
“If all Call Box did was provide us with recordings, 
that’d be great, but they do so much more than 
just that for us,” said Sandy Vazquez, InterDent’s 
call center manager. Read more to find out how 
her knowledge and practical use of the platform 
has enabled her team to enhance its phone 
performance.

HOW ONE CALL CENTER MANAGER USES 
CALL BOX TO SEE TANGIBLE RESULTS
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PURPOSE

The purpose of this study is to demonstrate 
how Sandy Vazquez, InterDent’s call center 
manager, has utilized her knowledge and 
experience of Call Box to help her instill a 
culture of phone accountability and enhance 
patient experience on every phone call. 

Relying on a combination of artificial and 
human intelligence, Call Box tracks, records, 
and reviews InterDent’s phone calls. With 
the data and reporting insights Vazquez 
gains from the system — and her deep 
knowledge of key reports that helps cultivate 
positive results — her team has benefited 
immensely, specifically on word tracks and 
patient outreach.

Most importantly, through properly 
leveraging technology, what results is a 
significant impact on staff performance, 
appointment rates, and patient satisfaction. 
Sure, technology in itself can drive results, 
but it has a much greater impact when tools 
are properly utilized and made part of one’s 
daily workflow and process. 

OPERATING BLINDLY

Through a CRISP* lens, we examined the 
effect Vazquez has had on InterDent’s call 
center. 

When she was absent from the call center 
from May to July 2018, the call center’s 
phone performance took a downturn, as 
Call Box was not being utilized at all. Take 
a look at its CRISP metrics during that time 
frame:
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Every KPI either declined or remained 
stagnantly dull. With Vazquez gone, the 
team didn’t have metrics to hold themselves 
accountable when handling patient phone 
calls. 

PROPER UTILIZATION TRANSLATES 
TO KEY RESULTS

Within the past year, InterDent has expanded 
its call center to 18 agents who handle new 
patient calls for 141 offices. The call center 
faces a specific challenge of having only 
one agent handling calls for every eight 
offices. Compared to the industry average, 
this is nearly double the number of offices 
per agent. 

To achieve more with current resources, 
Vazquez relies on Call Box’s data to drive 
her team’s phone processes; a technology 
provider offers zero value to a dental call 
center if the managers and phone handlers 
don’t know how to use it to their benefit. 

Consequently, with Vazquez back managing 
the center in January 2019, her high usage and 
deep understanding of the Call Box platform 
translated to key results. 

For instance, she and her team strongly 
adhere to the Connect and Request & Invite 
metrics of CRISP. To Connect means to ensure 
every patient gets in touch with the phone 
handler who can best help answer his or her 

JUNE 2018

MAY 2018

REQUEST
& INVITECONNECTCRISP SCHEDULE PURSUE

JULY 2018 67%

66%

68%

50%

52%

51% 80%

81%

81%

58%

55%

59%

0.26%

0.18%

0.18%

INDUSTRY

1 Agent 5 Offices

ABOVE: Phone performance for the period Vazquez was absent.

INTERDENT

8 Offices1 Agent



questions or book an appointment. Requesting 
and Inviting stresses the importance of 
extending an appointment invitation to the 
patient, offering a date and time for the office 
visit, and providing best practices upon arrival. 

Upon Vazquez’s first month back managing 
the call center, she helped enhance the 
team’s overall CRISP score to 57%, whereas 
throughout the course of the three months 
she was gone, the call center never reached a 
score higher than 52%. Connection rates also 
skyrocketed with Vazquez’s back on the scene 
— with scores in the seventies and eighties, 
and her first month back seeing 84%. She took 
the team higher than ever before, although 
when she was gone they remained in the mid-
sixties — never surpassing 68%. 

Requesting and Inviting patients into the 
practice shot up, too, bringing the center’s 
score to 85% in her first month back, about 
five percentage points above the highest score 
the team reached when she wasn’t present. 
Additionally, phone handlers scheduled 
464 more new patient appointments from 
February to March 2019. This is huge, especially 
in regards to how fierce the competition in 
the dental industry is, thus every booked 
appointment is critical. An appointment 
opportunity is solely that — an opportunity 
— if a call center doesn’t have proper phone 
handling etiquette and processes. With these 
booking results, InterDent’s call center has 
proven up to the task of booking as many 
opportunities and helping as many patients as 
possible.
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Vazquez also relies on Call Box’s reporting to 
help her pinpoint patients who need follow-
up. For instance, she pays keen attention to 
the Pursue Box, which specifically filters for 
calls where an appointment wasn’t offered 
or scheduled so she can see when agents 
didn’t guide patients toward an appointment. 
In particular, Vazquez likes how the feature 
emails a report to the individual agent who 
handled the call.

* This is an anonymous report, and not from InterDent’s data.

 “On the missed calls where the patient couldn’t 
schedule time to visit the office, we get notified 
via email so a senior team lead can call those 
people back and book the appointment,” 
Vazquez explained.

Additionally, an emphasis on proper phone 
scripts helps her team effectively work around 
any objection that may arise on a call. Such 
objections often occur on appointment-



“I would recommend Call Box to 
other call center managers because 
you can customize it to what you 
need. I don’t have a quality assurance 
program or team — my team is my 
senior management — so additional 
help has been tremendous. If we want 
to be great at what we do, then we 
need feedback. If all Call Box did was 
provide us with recordings, that’d be 
great, but they do so much more than 
just that for us.” 

SANDY VAZQUEZ
Call Center Manager

Within the competitive dental market, 
InterDent realizes how pivotal a patient’s 
first touchpoint is with every office. 
InterDent’s call center is a cut above the 
rest due to the method in which it uses Call 
Box data to gain insight into current phone 
performance, properly assist patients, and 
help phone handlers consistently improve 
their techniques on phone calls.

CONCLUSION

related calls, specifically for the types of calls 
the call center is handling. Her team works off 
a few different scripts: one for new patients, 
one for existing patients, one for voicemails, 
and one for patients experiencing toothaches.

“We have scripting because most of our 
agents have not had call center experience,” 
Vazquez revealed. “So the scripting is very 
simple because what we’ve learned with our 
patients is to keep things straightforward and 
not use technical terms.” 

LEARN MORE ABOUT HOW
CALL BOX WORKS WITH DSOs AT

callbox.com/dental or call 833-318-3344.
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