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The Patient

• Doesn’t need services – they want them.

•  Expects a certain level of service, and that starts with the first telephone
call they make to your office.

•  Wants to feel respected, listened to, and comfortable with every aspect
of their experience with you, or they will continue to call around until
they do feel more comfortable.

•  Your goal is to make each caller feel special, comfortable
and cared about.

•  Payoff – 50% of consumers will seek additional treatment. Further,
patients refer to friends and family. This is worth thousands of dollars to
your practice.

The Receptionist

•  One of the most important individuals to the success
of any given technology.

•  Begins the customer’s experience.

•  Can turn caller into a loyal patient or end initial call hastily.
Lost calls are lost opportunities, which can be potentially
tens of thousands of dollars per prospective patient.

•   If the patient has a poor experience, the doctor and staff may
never have the opportunity to consult or treat the patient.
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Before You Pick Up the Phone

 Answer the phone with a smile. It doesn’t cost anything. And the results can 
be amazing.

 The tone of your voice tells the caller what kind of mood you’re in. Be sure 
they only hear the friendly, enthusiastic, helpful side of your personality.

 Use props to assist you in being one? A mirror can help you gauge your 
expressions while sticky notes with “OPPORTUNITY” or “MONEY” can remind 
you how important each call is.

 Everyone loves to feel like they matter. The quickest way to make the 
prospective patient feel important is to use their name several times 
throughout the call.
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Step 1 –  
The Introduction
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 Your telephone greeting sets the tone for the call. The more comfortable 
the caller is, the more likely they will seek a consultation.

  It’s not “WHAT” you say, it’s “HOW” you “SAY” it. Your interest in the caller 
and inflection used will build rapport with the caller.

Your greeting should be personable, friendly, upbeat, and inviting. 
Consider:

 “Good afternoon, this is [insert practice name] here, Jenny speaking. 
How may I help you?”

You can take this one step further to not only bond with the caller but also 
promote EMSCULPT NEO. Consider:

 “Hello. [Insert practice name], is now offering EMSCULPT NEO – The only 
non-invasive technology in the world that simultaneously builds 25% more 
muscle and reduces fat by 30%, on average*, in 30 minute sessions. Jenny 
speaking, how may I help you?”

   Notice these simple sentences only took a few seconds to state, didn’t cost you a 
dime, potentially raises awareness, and increases your revenue potential.

 It is imperative to track calls so you know how potential patients are learning 
about your practice, what they are interested in, your conversion rate, etc. 
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Consider implementing a telephone tracking form, similar to below, if you 
haven’t done so already.

Date Patient 
Name

New 
or Current

Procedure
Interest

Referral
Source

Consult
Appoint

Outcome/
Notes

Every prospect is unique and has his or her own purchasing time frame. Some 
prospects will be ready to book now and won’t need further discussions. 
Consider each prospect at this point to be a hot lead.

Since the prospect called you, you greeted the prospect, learned the prospect’s 
name, and that the prospect is asking about EMSCULPT NEO you should 
attempt a soft close. Consider one of these three call to actions:

 1.  “OK Britney. I can help you with that. Do you have a specific question
I can answer about EMSCULPT NEO, or are you ready to schedule some
time with Dr. Jones?”

 2.  “Britney, let’s go ahead and schedule a consultation for you. It would be
a great opportunity for you to meet with Dr. Jones so she can examine
you and give you all of your body sculpting options. Dr. Jones has
availability next Thursday at 4:00PM? Or would you prefer a morning
consultation?”
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 3.  “Britney, if you’re ready to get started, I can find a convenient day and
time for you. Do you prefer morning or afternoon appointments?”

 If the prospect is not ready to book that’s fine. Just ask lots of questions so you 
can better qualify the prospect to determine where he or she is in the decision-
making process. This is also a good way to learn what’s important to the 
prospect and be able to repeat back through the call.
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Step 2 
– Working It
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Listen and Learn

The longer the caller talks, the higher his or her interest and willingness to book 
a consultation. 

