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1. Basics
2. Confirmation Calls
a. Confirmation Call Dialogue
1. Use provider name
2 Looking forward to seeing you
3. Reserved time especially for you
4 I wanted to remind you ...

3. Cancellation Control
a. Three Strikes System
Strike One:
Strike Two:

Strike Three:

b. Cancellation Resolution
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4. Patient Reactivation
a. Reactivation Verbal Skills
5. New Patient Telephone Calls
a. What's your objective?
1. Determine a match
2. Set an appointment
3. “Wow!” the patient
b. Know where you are going
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C. Four steps to a great call
1. Build rapport
2. Determine needs through questioning
3. Sell solution with enthusiasm
4. Get the details
d. Three main types of New Patient Calls
1. Cleaning / Check Up
2. Emergency
3. Price Shopper
e. Handling Patient Concerns
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