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Power Phrases to Use



Customer service

Power-phrases

Effective customer service power-phrases are essential for creating positive interactions with patients.
Here's a list of detailed power-phrases that you can use when dealing with patients for scheduling appointments:

Greeting Phrases

e "Good [morning/afternoon/evening], how may | assist you today?"
e "Thank you for calling [Your Healthcare Facility]l. My name is
[Agent's Name]. How can | help you?"

Empathy and Understanding

e "l understand this might be a challenging time for you."
e "I'm here to listen and assist you with your scheduling needs."

Confirmation Phrases

e "Just to confirm, you're looking to schedule an appointment for
[Patient's Name], correct?”

e "Let me make sure | have all the correct information..."

Availability and Options

e "We have several available appointment slots. What date and
time works best for you?"
e "Would you prefer a morning or afternoon appointment?”

e "We can offer you an appointment with [Doctor's Name] on
[Date] at [Time]. Does that work for you?"
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Customer service

Power-phrases

Flexibility and Accommodation

o "If that time doesn't suit you, we can explore other options."
e "Let's find a convenient time that fits into your schedule."

Assurance and Reassurance

o "Rest assured, we'll do our best to accommodate your preferences.'
e "Your health is our priority, and we're committed to helping you."

Patient Information Verification

e "May | please verify your date of birth and contact number for
our records?"
"Could you confirm your address so we can update our records?"

Clear Communication

e "Do you have any questions about the appointment process?"

Thank You Phrases

e "Thank you for choosing [Your Healthcare Facility] for your
healthcare needs."
e "We appreciate your trust in us."
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Customer service

Power-phrases

Follow-Up and Next Steps

o "After your appointment, we'll send you a confirmation and
reminders."
e "Is there anything else | can assist you with today?"

Problem Resolution

e "l apologize for any inconvenience. Let me see what | can do to
resolve this for you."
"I'll escalate this issue to ensure it's addressed promptly.”

Closing Phrases

e "Thank you for calling [Your Healthcare Facility]. Have a great
day!"

e "Take care, and we look forward to seeing you at your
appointment.”

Feedback and Quality Assurance

e "Your feedback is valuable to us. Please let us know about your
experience after your appointment.”
e "We are committed to continuously improving our services."
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Customer service

Phrases to avoid

By avoiding these phrases, you can maintain a positive and respectful
interaction with patients, ensuring their satisfaction and trust.

Negative Phrases

e "I can't help you with that."
e "That's not my problem."
e "There's nothing I can do."

Impersonal Language

e "Your appointment is booked."
e "Your information has been received."
e "[t's done."

Blame-Shifting

e "You should have called earlier."
e "It's not our fault."

Interrupting or Rushing

e "Hurry up, please."
e "I'm busy, can you make it quick?"

Interrupting or Rushing

e "Hurry up, please."
e "I'm busy, can you make it quick?"
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