Let the caller talk while you listen. Refrain from jumping in with a response.  
The caller will reveal what’s important to him or her. This will ultimately help you 
later. You will learn about their concerns, hesitations, and where they are in the 
decision-making process. When the caller stops, it’s your turn to speak. You 
want to repeat what the caller told you so (s)he knows you heard him or her 
correctly and understand his or her needs. For example:

 “Katie, it sounds like you have researched all therapies thoroughly. You 
want a natural result with no downtime and I’m sure Dr. Jones can provide 
you an outcome you will be satisfied with. Let’s find some time for you 
to meet Dr. Jones so she can show you the results our other patients 
achieved. Does one day of the week work better for you?”

Develop a Relationship and Qualify the Caller

The longer your dialog and interest you show in the caller’s needs, the more 
likely (s)he will bond and book with you. It’s also your time to learn if the caller 
is simply shopping around for the lowest price treatment, if they saw an ad and 
want to know more about the procedure, or if his or her friend had an amazing 
EMSCULPT NEO outcome. Consider qualifying the caller with one of these 
questions:

 1.  “Gwen, have you been considering body sculpting with EMSCULPT NEO
for some time?”

 2.  “Gwen, how soon were you thinking of having an EMSCULPT NEO
treatment?”

 3.  “Is there an event or occasion you want to look your best for?”
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If the caller indicates (s)he was referred by a friend, ask the caller to book 
a consultation. On the other hand, if the caller indicates they found the practice 
via Google respond with:

 1.  “Oh you saw EMSCULPT NEO on our website? Did you have a question
or are you ready to schedule a consultation?”

 2.  “Are you interested in having a body sculpting procedure with
EMSCULPT NEO right away?”

Be an Ambassador of the Procedure 
and Share Knowledge

You need to be prepared to be an ambassador of the procedure. Now it’s time 
to answer the caller’s questions to make him or her confident enough to book 
the procedure. As you interact with callers and obtain new questions, add these 
questions to a list you can reference in the future.

Addressing Pain
Many prospects have undergone a treatment, had a friend undergo a cosmetic 
treatment, or read about other procedures. One of the first questions that come 
to mind is the EMSCULPT NEO procedure painful? Consider responding with:

 1.  “Carrie, that’s the best part. Patients state the procedure in not painful.
They describe the treatment as intense muscle contractions together
with a heating sensation in the treated area which is comparable to hot
stone massage.”

 2.  “Carrie, I actually had the EMSCULPT NEO procedure and, I felt very
comfortable. During your consultation, our staff will be more than
happy to let you experience the unrivaled comfort of the procedure.”
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Addressing Downtime
Individuals are busier than ever. Work, family life, and social activities have led 
to the non-invasive movement. Consider responding with:

 “Megan, the best thing about the EMSCULPT NEO procedure is there’s 
simply no downtime. You can have the procedure performed during lunch 
and return to work immediately following the procedure.”

Addressing Safety
TV shows and magazines love to report botched procedures. RealSelf and 
other consumer sites have reviews of various technologies with horror stories 
reported. You are bound to experience a caller concerned about the safety of 
the EMSCULPT NEO. Respond to safety questions with:

 “The new EMSCULPT NEO is FDA cleared and represents the first 
innovative technology that has shown in multiple studies to eliminate fat 
and build muscle. When you come in for a consultation, the doctor will 
cover how body sculpting with EMSCULPT NEO works and discuss the 
unique safety profile in detail. Is there a date and time that works for you 
to meet with Dr. Jones?”
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Knowing How to Answer
Callers tend to ask very direct questions, such as the number of treatments 
required, expected downtime, and realistic outcomes. Your job is not to provide 
a consultation over the phone. You want to provide generalities.

Soften Your Responses
You are trying to bond and build a relationship with the caller to increase the 
likelihood of a booked consultation. Consider softening your responses before 
directly responding to the question. 

