


Training Objectives

�Develop proper phone skills and techniques for speaking to 
potential patients.

� Identify your strengths and weaknesses with current telephone 
styles and techniques.

� Manage difficult calls.



What We Will Cover

�Differences between telephone contact and face-to-face 
contacts

� Basic Phone Skills and Techniques
� Keys to Good Listening Skills
� Inflection
� Tips to Improve Inflection
� The First Impression



What We Will Cover

� During the Conversation
� Transferring Calls
� Putting Callers on Hold
� Taking Messages and Notes
� Managing Difficult Calls
� Leaving a Lasting Impression





Phone vs. Face-to-Face

Communicating effectively on the telephone is a unique skill. 
Unlike body language, which can vary from culture to culture and 
person to person, telephone etiquette has a universally agreed 
upon set of rules that pave the way for smoother and faster 
telephone calls with your patients or potential patients.



Phone vs. Face-to-Face

� The element of surprise. In most cases, you do not have time 
to review a file or computer record before taking a phone call. 
If you initiate the call, you have more control.

� You are invisible to the caller, making it easier for the caller to 
become abusive or hostile. It also makes it more difficult for 
you to diffuse the caller’s anger.

Some distinct differences between telephone contacts and face-to-face 
contacts are:



Phone vs. Face-to-Face

� It is important for you to pay attention when speaking with a 
caller. It is easy to be distracted when you are on the phone if 
other people are at your desk, especially when the caller is not 
in front of you.

�Callers create a mental picture of your competence and 
attitude and, by extension, your organization, based on the 
response(s) they get from you.

Some distinct differences between telephone contacts and face-to-face contacts are:



Phone vs. Face-to-Face
� They say you can’t judge a book by its cover, but how many of us 

make judgments about people based on their telephone speaking 
voice?

� People form opinions in the first 60 seconds of your conversation.

� People can “hear” your personality and mannerisms through the 
tone of your voice.



Phone vs. Face-to-Face

� It is important to develop and provide verbal feedback to 
assure the listener that you are attentive and that you 
understand his or her issues, concerns, etc.

� Saying, “Uh huh,” and “Yep” is unacceptable verbal feedback.

�Acceptable feedback would be, “I see,” or “I understand.”



Phone vs. Face-to-Face

� It is also important for you to engage in active listening, as you 
do not have any nonverbal cues to assist you in interpreting the 
speaker’s message.

�With increased security and confidentiality issues, it is more 
difficult to verify the identity of the person to whom you are 
speaking. Therefore, it is essential to ask pertinent questions to 
the patient without “drilling” them.



Phone vs. Face-to-Face

� Speaking on the telephone requires better articulation than is 
necessary in a face-to-face conversation.

�A strong clear voice is a tremendous asset. It conveys 
confidence and high credibility. 





Basic Phone Skills and Techniques

� Telephone etiquette can make or break the caller’s perception 
of your service.

� It is important to know your telephone system and all of its 
features. Do NOT answer the phone until you have been 
trained on your telephone system.



Basic Phone Skills and Techniques

�Answer the phone promptly, by the second ring, if possible.

� Make sure your greeting is professional, but doesn’t sound 
scripted.

� Announce your organization’s name and your name distinctly:
o Good afternoon. Thank you for calling ______. This is 

______. How may I help you today?



Basic Phone Skills and Techniques

�Give the caller time to ensure that (s)he has called the right 
place.

� Incorporate pleasantness, brevity, and sincerity in your 
greeting.



Basic Phone Skills and Techniques

A pleasant greeting is essential to a successful call because it sets 
the stage emotionally. In general, listeners tend to mirror or 
“catch” the emotional state of the speaker. In other words, 
people tend to respond in kind. If you answer the phone rushed 
or gruffly, the call may become gruff. If you answer pleasantly, 
chances are the caller will be pleasant.



Basic Phone Skills and Techniques

Give the caller time to adjust to your tone of voice and cadence, 
so that (s)he is in a better position to communicate effectively.



