Evaluate the following telephone conversation between Rita Receptionist and Paula Patient.
List the things that were done correctly and the things that were done incorrectly or
unethically. THEN, rewrite the conversation using the telephone techniques from our text
and lecture.


“Good morning. Dr. Doe’s office. Hold please.”
“This is Paula Patient and I am calling about my dental bill.”
“Yes. (Pause) Paula, I am just the receptionist; I don’t “do” bills. I’ll tell the
bookkeeper to call you next week, okay?”
“Young lady, I want some service NOW! Let me talk to Dr. Doe.)
“Paula, I need to go now. Thanks for calling. Have a nice day.” (click)


1. Write the statements from the conversation above that were correct:
· Good morning. Dr. Doe’s office

2. Write the statements from the conversation above that were incorrect:
· “Yes. (Pause) Paula, I am just the receptionist; I don’t “do” bills. I’ll tell the bookkeeper to call you next week, okay?”
· “Paula, I need to go now. Thanks for calling. Have a nice day.” (click)

3. Rewrite the above conversation with all corrections:
· Good morning, Dr. Doe’s office, this is Kym speaking.  Can you hold for a moment? (wait for answer)
· “This is Paula Patient and I am calling about my dental bill.”
· Hello Paula.  I would like to connect you with (name here) who works with our billing department. She will be able to assist you with your questions. Can you hold a moment? (wait for response)
· “Young lady, I want some service NOW! Let me talk to Dr. Doe.
· I am sorry Paula, but Dr. Doe is with a patient at the moment and cannot come to the phone. I would be happy to take a message for you. 
In the corrected version of the message, I have written a possible response that is both respectful and direct. Yours may differ a bit, and that is fine as long as you were able to identify the incorrect statements. 
Our text discusses many of these points: 
· When putting a person on hold, always ask if they can hold instead of saying “hold please”, which gives them no choice but to hold. By asking a caller if they will hold, we give them a choice and show them respect. 

· In the following statement: (“Yes. (Pause) Paula, I am just the receptionist; I don’t “do” bills. I’ll tell the bookkeeper to call you next week, okay?”). 
· All of you identified the multiple errors in this statement. First, the receptionist made herself sound uninformed due to her job as well as incompetent to answer or assist the caller with their request.  She should have tried to assist the caller with their question, thereby showing the caller that their request is important. Of course no office would put a caller off for an entire week, and not attempt to answer their questions. Even if we don’t know the answer, our attempt to be of service is generally appreciated. 
· “Paula, I need to go now. Thanks for calling. Have a nice day.” (click)
· The receptionist should address the callers demand to see the dentist and make it clear that the dentist is not “on demand”. The patient in the chair is first priority. Callers should be advised that you (the receptionist) can take a message for the dentist, and someone from the office (do not commit the doctor) will return the patients call.  Depending on an offices policy, some dentist’s may be more available to take patient calls throughout the day, but most feel their time is better spent working with the pt. in the chair and would prefer their staff to assist callers as much as possible. 
· “Thanks for calling” might be considered too informal by some patients and the preferred term is “thank you for calling”, which is both more formal and more respectful. 
· Have a nice day is fine. 
· (click) What is wrong with this??? Callers always end the call. This ensures that we have fully answered all of their calls and shows them respect and their value to us as one of our patients. 