 1.   “Liza, a lot of our patents are having the EMSCULPT NEO procedure
performed because they love the outcomes and the fact the procedure
isn’t invasive or have any downtime associated with the procedure.
By the way, Dr. Jones has performed more than xxx EMSCULPT NEO
procedures with great results. We are more than happy to show you her
results. Do you have any questions I can answer for you?”

 2.  “I am more than happy to help you with that, Liza. And you will be
happy to know that EMSCULPT NEO is quickly becoming one of our
most popular treatments because our patients love their results without
any downtime or surgery. What can I answer for you specifically?”

What to Do When You Don’t Have an Answer
When you simply don’t know the answer, you don’t know it. Do not attempt to 
make something up. The caller will pick up on the hesitation in your voice. It is a 
best practice to be honest. Consider:

 “Jessica, I apologize, I will have to research your question so I don’t provide 
you inaccurate information. If you provide me your phone number I’d be 
happy to call you back in the next hour with the answer. Is that acceptable?”

Just be sure to call back in the time frame provided. The prospect will 
appreciate your promptness and willingness to support him or her. You will have 
increased your patient touch points, as well as built trust and credibility.
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Fielding Competitive Questions

Several companies have found success in building consumer awareness of 
their device or procedure. You will surely receive calls asking for a branded 
procedure. This is your opportunity to convert the caller into a patient 
by strategically answering the question. Consider responding to a patient that 
calls in asking if the practice offers an EMSCULPT NEO procedure that was 
on Dr. Oz:

 “Victoria, yes I’ve heard of the Coolsculpting & SculpSure procedures. Dr. 
Jones carefully researched all available technologies. While she found that 
those procedures to be good, she found EMSCULPT NEO to be even better, 
with its ability eliminate fat and build muscle simultaneously. If you want 
to learn more, Dr. Jones could explain it to you this Thursday at 5:00PM, or 
next Tuesday at 9:00AM. Do either of these times work for you?”
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Brand the Physician

It is important to drop your physician’s name throughout the conversation.  
The caller will recall the physician’s name and find using the physician’s name 
to be more personable.

Establish credibility and differentiate your practice by stating the physician’s 
credentials and what makes your practice different than another local clinic. 
Consider:

 Dr. Jones is a highly regarded and sought after physician that speaks 
at medical meetings

 Dr. Jones has been published in several prominent medical journals

 Dr. Jones has been featured in the media – name drop

  Dr. Jones trains physicians on body sculpting

 Dr. Jones was recognized for her medical excellence

 Dr. Jones is the first in our area to offer EMSCULPT NEO

Prospects often want assurance that they are choosing a qualified physician that 
will deliver results. Consider:

 1.   “Kristin, you will be in excellent hands with Dr. Jones. She is one of
the most respected physicians in the country and was one of the first
physicians to offer EMSCULPT NEO. Is there a date and time you would
like to come in and meet Dr. Jones?”

 2.  “Kristin, [insert practice name here] has performed over xxx EMSCULPT
NEO procedures with excellent outcomes. Why don’t you come in and
view our before and after photos (if relevant) and patient testimonials?
We can even set up a time for you to speak with a patient that
underwent body sculpting therapy with EMSCULPT NEO, so you can
hear from those that experienced the procedure. Is there a date and
time that works best for you?”
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Quoting Prices

With any product or service, there will always be price shoppers. These individuals 
view the product or service as a commodity. They don’t see differentiation other 
than price. It’s the job of the front desk staff to position the physician(s), practice 
and procedure first and foremost. Then the front desk should provide a price 
range and state why they are where they are. Failure to address price will turn off 
some callers. By providing a vague pricing range the caller will have some sense 
of pricing, and you can attempt to book a consultation. Consider:

 1.   “Well Audrina, it really depends. We need to see you to determine your
medical condition, and areas you would like treated to recommend how
many treatments are needed to get the result you are after. Are you
available to come in next week so we can provide you an answer? We
have openings on Monday at 9:00AM and Thursday at 2:00PM. Do either
of these times work for you?”

