
FRONT OFFICE GUIDE
Book More Appointments with 

New Dental Clients
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First impressions can be 
lasting. The demeanor of the 
very first person that potential 
patients have contact with 
when inquiring about your 
services or scheduling an 
appointment, is key to the 
beginning of a successful call.

As it could potentially affect the way they see your practice. Having someone who 
is warm, friendly, and above all, knowledgeable, is crucial to making the ideal first 
impression.

The front office staff is typically the first point of contact for potential patients, 
which can dictate the impression they get of your practice. The way they inter-
act with patients in person and on the phone can often correlate with how 
many first-time callers actually convert. Don’t make the mistake that many 
dental practice owners do! Take the time to teach your team the importance of 
their demeanor and how it affects their contribution to your practice as a whole.
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In today’s age,
Patients rarely have to do much work to find a 
dental office. They can pick up their smartphone, 
type in a few words, and then press a button that 
instantly connects them to a local practice within 
a 3-mile radius. Many offices even offer the option 
to fill out a form online to then have the office 
contact them during a convenient time. Because 
of this, it is important to have phenomenal phone 
demeanor to represent the care and attention 
offered at your facility.

After all, if you’re spending money on driving 
the traffic that results in these phone calls, 
why not take the time to ensure your front 
desk staff is well versed in their 
communication techniques, as well? Ultimately, 
this will boost the marketing value of your initial 
investment! 

Over 65% of dental offices 
manage to schedule 95% of 
their first-time callers.1

1. Levin, R. P., DDS. (2015, September 30). Research report: New patient acquisition and conversion. 
Retrieved from https://www.dentaleconomics.com/articles/print/volume-
105/issue-9/practice/research-report-new-patient-acquisition-and-conversion.html 
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If your practice is not reaching these numbers, you may need to tweak your approach. 

The following guide by Clicc Media Inc touches on the different responses you are likely 
to receive and offers the best way to handle each situation in an inviting manner. 
Dental offices may use it as a reference tool to help your front desk personnel or 
receptionist with their repertoire during patient correspondence.

10 Tips for Nailing
New-Patient Phone
Conversations
1.   Don’t put the caller on hold.
       You increase the risk of losing the caller at the          
       beginning of the conversation when you            
       appear too busy to take their call.

2.   Get call back information immediately.
       Ask for the caller's name and phone number           
       in the first few seconds. If you are 
       disconnected, you’ll want to be able to call   
       back and be able to ask for the right person.
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3.   Get as much information as possible,    
      without overwhelming them. 
      In addition to their name and address, you’ll  
      want to ask some key questions to better      
      understand the caller’s motive for calling. Try  
      some of these:

• What is the reason for the call? 

• Have they ever been to our office/received  
 care from us before?

• Is this an emergency, or do they need to be  
 seen urgently?

• How did they hear about your practice? This  
 information can help you understand what  
 marketing techniques are most successful!

4.   Smile, listen carefully, and take notes.            
      It may seem silly, but sitting up straight and     
      smiling before answering the phone can help  
      set the tone for your demeanor and attitude  
      with clients. Avoid distractions and be sure to  
      jot down any necessary information about the  
      client.

5.   Use a uniform introduction.
       If you have a team of receptionists answering          
       the phone, devise a simple greeting that   
       everyone uses to maintain a level of
       uniformity. 

Knowing 
your 
practice 
allows 
you to 
not only 
answer 
their 
questions 
, but also 
provide 
good 
quality 
answers 
to help 
make a 
sale.
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6.   Avoid reading from a script.
      It can cause the conversation to sound stiff or   
      insincere. Instead, use a checklist or guide to  
      ensure your staff doesn’t miss anything
      significant.

7.   Answer truthfully, without saying “no”.
      Negative responses can steer the conversation  
      in a direction that can cause you to lose the   
      patient. Instead of saying no – or lying –      
      answer questions positively. Here are some   
      examples:

• If a client asks about a service you don’t     
          offer, try responding with: "Has another          
          dentist recommended that procedure? We               
          can schedule you for a complimentary
          consultation to determine what the best             
 option is."

• If they ask about the type of insurance you  
          take, respond with a general answer, such    
          as: "We accept a wide range of in-network             
          and out-of-network insurance providers."

• Highlight benefits you offer, such as free     
          assessments, new-client specials, or some 
          thing similar to what they are requesting.