Basic Phone Skills and Techniques

� It is important to be professional when using someone’s name. 

�Never use a first name, unless specifically advised to do so. 

�However, using someone’s name in conversation can be a great 
sign of respect. Therefore, it’s important to write it down at the 
beginning of your conversation so that you can refer to it.



Basic Phone Skills and Techniques

�Have a pad of paper and pen ready when you answer.

� Be prepared to be an active listener and take notes.

� Write down the caller’s name so that you can use it during the 
call. Remember, people love hearing their name.

Be Prepared to Answer the Phone



Basic Phone Skills and Techniques

� Let the person know you are taking notes. This will signal them not 
to speak too fast.

� Don’t answer the phone with something in your mouth.

� Discontinue all conversations with co-workers so that you aren’t 
distracted while on the phone.

Be Prepared to Answer the Phone





Keys to Good Listening Skills
Some people are naturally skilled listeners, but everyone can 
improve by understanding the dynamics of good listening and 
then practicing them.
There are four types of listening tools:
� Repeat
� Rephrase
� Paraphrase

� Emotional Reflection



Keys to Good Listening Skills

When using the first tool, Repeat, you add nothing to the content 
of what was spoken. Simply restate it back using some or all of 
the same words.
� Example Statement: “I would like to explore my options.”

� Response: “You would like to explore your options.”



Keys to Good Listening Skills

When using the second tool, Rephrase, you reflect back what the 
caller said, slightly rephrasing their statement by substituting a 
different synonym. You are saying the same thing but in a slightly 
different way.
� Example Statement: “I would like to explore my options.”
� Response: “Let’s see what options we can explore for you.”



Keys to Good Listening Skills
When using the third tool, Paraphrase, you reflect back what was 
said in a shortened manner mentioning the key points.
� Example Statement: “I want to explore my options as I just 

took a pregnancy test at home and wasn’t expecting it to be 
positive, I am so stressed”. 

� Response: “You took a home pregnancy test and it was 
unexpectantly positive, which can be stressful,  we can discuss 
your options when you are here for your appointment.”



Keys to Good Listening Skills
The last tool is called Emotional Reflection and it is regarded as the 
deepest form of listening. It uses a combination of other listening 
tools, but you add to your response an understanding of the 
emotion behind what the caller is saying.
� Example Statement: “I want to explore my options as I just took 

a pregnancy test at home and wasn’t expecting it to be positive, 
I am stressed.”

� Response: “It can be stressful when you were not expecting to 
be pregnant, we are here to help you navigate through this.”



Keys to Good Listening Skills

� If you have correctly identified the emotion underneath the 
statement, a quick smile will break across the face of the person 
you’re speaking with.

� Their head will nod and they will say, “Yes!” because it feels good 
to have someone truly listen to them with understanding.



Keys to Good Listening Skills

If you don’t make the correct interpretation, and the speaker feels 
like you made a good faith attempt to listen, they won’t be angry 
with you for trying. Instead they will simply correct you and give 
you a second chance.
Example Statement: “No, I’m not upset, I’m stressed!”
Response: “I see you are not upset, you are stressed!”



Keys to Good Listening Skills
� Some people have a difficult time with reflective listening 

because they are uncomfortable validating feelings. They feel 
awkward because they believe if they acknowledge the feeling, 
then they have a responsibility to solve the issue that created 
the feeling.

�However the opposite is true. If someone is listened to 
empathetically, their intense negative feelings often dissipate 
and positive feelings are reinforced.



Keys to Good Listening Skills

� Listening is anything but a passive, neutral activity.

� If you are truly listening well, there are many active processes 
taking place within you while you listen.

� Listening is not just hearing the words people are speaking.

Key #1: Listening is not a passive activity



Keys to Good Listening Skills

� It involves not just accurately hearing what people say, but 
getting a sense of who they are, how they view life, what they 
want to accomplish, what concerns they have, what they’re 
afraid of, how they’re feeling, what they want from you, and 
more.