It can’t be stressed enough the importance of telling the caller what the price 
entails and why your doctor is the right doctor for them, prior to providing 
pricing. The caller will perceive higher value for the service and won’t be taken 
back when prices are quoted. Consider:

 1.   “Kate, your body sculpting treatment with EMSCULPT NEO will
be provided by Dr. Jones team, who has performed more than xxx
EMSCULPT NEO treatments. You get to experience the intense, yet
comfortable treatment with no downtime. Four treatments are only $
XXXX. How does that sound?”

 2.  “Kate, just so you know this new EMSCULPT NEO procedure wasn’t
available two years ago. Results, costs, pain and downtime all need
to be taken into account. This advancement in non-invasive body
contouring technology makes EMSCULPT NEO a non-surgical procedure
with minimal to no downtime. The cost is affordable when compared
to alternatives. Usually body sculpting procedures ranges from $3000
to over $8000. Would you like to book a consultation with Dr. Jones
or do you have another question for me?”
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Many price shoppers simply want to pay a fair price. You can save them time 
by stating:

 1.   “Charlieze, we are competitively priced with practices in the area
offering body sculpting, yet Emsculpt Neo is the only procedure that
treats fat and muscle simultaneously and you can be sure you’ll be happy
with your outcome since Dr. Jones team personally monitors each of
your treatments.”

 2.  “Charlieze we are competitively priced with practices in the area offering
EMSCULPT NEO, and you can be sure you’ll be happy with your outcome
since Dr. Jones team personally oversees all treatments. Our clinicians
have been well trained to provide the outcome you are looking for.”
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Step 3 –  
The Close
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Addressing Consultation Fees

If your practice charges a consultation fee, be sure the patient understands 
all the parameters to avoid surprises, misunderstandings, and negative press. 
Consider:

 “Heidi, let me explain our process. The consultation includes:

•  An initial consultation with our Patient Care Coordinator, who will want
to learn your concerns and objectives. She will also tell you more about
our practice, our patients and, the physician.

•  Dr. Jones will examine you, talk with you about your concerns and
recommend a solution.

•  You will return to the Patient Care Coordinator to review any other
questions you may have, and at that time, she will discuss financial
options with you.

•  The entire process takes roughly 1 hour and costs [insert related costs].
If you decide to purchase an EMSCULPT NEO treatment package within
60 days, 100% of your consultation fee will be applied to the package
price. Is there a day and time that works best for you to meet?”

The Final Close

Your goal is to book an appointment. It may take 1-4 attempts throughout the call. 
If you keep the call conversational you should get multiple opportunities to close.

Performing the Choice Close
A choice can be thought of as a yes or no question. Rather than thinking this 
way and providing an easy out, you want them to think about when they should 
visit. Consider:

EMSCULPTNEO.COM INFO@BTLNET.COM



 “Hailee, the best place to start is with a consultation with Dr. Jones. You will have 
all your individual questions answered. You can see our facility, meet Dr. Jones, 
and the staff and talk to EMSCULPT NEO patients. Let’s go ahead and schedule a 
date and time to come in and visit with us. How does this Wednesday at 11:00AM 
sound? Or would Thursday at 3:30PM be better for you?” 

“Hailee, I know Dr. Jones would like to examine you and show you some 
great results our patients have achieved. She happens to be available 
Tuesday at 4:00PM or Friday at 9:00AM. Which time works better for you?” 

“Well Hailee, let’s see what the schedule looks like to give you some ideas of 
when you could visit us. Do you prefer morning or afternoon appointments?” 

“Hailee, is there a certain day of the week that works better for you, or 
should I just book you for our next available appointment?”

Performing the Scarcity Close
Individuals want things they can’t have. Take advantage of this. Let the caller 
know how busy the practice is, but you will do your best to get him or her in. 
Consider:

 “Tracey, you should know Dr. Jones is very popular and is typically booked 
out 2-4 weeks. With that said, next Thursday at 11:00am just opened up if 
you’re interested?”