The word 
“No” has 
a strong 
negative 
under-
tone,
instead 
try to 
provide
alternate 
answers 
to help 
keep the 
call 
going.
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8.   Try to avoid exact pricing. 
       That is to say, avoid giving final prices on      
       services or procedures. Unless you are
       offering a special price, try to stick with ranges  
       instead of an exact dollar amount. If a patient  
       is pressing about the cost of a service, suggest  
       a free assessment or consultation. Try saying  
       something like:

• “To ensure our customers get the best price,  
  the cost of our services is determined after   
   a comprehensive assessment by our
  dentist.” 

• "We can help you address your dental
  concerns. To be able to give you the most   
   accurate rate for our services, we can   
  schedule an appointment for a quick   
  assessment to understand your dental   
  health.”

• “Our affordable rates vary based on your   
  unique treatment, and we offer financing   
   options for many of our procedures.”

If a patient is pressing about 
cost, suggest a FREE 
assessment or consultation.
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AT THE END OF
THE CALL, 

ALWAYS OFFER
AN APPOINTMENT.

9.   Avoid pressure. 
      Once you’ve made it through the beginning of  
      the conversation, you’ll start leading up to the    
      opening for the conversion. Don’t force the        
      patient to set an appointment! Pressure leads  
      to resistance. You don’t want to appear
      desperate for new clients.

10.    Always attempt to schedule an
         appointment – and offer options!
          Without pressuring the person on the other  
          end, try to end the phone call by suggesting  
          they schedule an appointment.

• Whenever possible, give them more than      
 one option to accommodate their schedule.  
 This will show consideration for your   
 patients, and helps them feel in control and  
 more confident when in the chair.
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How to Nail a
Conversion Conversation:
What to Say When Talking to a 
Client on the Phone

Handling conversations with clients is a crucial part of
conducting your dental practice. Here are some tips on how 
you can turn an inquiry call into a conversion conversation.

WHAT TO SAY TIPS AND NOTES

[The phone rings.]

Thank you for calling 
[the office of Dr. 
_____]/[dental practice 
name]! 

This is [______], how can 
we assist you today? 

• Don’t let the call ring for too long or go  
 to voicemail! This dramatically reduces  
 your chances of converting the potential  
 client. 

• Take a deep breath and smile before  
 answering the phone. It will help your  
 demeanor and attitude when you reply,  
 giving the person on the other end a  
 good first impression.  

• Speak plainly and with purpose.   
 Remember that you are seemingly   
 expecting their call – avoid responding  
 as though they have interrupted your  
 tasks. Instead, use a welcoming   
 approach.
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No problem! I am 
happy to help. 

Before we move
forward, can I
please have your
name and telephone 
number, just in case 
we are disconnected? 

• If the call drops or you are interrupted,  
 having their phone number and name  
 will give you the opportunity to call   
 them back.

• Now that you have their name, you can  
 use it throughout the conversation to  
 personalize your approach. If you have  
 trouble pronouncing it, politely ask how  
 to say their name correctly.

• This opens the doors for many things,  
 such as figuring out whether the client  
 has visited the practice before. If you  
 can’t accurately determine the answer  
 to something on your own, ask! Never  
 assume if you are not entirely sure.

“I’d like to inquire about your services/making an appointment.”

Have you been to
our office/been
seen by Dr. _______
in the past?

• If you cannot tell by their initial inquiry,  
 asking this question can indicate how  
 you should steer the conversation.

• If they answer no, be sure to let them  
 know about any new patient specials.  
 From there, you can pinpoint precisely  
 why they are calling.
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Thank you for calling 
us __________ (patient's 
name)! We are
always happy to
see new patients.
Can you please tell
me a little more
about why you are 
calling today?

Are you calling
about yourself
today ________
(patient’s name), or
are you inquiring
on behalf of another 
person?

• This is an excellent time to determine if  
 they are making the call for someone  
 else, like an elderly family member or a  
 child.

• If so, be sure to get all the relevant   
 information, including their age and  
 details about any dental ailments.

• If they are calling on behalf of
 themselves, give them the opportunity  
 to tell you their concerns or questions  
 without interruption.

“I am experiencing a toothache or pain/discomfort/sensitivity in the 
mouth/gum/jaw.”

• Take note of exactly how the potential patient describes  
 their ailments. Record the terms they use to describe the  
 problem they are experiencing.

• Determine if it is an emergency. If you are unsure, ask the  
 caller to clarify their level of pain or discomfort.

• Use your best guidance. If you think they should be seen  
 immediately, advise the patient that you can fit them in at  
 the next available appointment to be seen by the dentist.



Clicc Media Inc / cliccmedia.com
12

Front Desk Guide for Dentists

“I am inquiring about specific services. Does your practice offer 
implants/braces/Invisalign/root canals/crowns/tooth 

whitening/veeners/etc.?”