Key #1: Listening is not a passive activity



Keys to Good Listening Skills

� It even involves “listening” to what people aren’t directly 
saying, what they might be too reluctant to say, or what they 
definitely don’t want you to do in response to their 
communications.

� Thus, in order to become a good listener, we can’t just stop 
with hearing the words people say.

Key #1: Listening is not a passive activity



Keys to Good Listening Skills

�We’ve got to attend to many other details and many other 
dimensions that don’t meet the eye, but are crucial 
nonetheless.

� This is why it’s so difficult to recognize what good listeners do 
that makes them successful. It’s all going on invisibly inside 
their heads and the rest of their body.

Key #1: Listening is not a passive activity



Keys to Good Listening Skills

�When people speak, they can reveal their deepest thoughts, 
ambitions, and concerns.

� Most of the time neither the speaker nor the listener pick up 
on these subtle, underlying issues, but they are always there.

Key #2: Listen for unspoken fears, concerns, moods, and aspirations



Keys to Good Listening Skills

�Good listeners frequently attend to these background, 
unspoken emotions and concerns.

� When they “hear” them and empathize with them verbally the 
caller often remarks, “Boy, you really know how I feel,” or “Gee, 
you really understand exactly what’s going on with me.”

Key #2: Listen for unspoken fears, concerns, moods, and aspirations



Keys to Good Listening Skills

� You can’t be a good listener if you don’t really understand 
human beings. 

� How do you obtain this wisdom? It’s part luck, park hard work 
and dedication, and part finding the right teachers and/or 
mentors.

� Thus, the wiser you become about life in general, the better a 
listener you invariably will be.

Key #3: Good listening requires great wisdom



Keys to Good Listening Skills

�One of the biggest secrets to becoming an excellent listener is 
to always find something to respect and validate about what 
others are saying.

� If people don’t feel that you respect their point of view, they 
won’t feel understood and will consider you a bad listener.

Key #4: Listen to others with respect and validation



Keys to Good Listening Skills

�How do you develop the ability to listen with respect? Realize 
that most people don’t think, feel, and reason like you.

� Consciously look for something meaningful and worthwhile in 
whatever the person is saying, no matter how boring it sounds 
to you.

Key #4: Listen to others with respect and validation



Keys to Good Listening Skills

�When people are speaking to you, instead of really listening, 
it’s easy to stop listening and start thinking about how you’ll 
respond.

� You must be present in conversations so that you can fully 
grasp their words, thoughts, and inner emotions.

Key #5: Listen without thinking about how you are going to respond



Keys to Good Listening Skills

� Another important skill to good listening is to train yourself to 
“listen” for clues of impending trouble or disaster.

� Unfortunately, most people will not come out and tell you if they 
are upset with you or if they have no intention of fulfilling your 
expectations.

� Learn to listen for obvious clues or inconsistences.

Key #6: Listening for tell-tale signs of impending trouble



Keys to Good Listening Skills

�Good listeners have the ability to listen to people “positively,” 
despite their immediate state.

� Reaching into the positive nature of people will often make 
them appreciate you.

Key #7: Listen with optimism and positive human regard



Keys to Good Listening Skills
Summary:
� Listening is NOT a passive activity.

� Listen for unspoken fears, concerns, moods, and aspirations.

� Good listening requires great wisdom.

� Listen to others with respect and validation.



Keys to Good Listening Skills

Summary:
� Listen without thinking about how you are going to respond.

� Listen for tell-tale signs of impending trouble.

� Listen with optimism and positive human regard. 





Inflection

�Almost the entire message you project to a potential patient 
over the telephone is communicated through the tone of your 
voice.

� It does not take long for the potential patient to sense your 
attitude. Callers know the tone of the conversation within the 
first 10 seconds of the call.



Inflection
�Use proper inflection to develop an effective telephone style.

� Hold the mouthpiece in front of your mouth and speak clearly. 
This helps with clear enunciation and projects a clearer tone of 
voice.

� Be on stage. Keep your personal feelings and moods separate 
from your professional demeanor.