Performing the Urgency Close
Individuals tend to put things off rather than make a decision. Give the caller a 
sense of urgency so they want to make a decision now. Consider: 

 “Pam, you are calling at the perfect time. We just announced a fall special 
on EMSCULPT NEO in our newsletter. That means you are entitled to a 
[insert the value] gift card good towards a treatment package if you come 
visit us this month. Shall I look for an opening?”
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Handling the Hesitant Caller
Try to engage the caller that says, “I will think about it.” Offer to go on-
line and visit the practice website together to view B&A’s (if relevant) and 
testimonials. It’s an opportunity to share stories to help the caller relate to 
other patients. If you have experienced the EMSCULPT NEO treatment then 
by all means share your story with the caller. You will become a reassuring 
advisor.

Handling the Unsuccessful Close
You can’t win them all. Don’t take “NO” personally. The caller may not just be 
ready “NOW” or “YET”. It is in your best interest to collect as much contact 
information as possible, so you can be top of mind when they are ready. 
Consider:

 “Well, Tiffany, it seems you’re not quite ready to book a consultation, but 
I would be happy to send you details about EMSCULPT NEO, our practice, 
along with updates on future promotions and events. Do you have a 
preferred contact method – email or direct mail?” 

“Ok Tiffany, since you’re not quite ready to book a consultation, 
perhaps you would be interested in attending one of our complimentary 
informational seminars. Seminars are a great opportunity for those who 
are unable to come into our office during normal office hours and who 
prefer a more informal group setting. You get a chance to hear Dr. Jones 
speak, see a presentation, with lots of before and after photos, ask 
questions, and we typically have patients on hand to speak with about 
their own experiences. Would you like to attend the next one? I can email 
you an invitation?” 

“Tiffany, I have an idea. We have an open house coming up next month. 
These are always fun events in our office, because we serve wine and food, 
give away samples, Dr. Jones gives mini presentations, and we have very 
special pricing that evening only. If you’re interested, I can email you an 
invitation for you and a friend?”
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Step 4 – 
Minimizing 
No Shows

No Show Policy

Elective medicine will always have a high no show rate since the patient mostly 
doesn’t need to see you but wants to see you. Institute a no show policy and 
let both patients and prospects know about it. After the first appointment is 
booked, state:

 “Ok Taylor, you are all set for next Thursday at 4:00PM. And, just so you 
know, we have a 24-hr cancellation policy. If for any reason you need to 
reschedule your appointment, call us to avoid being charged for a missed 
appointment.”

You may state, “I didn’t get his/her credit card number.” Keep in mind there 
is psychology at play. Despite not having a credit card number, the expectation 
has been set. For many, that is enough. If you find your no show rate is higher 
than you would like then start collecting credit card numbers upfront, just as one 
would do to book a spa treatment or hotel room.
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Appointment Reminders
To keep no shows to a minimum, call, or text the patient 48 hours prior to their 
appointment, preferably on their cell phone. Be sure to let them know you look 
forward to seeing them and reiterate your cancellation policy. Consider:

 “Hello Vickie, this is Susan from [insert practice name here] office. I’m 
calling to remind you about your first EMSCULPT NEO appointment with 
us Tuesday at 4:00PM. I’m really looking forward to meeting you and so is 
the rest of the staff, including Dr. Jones. See you Tuesday. If for any reason 
you can’t make it, simply call me back at (xxx) xxx-xxxx by tomorrow.”

If you are reminding a returning patient, use this time to tell them what’s new in 
your practice. Consider:

 “Hello Vickie, this is Susan from [insert practice name here] office. I’m 
calling to remind you about your next appointment on Tuesday at 4:00PM. 
By the way we now offer a whole new treatment called EMSCULPT NEO, so 
if that sounds interesting to you, call me back, and we can schedule some 
extra time to talk about it.”
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Final 
Words
Your front desk is a valuable resource to untapping tens of thousands of 
dollars in profits. By reviewing this document and instituting these call scripts, 
you will create a major revenue stream.
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