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Dental - Call Center Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Call Center
Reports to: Chief Operating Officer
Location: [INSERT LOCATION HERE]
1. Position Summary
You'll answer calls for all of our dental practices from our central call center. You book new patients, reschedule existing ones, fill openings across practices, and make outbound calls for hygiene recall and unscheduled treatment. You follow scripts for dental emergencies and protect patient privacy under HIPAA.
2. Essential Duties and Responsibilities
1. Answer calls, web requests and texts for every practice, and book new patients into new-patient slots.
1. Collect insurance details from new patients so the practice can verify benefits before the first visit.
1. Reschedule, confirm and cancel appointments, and offer a nearby practice when the first choice is full.
1. Call patients who are overdue for hygiene recall or have unscheduled treatment.
1. Follow the Clinical Director's emergency call script: book same-day visits for pain or a broken tooth, and direct severe swelling or trouble breathing to emergency care.
1. Verify each caller's identity before discussing appointments or balances.
3. Key Tasks / Daily Activities
1. Log in to the phone system and [your practice management software] for every practice at the start of your shift.
1. Answer inbound calls and keep hold times short.
1. Work outbound lists between calls: recall, reactivation and unscheduled treatment.
1. Ask each new patient how they heard about us, and record the source.
1. Send clinical and billing questions you can't answer to the right practice.
4. Key Performance Indicators (KPIs)
1. New-patient calls booked: [your target].
1. Abandoned call rate: [your target].
1. Average speed to answer: [your target].
1. Appointments booked from outbound calls: [your target].
1. Call quality review score: [your target].
5. Required Qualifications and Skills
1. High school diploma or equivalent and [1+] years of phone-based customer service, scheduling or call center work.
1. A clear, friendly phone manner and accurate typing while talking.
1. Comfortable switching between several practice schedules and screens.
1. Follows scripts and privacy rules on every call.
6. Preferred Experience
1. Dental or medical scheduling experience.
1. Experience with [your phone system] and [your practice management software].
1. Knows basic dental insurance terms.
1. Can take calls in [language].
7. Physical Requirements
1. Wear a headset and work at a computer for most of the shift.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Central call center in [city] [or remote, with a quiet, private workspace].
1. Shifts between [7 a.m. and 7 p.m.], with [some Saturdays].
1. Steady call volume, heaviest [on Monday mornings and after holidays].
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new call center representative gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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