Inflection
� Know the role you should play: Front Office Coordinator, Problem Solver, 

Public Relations Representative, etc.

� Reflect back on why people come to your organization and what services 
they want or need.

� 86% of the message absorbed by the caller is from your tone of voice.

� Only 14% is grasped through the actual words you say. By using inflection, 
pacing, and volume, you can achieve a great telephone voice.



Inflection
�Use a role model for proper inflection. Find someone who 

speaks effectively and listen carefully to all aspects of how (s)he 
handles telephone conversations from start to finish.

� Study that person’s style and techniques.

� Ask them to listen in on a couple of your calls and critique your 
skills.



Inflection
�No matter what words you use, the tone of your voice will reveal 

what you are thinking and feeling.

� Your tone can project warmth, enthusiasm, confidence and 
sincerity.

� The tone of your voice can assure the caller of a positive 
outcome.



Inflection

� The easiest way to improve your tone of voice is to smile when 
you talk. The listener can’t see it, but they can hear it.

�Match your voice quality to the situation and words.

� It is inappropriate to be light and giddy when talking to a 
complaining patient.



Inflection
� It is appropriate to use a professional tone that conveys concern 

and efficiency.

� Remember to speak conversationally. Never rush a call, no 
matter how busy you are.

� Make your voice pleasant and eager, and make each caller 
believe that (s)he is the sole focus of your attention.



Inflection

� To be effective, the call must be the sole focus of your attention.

� Be friendly even before you know who is on the other end of 
the phone.

� A monotone and flat voice says to the caller, “I’m bored and 
have absolutely no interest in what you’re talking about.”



Inflection
� Slow speed and low pitch communicates the message, “I’m depressed and 

want to be left alone.”

� A high-pitched and emphatic voice says, “I’m enthusiastic about this 
subject.”

� An abrupt speed and very loud tone says, “I’m angry and not open to input.”

� High-pitch combined with drawn out speed conveys, “I don’t believe what 
I’m hearing.”



Inflection
� Tips to improve infection:
o Smile when talking on the phone.
o Practice stressing words.
o Breathe deep, long, and slow.
o Exaggerate your tone.

� Role play with other team members.
� Give feedback.
� Practice, practice, practice.





The First Impression

�Many times a phone call is the first impression a prospective 
patient has of your organization. This is your opportunity to 
make that first impression positive and lasting and set yourself 
apart from the competition.

� The following tips outline the lifecycle of a typical call while 
providing effective do’s and don’ts that can assist you in avoiding 
potential pitfalls.



The First Impression
� Answer the phone promptly by the second ring.

� Always identify your organization and yourself.

� Be polite and courteous.

� Before picking up the phone, end other conversations and ignore 
distractions such as incoming emails, phone calls, or questions from 
co-workers.



The First Impression

� Smile!

� Speak clearly and enunciate.

� Never talk with anything in your mouth.

� Don’t interrupt.



The First Impression

� Seek clarification.

� Use proper inflection in your voice.

� Listen carefully to the caller’s tone and demeanor.

� Do not rush the call no matter how busy you are.





During the Conversation
� Focus on the caller. Don’t multitask.

� Actively listen using the key listening skills.

� Use the caller’s name when appropriate.

� Place the caller on hold if you need to solicit help from a co-
worker. Do NOT use your hand to muffle the conversation.



During the Conversation
� Take notes for future reference.

� Always thank them for their call.

� Never hang up first.

� When taking messages, get as much information as possible.

� Stay calm and polite, even when the caller is rude to you.





Transferring Calls

�Do so only when necessary and never more than once.

� Communicate. Keep the caller in the loop – “I am going to 
connect you with…”

� Give the caller the name and direct number of the person you 
are transferring them to in case they get disconnected.



Transferring Calls
�Make sure the person you are transferring the caller to is at their 

workstation.

� Stay on the line and introduce the caller.

� If the person is not at their workstation, communicate that to 
the caller and give them the option to leave a voice message or a 
written message with you.



