RETAINERS FOR LIFE FRONT DESK SCRIPTING

ACKNOWLEDGE | VALIDATE | EXPLAIN | OFFER HELP

Phone Script (Upset Patient)

"| completely understand why that would be frustrating, especially since that's what you were used to. We recently
updated our process and now use Retainers For Life to make sure patients have a more reliable, long-term option for
replacements. What | can do is walk you through the quickest and most affordable way to get a new retainer today,
would you like me fo text you the link or go through it with you now?”

In-Person Script (Upset Patient)

"| understand, that's a change from what you're used to, and | can see why that's frustrating.
We made this update, so patients have a more consistent and convenient way to replace refainers long-term.
Let me help you with the best option moving forward so we can get you taken care of as quickly as possible.”

If They Push Back (“That’s ridiculous” / “I just want the $25 one”)

"I hear you, and | understand why you'd want to stick with what worked before. That option is no longer something we
offer, but | do want to make sure you're taken care of. This program is the way we're able to provide ongoing access to
retainers moving forward. let's go ahead and get you set up in the easiest way possible.”

If They Say It’s Too Expensive
"I understand. The difference is that this isn't just a one-time replacement, it's designed so you don't have to start over

each time you need a refainer. Most patients find it more convenient long-term, especially since you can reorder without
coming info the office in most cases. Let's look at the best option for you today.”
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