leaving a 
voicemail – this accounts for 35% of all unconnected 
calls. However, this is closely followed by those who 
reach voicemail, but do not leave a message at 22% 
of unconnected calls. Such patients are likely never 
receiving a return call without a proper call review 
platform and outbound calling process in place. 

Furthermore, Call Box revealed that hold time is a 
significant challenge many practices struggle with, 
given that 16% of unconnected calls are due to callers 

CONNECT HIGHLIGHTS

Call Box, the comprehensive phone 
handling solution leveraged by more than 
5,000 dental practices and DSOs to gain 
detailed insight into their patient calls, 
recently conducted an in-depth study 
to reveal the most pivotal dental phone 
trends of 2019. In doing so, Call Box 
analyzed more than 800,000 calls through 
the lens of its CRISP methodology, which 
focuses on the key phone handling metrics 
that drive an improved patient experience 
and increased appointment conversions.

CRISP is a strategic acronym that stands for 
Connect, Request & Invite, Schedule, and 
Pursue. It reminds dental organizations to 
Connect every patient caller to someone 
who can help, Request the appointment 
and Invite every patient opportunity into 
the practice, Schedule every appointment 
for a firm date and time, and Pursue 
every missed patient opportunity through 
a healthy outbound calling process. The 
analytics compiled in the following data 
study paint a picture of the dental phone 
handling landscape as it stands in 2019, 
and offers strategic recommendations 
for managerial consideration and 
improvement in the upcoming year.

Connect every caller to someone who 
can help.

Request every appointment and Invite 
patients into the practice.

Schedule every appointment for a firm 
date and time.

Pursue every missed patient opportunity 
through an outbound calling process.
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hanging up while on hold. On average, patients are 
placed on hold for an average of 2 minutes and 22 
seconds – a lengthy wait when holding to receive 
dental care. What’s worse, Call Box also discovered 
that patients’ willingness to wait on hold decreases 
significantly after 30 seconds. This disparity is causing 
many patients to get frustrated and never even have 
the opportunity to speak with practice staff. 

Looking at call data from particular days of the week 
and times of the day, Mondays are overwhelmingly the 
busiest day of the week for dental practices, followed 
by Tuesdays. Moreover, the 10 a.m. calling hour is 
the busiest time of the day for patient calls, closely 
followed by the 9 a.m. hour. What dental practices 
can take from this insight is that it’s important to 
be fully staffed during peak calling times and adjust 
schedules as needed. While every practice will have 
slight variation in trends, it’s crucial to be vigilant of 

when calls are coming in to ensure every patient is 
being helped in a timely manner. 

Finally, Call Box found that phone trees, also called 
bridges or IVRs, can assist in connecting patient callers 
to someone who can help. To illustrate this point, Call 
Box discovered that 70.3% of patients connected 
to their intended party on lines that did not have a 
phone tree. Conversely, when practices implemented 
a phone tree, their dedicated lines for scheduling 
appointments connected at a rate of 79.5%. This 
nearly 10% increase in connection performance is 
likely due to a phone tree’s ability to separate patients 
by their reason for calling and minimize the volume 
of non-scheduling calls directed at schedulers. This 
allows dedicated schedulers to handle only the 
patient calls for scheduling appointments, and calls 
for areas such as billing or medical inquiries to be 
passed along to the appropriate party. 
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Analyzing the same call data, Call Box discovered 
that, on average, dental phone handlers are 
requesting the appointment and inviting patients 
into the practice on 72.2% of all appointment 
opportunity calls. Breaking this down even further, 
staff is requesting the appointment on 65.8% of 
new patient opportunities and 77.6% of existing 
patient opportunities. This leaves significant room 
for improvement, especially with regard to new 
patients. Ideally, Call Box recommends setting a 
realistic goal of requesting 80% of all appointment 
opportunities. 

The importance of offering an appointment on 
every call is clear; when patients are invited in for an 
appointment, booking rates increase by 22%. Nearly 
every patient call presents an opportunity to either 
confirm an existing appointment or schedule a new 
appointment. Ensure staff is held accountable for 
always offering an appointment to provide patients 
with the care they need.

INVITE

REQUEST/INVITE HIGHLIGHTS
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SCHEDULE
Diving deeper into the data, Call Box revealed 
that, on average, dental practices are scheduling 
51.9% of all appointment opportunities for a firm 
date and time. On further inspection, 47% of all 
new patient opportunities were scheduled for an 
appointment, compared to 58.7% of existing patient 
opportunities. This significant gap, particularly on 
the new patient side, is alarming – 53% of all new 
patient opportunities are going unscheduled. Call 
Box typically recommends a realistic goal of booking 
75% of all appointment opportunities. 

As previously mentioned, one of the easiest ways 
to increase a practice’s scheduling performance 
is to increase the rate at which staff is requesting 
appointments and inviting patients into the practice. 

Furthermore, practices should identify the particular 
reasons patients are opting to not schedule, such as 
calendar availability or pricing, and work with staff to 
overcome these common objections they encounter 
on the phone. 

Call Box also dispelled the myth that particular 
keywords or call length are indicative of an 
opportunity to schedule an appointment. First, the 
data revealed that a mere 44.8% of all appointment 
opportunity conversations mention the word 
“appointment” on the call. Second, only 43.6% of 
all calls greater than two minutes presented an 
opportunity to schedule an appointment. Practices 
that use indicators other than a comprehensive 
review process are likely acting on incomplete data.

SCHEDULE HIGHLIGHTS
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PURSUE
It’s critical for a practice to have a healthy outbound 
calling process in place to achieve ongoing growth and 
maintain excellent patient experience. When patient 
callers do not connect to someone who can help, are 
unable to be booked for an appointment, or have a 
poor phone experience, it’s important for staff to reach 
out to resolve any outstanding concerns and provide 
another opportunity to schedule the appointment. 

Call Box’s insight revealed that, on average, staff 
members only connect with individuals on 29.8% of all 
outbound calls to patients. Despite the most outbound 
calls being attempted during the 11 a.m. hour, the 

most connections were made during the 1 p.m. hour. 
This indicates the importance of tracking your staff’s 
calling trends to understand when they are having the 
most success getting patients on the phone. 

Furthermore, Call Box discovered that only 3% of all callers 
who were determined through artificial intelligence (AI) to 
be dissatisfied called the practice again. This reinforces 
how essential it is to implement an outbound calling 
process and follow up with patients who may have had a 
poor experience. Not only does it allow you the potential 
to recapture the patient and provide value, but also 
prevent negative reviews or opinions.  

PURSUE HIGHLIGHTS
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Call Box’s CRISP methodology provides a guideline 
for practices to refine phone handling processes, 
schedule more appointments, and improve patient 
experience. Top dental practices and DSOs are 
beginning to capitalize on the value of the phone 
and use it to their benefit to enhance patient care. 
While Call Box’s insight reveals there is certainly 
room for phone handling improvement in 2020, 
the dental industry has made many strides toward 
phone excellence during 2019.

To learn more about how Call Box helps thousands 
of dental practices and DSOs optimize their phone 
handling processes to achieve measurable results, 
go to callbox.com/dental or call 833-905-0321.

LEARN MORE
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