• If you do not offer a particular service, you can try
 redirecting them without outwardly saying no.

• If they are not entirely sure of what they need, try asking  
 more questions or offering a generalized statement. 

Our practice offers
a wide range of
dental services.
We can figure out 
exactly what you
need once we get
you in the office.
 

To help me better 
understand how
best to assist you,
is it okay if I ask
you some more
questions?

• Follow up with questions that can help  
 you narrow down a rough diagnosis for  
 the dentist. If they mentioned pain or  
 discomfort, find out where it is
 originating.

• As you communicate with the patient,  
 your training can help you to determine  
 what follow up questions may be   
 relevant and helpful. 
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WHAT TO SAY TIPS AND NOTES

Have you seen
another dentist
who has told you
that you need
these services?

• Has a dentist previously diagnosed   
    them or have they self-diagnosed?   
 Distinguish if they have received advice  
 from a dental professional or if they  
 have just done a web search of their  
 symptoms.

• Once you have understood what dental  
 services they are looking for, if any, you  
 can help the patient make the final   
 decision about scheduling an
 appointment.

What is most
important to you
when choosing a 
dental office? 

• This question can help to set you apart  
 from other dental practices. It shows  
 that you genuinely care and allows the  
 caller to make an emotional connection.

• This will let you know what their   
 decision-making criteria are. It also will  
 give you a chance to highlight any
 services or amenities that match their  
 needs.
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“I am looking for a quiet, peaceful office/cheap co-pays/a dentist 
that accepts my insurance /an office near my place of work/a 

specific dental service/pediatric care/a qualified dentist/sedation 
dentistry/etc”

• If they know what they want and your practice doesn’t  
 offer it, this will help you to pinpoint where you are  
 losing potential business. 

• Not everyone is a perfect match for your dental practice,  
 and that’s okay! But make a note of the services people  
 are requesting – it may be beneficial for you to start   
 offering them!

• If your practice does fulfill their requests and offer the  
 services or amenities they are inquiring about, then this  
 will be your chance to highlight your value!
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We can certainly
help you with that!
Our office offers:

• The latest in cosmetic dentistry
 procedures

• A calming environment with stress-free  
 dentistry to help you feel comfortable in  
 the chair

• Painless dental procedures

• Sedation options

• A wide range of insurance coverage

• Mercury-free dentistry

• A local, easily accessible office space

• Appointment availability ASAP

• Low-cost or free first-time consultations

Dr. __________ is
proud to say he
stays up to date
on the latest
dental procedures. 
Patient’s love him 
because of this
gentle demeanor!

• Don’t be shy! Sell the practice a little. If  
 there are certain things about your   
 dental practice that patients rave about,  
 don’t be afraid to mention it.

• This is a crucial point in the conversion  
 process. This is where most callers   
 make their decision to go through with  
 setting an appointment.
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Do you have any
more questions or
can we go right
ahead and schedule
an appointment
for you? 

I’d like to schedule
an appointment
for Dr. ___________
to see you for an
initial consultation, 
[patient's name] .
From there, we can 
better understand 
what you need and 
schedule a follow-up 
appointment.  

We have a number
of available
appointments
coming up. Our
next available
date and time is 
___________. Does
this work for you 
[patient’s name]?

• Whenever possible, never end a call   
 without offering to schedule an
 appointment.

• Avoid asking when they want to come in.   
 Instead, maintain control by offering   
 multiple options. 

• If they have a particularly difficult
 schedule, try asking them if they would   
 prefer a morning or afternoon
 appointment and then offer them the   
 next available date at that time.
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“Yes, please. 2:00 pm on Tuesday works well for me. Thank you!”

• With many dental practices, this is the end of the call.  
 However, tons of valuable information can be shared  
 during this portion.

Earlier in the call,
you gave me your 
name and phone 
number. Now, I’ll
need to ask for a
few more details,
is that okay?

• Ask for more information or fill out a  
 new patient sheet (if your office uses  
 them). Information such as an alternate  
 phone number or an email address can  
 help you keep in contact with the client  
 over the course of treatment or in the  
 future.

• Are new patients required to fill out  
 paperwork in-office? If so, inform them  
 that they can arrive a little early to help  
 speed the process along.

• Remind them that the dentist will ask  
 questions about their dental history and  
 any previous oral health issues.
 Reassure them that the dentist will be  
 easy to talk to and they can feel 
 comfortable being honest. 
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How did you hear 
about our office/Dr. 
_________?

I’ll be sure to
thank [referral’s
name] for referring 
you!

