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or many dental practices and DSOs, generating 
new patients through marketing efforts can be 
an intimidating subject to approach. Not only 

can running numerous marketing campaigns at 
once be cumbersome, but evaluating where money 
is best spent can be a daunting decision to make. 

In the following data study, Call Box compiles key 
marketing insight by evaluating more than 800,000 
patient calls from dental practices across the United 
States. The resulting insight provides clarity into 
the ideal methodologies for measuring marketing 
success, approaching various marketing mediums, 
and optimizing call outcomes. 

Before diving into an evaluation of various marketing 
sources, it’s important to determine the ideal 
methodology for measuring the results of marketing 
efforts. Many dental practices rely solely on call 
counts to determine whether particular marketing 
sources are performing optimally and driving new 
patients to the office. However, this method ignores 
call type and outcome; it often results in managers 
making decisions based on poor data. A marketing 
line may be bringing in calls, but is staff handling 
those calls properly? Are patients being placed on 
extended holds and hanging up? Are patients calling 

MEASURING THE RIGHT METRICS

Are you implementing these proven dental 
marketing methodologies that result in increased 
new patient appointments? 

TO GROW YOUR BOTTOM LINE
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WHAT DOESN’T WORK

SIMPLE CALL COUNTS
ignore call type and outcome

CALL LENGTH
isn’t an accurate indicator of call type

BASIC TRANSCRIPTION SERVICES
cannot decipher the context of conversations

A COMPREHENSIVE REVIEW OF EVERY 
PATIENT CALL
is the most accurate 
and reliable 
method for 
making 
marketing 
decisions

43.6%
CALLS OVER 2 MINUTES 
THAT ARE SCHEDULING 

OPPORTUNITIES

44.8%
OF SCHEDULING 

CONVERSATIONS INCLUDE 
THE WORD “APPOINTMENT”
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WHAT DOES WORK
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for services the practice actually offers? Are new 
patients being scheduled from marketing efforts or 
do they never make it on the books? 

Many other dental practices rely on call length to 
determine whether a particular call is an opportunity 
to schedule an appointment. It’s not difficult to 
see why this method is used; if a patient call is 
long, it can be concluded that the phone handler 
and patient have more to talk about than a wrong 
number. However, Call Box found that, on 
average, only 43.6% of patient calls over two 
minutes are genuine opportunities to schedule 
an appointment. Whether these calls are billing 
inquiries, questions for the dentist, or other non-
appointment-related topics, managers that rely on 
call length to indicate a scheduling opportunity are 
often acting on false information. 

Another method used by dental practices to 
determine the success of marketing efforts is to 
look for particular keywords on calls that indicate 
a booked appointment. Due to the wide variety of 
dialects and the intellect needed to understand 
the context of a conversation, this method is often 
ineffective. To illustrate this point, only 44.8% 
of scheduling conversations mention the word 
“appointment.” Simple transcription services 
cannot decipher complex conversations and draw 
conclusions as to the purpose of the call, making 
this technique less than ideal. 

Conclusively, the most reliable method to 
determine marketing success is by implementing 
a comprehensive review of patient calls. This 
is especially critical when decisions surrounding 
monetary allocations are being made. Call Box, for 
example, implements a unique combination of human 
reviewers and artificial intelligence to evaluate the 
outcome of every single patient call for its clients. This 
full picture view is fundamental to running a successful 
marketing program.

MEASURING MARKETING SUCCESS
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DRAWING INFORMED CONCLUSIONS

Once a reliable method for reviewing marketing 
calls and determining call outcomes has been 
implemented, it’s necessary to draw conclusions as 
to the effectiveness of various marketing mediums. 
Call Box’s data reveals numerous insights that dental 
practices should take into consideration when 
evaluating where to allocate marketing dollars. 

Comparing the different marketing sources that 
drive patient appointment opportunities, Call Box 
determined the success of various marketing mediums. 
Not surprisingly, the main phone numbers of 
practices brought in the highest number of 
scheduling opportunities at 137,144 phone calls. 
Of those 137,144 calls, 40.9% were new patients 
looking to schedule an appointment, and 59.1% were 
existing patients. Given that a practice’s main number 
is often placed on dedicated websites and local listings, 
as well as saved by existing patients, the high number 
of calls is consistent with expectations.  

SOURCE SUCCESS

Taking a look at social media marketing sources, 
77,818 total opportunities to schedule 
an appointment came from sites such as 
Facebook, Instagram, Twitter, and LinkedIn. 
Of those calls, 46.7% were new patients looking 
to schedule with the practice, and 53.3% were 
existing patients. Considering the wide reach of 
social media and the dedicated following of existing 
patients many practices have, social media is often 
a helpful tool for both drumming up new patients 
and engaging existing patients. 

Finally, print media sources brought in only 
3,132 appointment opportunity calls. Despite 
this number being much lower than the other 
sources, a staggering 68.1% of the calls were 
new patient opportunities, while 31.9% were 
existing patients. Due to the targeted nature of 
print marketing, it is likely that practices are able to 
better segment print marketing to be seen by new 
patients. It’s clear that print marketing cannot be 
dismissed as a patient acquisition tool. 
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INVITE EVERY PATIENT IN FOR AN 
APPOINTMENT
22% increase in booking rate

ASSIGN EVERY CALL TO THE 
DESIGNATED PHONE HANDLER
15% increase in booking rate
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KEEP OPEN COMMUNICATION 
BETWEEN MARKETING AND OTHER 
DEPARTMENTS

+22%

+15%

RECOMMENDATIONS

EXPERTLY HANDLING PATIENT 
OPPORTUNITIES

Although driving appointment opportunities 
through marketing is important, it’s only half 
the battle. The other half involves proper phone 
handling techniques to ensure patients are 
scheduled. While evaluating the effectiveness of 
marketing efforts, Call Box discovered a few key 
areas that have significant impact on call outcomes.  

The first area of note is the importance of offering 
an appointment on every call; 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.

The second area that significantly improved call 
outcomes is assigning individual staff members 
to the calls they handle. This greater level of 
accountability increases the average rate of 
scheduled appointments by about 15%. Knowing 
their names will be listed next to the calls they 
handle, staff members raise the bar and perform 
at a higher level of excellence. This improvement 
directly translates to a practice’s bottom line. 

Furthermore, it’s critical to keep other departments 
in the loop with marketing efforts. If Marketing 
develops a campaign for a discount on teeth 
whitening, and staff members handling patient 
calls for the service have no idea such a campaign 
exists, that’s a negative experience for everyone 

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 833-910-0278.

Driving new patients through marketing efforts can be a 
daunting task, but dental practices that arm themselves 
with the right metrics to make informed decisions 
see direct results in their bottom lines. By measuring 
the right metrics, determining optimal marketing 
mediums, and ensuring proper phone handling, dental 
marketers set themselves up for success.

involved. Moreover, the staff members handling the 
phone are a practice’s front lines; they are privy to 
a wealth of knowledge about what services patients 
are asking for, what’s preventing patients from 
scheduling, and more. It’s important that Marketing 
stay in close communication with phone handlers 
to better understand the needs of patients and 
adjust marketing efforts as needed. 

LEARN MORE

IMPROVED PHONE HANDLING
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http://www.callbox.com/dental

