
T h e  P o w e r  o f  t h e   

FIRST PHONE CALL
Factors that in�uence 
patients’ likeliness to 
return to a medical practice

MEDICAL OFFICE
calling

GREETING

Communication CLOSURE

Appointment Access

more likely to return if 
attendant introduces 
her/himself

more likely to return if 
attendant does not 
interrupt

more likely to return if 
attendant asks need-
defining questions

Less likely to return if 
appointment is more 
than 2 weeks out

Less likely to return if no 
appointment is offered 
during the first contact

more likely to return if 
offered assistance 
during the greeting

more likely to return if 
attendant gives name 
of location

2.2x 1.9x 1.7x

4x

3x

4.4x 4.8x

more likely to return if attendant 
offers further assistance 
at the close of the call

2.2x

on their initial call
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Is there 
anything 

else I can do?