• Note their response. If it was online, try  
 to determine which online ad. If it was a  
 billboard, ask them along which area.  
 This can help you pinpoint what parts of  
 your marketing campaign are driving  
 home results.

• Take extra care not to be pushy about it.  
 You don’t want to come off as annoying,  
 either! 

• If another patient referred them, be  
 sure to say something complimentary or  
 thankful.

Thank you so much
for calling today!
We look forward
to seeing you on 
[appointment
date]. If you need
anything in the
meantime, feel
free to call us back.
My name is _________, 
and you are welcome 
to ask for me.

• Once the appointment has been made,  
 and you have collected all the vital   
 information, you can end the
 conversation.

• Be sure to thank the patient for   
 calling/scheduling with you. Be sure to  
 end the conversation on the same   
 friendly tone with which it began.
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In some cases, the caller will not be interested in scheduling an 
appointment. It is essential to handle these calls just as

graciously.

“Thank you for your information. I am not ready to schedule an 
appointment at this time.”

“No, thanks; I don’t want to book an appointment.”

• If the caller is not yet ready to schedule an appointment,  
 don’t push them. You don’t want to be perceived as   
 pushy or rude.

• Instead, start the dialogue that can lead to a future call.  
 Cheerfully remind them that you will be available if they  
 change their mind.

No worries,
[patient’s name],
I understand you
are not ready to
schedule an
appointment just
yet. Feel free to
call us back if you 
change your mind! 

• Depending on how the caller responds,  
 you can either try to answer any
 questions they may have or offer an  
 alternate solution to scheduling an   
 appointment. 
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Thank you for
your call, [patient’s 
name]. My name is 
______________ and I
hope I answered
all your questions 
today. If there is
something else I
can help you with, 
please do not
hesitate to ask. 

I’d be happy to
schedule a time
for Dr. ____________
to call you directly
if you prefer. Perhaps 
he can help with
any additional
questions or
concerns you may 
have. 

• If you manage to change their mind  
 gently, revert to the tips for booking an  
 appointment time.

• Again, don’t push the client. That will  
 almost certainly turn them off to the  
 practice. Instead, let them be in control  
 of the decision. 

Thank you for
calling! It was a
pleasure to speak
with you. We hope
you will keep us in 
mind for future
consideration.
Have a wonderful
day!

• If you cannot change their mind, kindly  
 say goodbye and thank them for calling.
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About

Clicc Media Inc offers services geared toward small businesses looking to develop 
a high-quality online marketing campaign. As a small business ourselves, we truly 
understand the inner workings that go towards establishing an incredible result 
that helps to take your company from “the little person” to “the it person”. 

We stay up-to-date on all the latest in Google algorithms, online marketing tools, 
and SEO tactics to offer relevant advice on how to continue growing your
business. Our number one goal is to help your business establish success 
online and financially by developing a dominant digital footprint that
accurately represents your company's goals. To do this, we utilize data-proven 
Internet marketing strategies customized to fit your unique needs.

Our team of dedicated professionals loves working intimately with our clients 
and developing long-term partnerships that genuinely highlights our abilities, 
insight, and expertise. 

We work closely with dental offices to help their unique appeal shine through in 
their marketing campaign. In our time working with a number of dentists, we 
have developed extensive knowledge of what performance metrics you should 
measure to help determine the quality of your marketing campaign. From there, 
we can customize an approach that will maximize your investment and develop a 
system that will show you which services and campaigns are creating high-quality 
conversions.

cliccmedia

For more information, call Clicc Media Inc at
(954) 271-3111 or email us at info@cliccmedia.com
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Marli Espinales
Co-Founder & Internet Marketing 
Director

Marli is the co-founder of Clicc Media Inc and is 
a real creative at heart. Throughout her time 
with Clicc, she has developed a genuine 
passion for her work as an online marketing 
and business consultation expert. As head 
Internet Marketing Director, she strives to build 
marketing campaigns that will take the pres-
sure off of pain-points and instead, nurture the 
aspects that are beneficial to your company. 
She oversees all marketing operations in the 
company and lends the final opinion for all of 
Clicc’s clients.

Isis Garcia-Rodriguez
Content Marketing Editor

Isis has been with the Clicc team since 2015. As 
the lead content writer, she manages the 
written aspect of our company’s online 
marketing approach. Her ability to incorporate 
emotion into her writing helps to trigger a 
reaction from readers that help lead to 
conversions more than half the time. With a 
passion for reading, writing, and traveling the 
world, Isis works closely with Marli and the rest 
of the team to help businesses stay on top of 
their field with the latest-and-greatest SEO 
content writing techniques.


