
increase  
since 2016

3%

Callers who reach a  
live attendant are

Primary Care callers who  
perceived attendant was  
considerate of their time were

more likely  
to return 

2-2.5xmore likely to return or  
recommend than those who 
never reach a live attendant

17x increase  
since  

pre-Covid

4
%
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Callers who reach a  
live attendant are

Primary Care callers who  
perceived attendant was  
considerate of their time were:

more likely  
to return 

2-2.5x
more likely to return or  
recommend than those who 
never reach a live attendant.

17x 
increase  

since 2016

4%

What drives likelihood of a first-time  
caller becoming a patient?

Empathy  
and caring

Sincere  
interest in  
the caller’s 

needs

Appointment 
access

Friendliness

PRIMARY CARE 
CALLERS

Are more likely  
to return or  

recommend when: 

SPECIALTY CARE 
CALLERS

They perceived  
attendant  

as empathetic. 
2.7x 

More likely

4.2x 
More likely

4.4x 
More likely

1.4x 
More likely

5.7x 
More likely

7.5x 
More likely

2.2x 
More likely

5.3x 
More likely

They perceived  
attendant was friendly.   
(up from 3.4X pre-COVID)

They perceived  
attendants as patient  
and understanding.

They were offered  
appointments  

within 2 weeks.   

*�Based on 13,245 phone calls to medical practices in 32 distinct 
markets across the United States

Call today to find out how mystery shopping  
can shed light on your service experience.   
866-686-7672

of first time callers say they are not 
likely to become patients or recommend 
the practice based on their initial call.  38%