Transferring Calls

� Follow-up to ensure the caller was taken care of by
communicating with the person you transferred the call to.





Putting Callers on Hold
Follow these recommendations when you need to place a caller on hold:
� Ask the caller if you may put them on hold.

� Tell the caller why they are being put on hold. Most people find 
it easier to wait if they have a mental picture of what you are 
doing while they are on hold.

� Always use the hold button. This prevents the caller from 
overhearing other conversations in the immediate area.



Putting Callers on Hold
Follow these recommendations when you need to place a caller on hold:
� Minimize hold times.

� If you cannot find the person or the information the caller 
needs, check back with the caller every 30 seconds to 1 minute 
to tell them you are still looking, trying to connect them, etc.

� Or, ask if you can take a message and call back when you have 
the needed information.



Putting Callers on Hold
Follow these recommendations when you need to place a caller on hold:

�Give callers a timeframe for how long they may be on hold.

�When you return to the line, thank the caller for holding.





Taking Messages and Notes
�Be prepared when a pen and paper at all times. You do not want 

to be scrambling to find those items before you answer the 
phone.

� Record the:
o Date
o Time
o Name of person calling
o Phone number
o Subject matter



Taking Messages and Notes
� Repeat the message back to confirm it’s correct.

� Repeat the callback number to ensure you have the correct 
number.

� Give a timeframe for their question/concern to be researched 
and when to expect a return phone call.
o No more than 24 hours is the standard unless it is post-

ultrasound questions/issues and then 2 hours is the standard.





Managing Difficult Calls
� Difficult callers who are irate are really saying, “I rate as a person.”

� When dealing with a difficult caller, try the EAR method:
o Empathize with the caller.
o Apologize and acknowledge the problem.
o Responsibility – accept responsibility.

� Do not talk negatively about your organization or any particular team 
members. Do not blame anyone for this caller’s issues/concerns.



Managing Difficult Calls

Empathize with the caller. Try to understand how the person is 
feeling.

Apologize and acknowledge the problem. You don’t have to agree 
with the caller, but express regret that there is a problem. People 
want to be heard and no one’s complaint is trivial. Each person 
deserves prompt handling, so do not deal with it in a trivial 
manner.



Managing Difficult Calls

Accept responsibility. Make sure something is done. Take it upon 
yourself to DO something. Many times people just want the 
reassurance that something will be done and that they are being 
heard. Use these phrases to get the sentiment across:
� “Let’s see how I can help you.”
� “I will make sure this message gets to the right person and 

follow-up to make sure we have addressed your issues.”



Managing Difficult Calls

� The acceptance of responsibility may be as simple as forwarding 
the call to the appropriate individual or sending the caller more 
information.

� If you forward the caller to someone else, follow-up with that 
person to make sure the caller was taken care of. Don’t assume.



Managing Difficult Calls
� If you get an irate caller, or even one who is calm, cool, and 

collected, here are some additional methods to handle 
complaint calls:

�Don’t overreact, especially if the caller starts using “trigger” 
words or phrases such as: “I want to talk to someone who knows 
something.” Most people respond by getting defensive when 
their “hot-button” words are used.

�Remember, a positive attitude is the most important asset you 
have.



Managing Difficult Calls
� Listen completely to the complaint. Allow the caller the 

opportunity to vent some frustration. When you listen, don’t try 
to apply logic to the situation.

�Many people are beyond logic if they are angry, so accept the 
feelings being expressed.

�Avoid argument or criticism.



Managing Difficult Calls

�Do not blame anyone – not the caller, yourself, or a team 
member, even if you know who is to blame for the problem.

� This information should not be shared with the caller…ever.



Managing Difficult Calls

� Paraphrase the caller’s comments and ask questions if you do 
not understand the information being presented to you.

� Restate the problem as you understand it.

� Confirm the solution with the caller. Make sure the caller agrees 
with what has been decided.



Managing Difficult Calls
� Of course, not everyone will be happy, no matter what you do. These 

people will not be content; they just like being grumpy.

