
Knowing the right words to say to potential patients on the phone can often be the difference 

between their scheduling a consultation with your practice or not. Here are 8 ways to engage the 

caller and enhance their experience in order to achieve an A+ phone call.

3   Paint a pretty picture.
  Describe your doctor’s commitment to aesthetics 

and how he/she achieves beautiful results.

 Examples:

  “ Dr. Smith is always looking to achieve natural 

results. She will use 3D technology to show 

you what you’ll look like, and she will consult 

with you to pick the implant type and 

placement that will look the most beautiful 

for you!”

  “ Our surgeon is committed to achieving 

beautiful results that look natural for your 

frame. He’ll have you try on implants of 

various sizes and help you decide which 

looks best on you.”

  “ You can bring us a photo and our surgeon will 

alter the picture to show you how different 

implant sizes and types will look. This way you 

can see surgical results! When you come in, 

Dr. Smith will go over the photos with you to 

pick the implants that will give you the most 

natural, beautiful look.”

1   Connect!
  Use the caller’s name, ask questions, use a 

positive tone of voice and sound interested. 

 Examples:

  “ Hi Sarah. How long have you been considering 

a breast augmentation?”

   “ What results are you looking to achieve?”

2    Celebrate your uniqueness.
  Describe the doctor’s experience and introduce 

what is unique about your practice.

 Examples:

  “ Our doctor has been ranked top doctor in the 

area for 3 years.”

  “ We’re the only cosmetic practice in 

Washington State that offers vector imaging…”

8  Essential Principles 
for an A+ Call
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4   Remove fear.
 Describe what happens in ways that sound 
predictable and well-managed.

 Examples:

“ Healing time varies, so at this point it’s hard 

to say, but what never varies is that our 

surgeons prioritize a fast, safe healing process.”

“ While you might need someone to help 

you lift things, after X amount of time you 

should be able to do most of the things you 

normally do.”

5    Communicate value 
and benefits.
 To create the most complete picture about 
pricing, never forget to offset the cost with 
invaluable benefits.

 Examples:

“ Getting a breast augmentation is really an 

investment in your quality of life. Our patients 

love their new look, and they often tell me it’s 

really increased their self-confidence.”

“ Lots of women find that after the surgery they 

love how they look in their clothes!”

6    Ask for the appointment!
 At the end of the call, always ask for the 
appointment. And make it easy for patients to 
schedule a consultation by providing a choice 
of appointment dates and times. If patients  

don’t schedule an appointment, make sure you 
always follow up.

 Examples:

“ Which day is most convenient for you to come 

in, Thursday morning or Friday afternoon? We 

also offer evening consults on Tuesday and 

Wednesday from 5pm to 7pm. Which of these 

appointments is more convenient for you?”

7   Don’t let price be a burden. 
Financing can make 
procedures possible.

  Answer the caller’s question about cost 
and offer payment options to every patient – 
every time.

 Examples:

“ Yes, it can be expensive, but it’s really an 

investment in yourself. We know how 

important it is for you to get your procedure 

and we want to help. That’s why we offer 

several payment options to help you get 

the procedure you want. In addition to cash, 

checks and major credit cards – we offer a 

healthcare credit card called CareCredit. With 

approval, you could charge the total cost of 

your procedure and take advantage of special 

financing offers. Would you like to hear more 

about CareCredit’s special financing offers?”

8   Value the caller’s time.
  Answer calls right away or within 30 seconds 

and keep hold times to a minimum.