� Remember, tell the caller what you CAN do for them, not what you 
CAN’T do for them.

� Usually these are the people who want to talk to the person “above 
you.” If that is what it takes to lessen their anger, then do so.



Managing Difficult Calls

�By the time they are transferred to the Practice Manager, they 
usually have become calmer and less demanding. The caller just 
needed to vent their anger to someone.

� Just remember that most people are not that way and keep a 
firm grip on that positive attitude of yours.





Leaving a Lasting Impression

� The goal of this training is to set your organization apart from 
similar organizations.

�While patient satisfaction surveys suggest that most 
organizations have a high level of customer service, there is 
always room for improvement.



Leaving a Lasting Impression

� This training is a tool for ALL team members to utilize and it will 
be up to the Practice Manager(s) and other supervisors to 
monitor and provide feedback on a regular basis.

�Our goal is to “Exceed Expectations” every single time by every 
single member.





35 Tips to Review
Before you answer the phone, be prepared:
1. Turn away from your computer, desk or other work.
2. Have pens and notepaper handy.

When answering the phone:
3. Answer calls promptly, by the second ring.
4. Smile as you pick up the phone.
5. Assume your “phone” voice, using proper inflection and tone.
6. Project a tone that is enthusiastic, natural, attentive and respectful.
7. Greet the caller and identify your organization and yourself.
8. Ask, “To whom am I speaking?”
9. Ask, “How may I assist you today?”



35 Tips to Review
In the course of the conversation:
10. Focus your entire attention on the caller.
11. Enunciate/articulate clearly. 
12. Use plain English and avoid unnecessary jargon or slang.
13. Use action-specific words and directions.
14. Use the caller’s name during the conversation.
15. Always speak calmly and choose your words naturally.
16. Use all of your listening skills:

� Focus your full attention on the caller and conversation.
� Listen “between” the words.
� Use reflective/active listening to clarify and check for understanding.

17.     If there is a problem, project a concerned, empathetic and apologetic tone.



35 Tips to Review
18. Avoid the Five Forbidden Phrases:

1. “I don’t know.” Instead – “That is a good 
question. Let me find out for you.”

2. “I/we can’t do that.” Instead – “This is what 
I/we can do for you.”

3. “You’ll have to…” Instead – “You will need to…”
4. “Just a second.” Instead – Give an honest 

estimation of how long it will take. 
5. “No.” Instead – State the situation positively.



35 Tips to Review
19. Use “LEAPS” with the emotional caller to vent.

� Listen; allow the caller to vent.
� Empathize; acknowledge the person’s feelings.
� Apologize when appropriate, even if the problem is not your fault. You 

can say, “I am really sorry this has happened,” and mean it.
� P (Be) Positive.
� Solve; suggest/generate solutions that you can both agree on/or ask 

what you can do to help and, if reasonable, do it. If not, find a 
compromise.



35 Tips to Review
In Concluding the Call:
20. End the conversation with agreement on what is to happen next. If you are to 

follow-up, do so when you said you would.
21. Thank the caller for calling; invite the caller to call again.

In Transferring Calls:
22. Transfer ONLY when necessary; get the information yourself.
23. If you must transfer, avoid use of the word “transfer.” Say instead, “I am going 

to connect you with…”
24. Explain why you are transferring the call.
25. Give the caller the person’s name and direct number.
26. Stay on the line and introduce the caller.



35 Tips to Review
In Taking Messages:
27. Practice political sensitivity.
28. Indicate the period of time the person will be unavailable.
29. Write down all of the important information given:

� The name of the caller. Ask for spelling if unclear.
� The correct telephone number of the caller.
� The message. Ask for clarification if necessary. 

30. Read back the message to be sure you understood correctly.
31. Always assure the caller that you will deliver the message promptly.
32. Deliver the message immediately.



35 Tips to Review

Never:
33. Eat, drink, or chew gum while on the phone.
34. Leave an open line. Place the caller on hold.
35. Always ask permission to put someone on hold.



Congratulations….You are Done


