Dental Live Chat Script Templates
Six live chat scripts for dental front desks: greet visitors, sort new from existing patients, triage pain and insurance, capture details, book, and hand off to staff.
Greeting and opening the chat
When to use: Use it as your first reply the moment someone opens the chat window.
When to use
A visitor just opened the chat on [practice name] and has not said what they need yet.
Script
Hi, welcome to [practice name] -- you are chatting with [your name], a real person on the front desk. I can help you book a visit, get set up as a new patient, or sort out an insurance question.
Before anything else: if you are in severe pain, have a knocked-out tooth, or heavy bleeding, please do not wait on chat -- call our team on [emergency line] and we will get you seen today.
Otherwise, tell me what brings you in today -- is it [option list], or something else? I will take it from there and keep this quick.
If you are not sure where to start, no problem at all. Just describe what is going on in your own words and I will point you the right way.
New or existing patient
When to use: Use it right after the greeting, before you look anything up or book a slot.
When to use
The visitor wants to book at [practice name] but you do not yet know if they are already on file.
Script
Happy to get you booked. Quick one so I pull up the right thing: are you an existing patient with us, or would this be your first visit?
If you are already with us, what name and date of birth are on your file? I will find your [record detail] and we can go from there.
If you are new, welcome -- there is nothing to dig up, I will just set you up fresh. It takes two minutes and helps us prepare before you arrive: [new patient form].
Either way you are in the right place, [visitor name]. Once I know which you are, I can check real availability rather than guessing.
Book an appointment
When to use: Use it once you know who they are and what kind of visit they need.
When to use
You know who [visitor name] is and they are ready to pick a time for a [visit type].
Script
Great, let us get this on the calendar. For a [visit type] I have a couple of openings coming up -- would [time window one] or [time window two] suit you better?
If neither of those works, tell me the days and times that do and I will find the closest fit rather than making you hunt through a calendar.
To lock it in I just need your [booking detail] so we can send a reminder and reach you if anything shifts.
Once that is set, I will confirm the date, the time, and roughly how long to allow, so you know exactly what to expect when you arrive. Anything you want me to note for the clinician before your visit?
Insurance or billing question
When to use: Use it when the visitor asks whether you take their plan or what a visit will cost.
When to use
[visitor name] wants to know if you take their plan or what a visit will cost.
Script
Good question, and I would rather give you a straight answer than a guess. The plans we currently accept are listed here: [insurance page].
If you can share your [plan detail], I will check whether you are covered with us and flag anything worth knowing before you book.
On cost, a routine visit is easy to quote, but anything beyond that depends on what you actually need, so I will not throw out a number I cannot stand behind. What I can do is arrange a proper estimate: [estimate step].
That way you get a figure you can trust rather than a rough one that changes at the chair. Want me to line that up while you are here?
Pain or emergency triage
When to use: Use it the moment the visitor mentions pain, swelling, bleeding, or a knocked-out tooth.
When to use
[visitor name] has mentioned pain, swelling, bleeding, or a knocked-out tooth in the chat.
Script
I am sorry you are dealing with that -- let us treat it as time-sensitive rather than a routine booking. I am not going to try to diagnose over chat, but I can get you to the right help fast.
So the team can prioritise you, tell me roughly [how long] it has been going on and [severity note] on a scale of mild to severe right now.
With that, please call [urgent line] straight away -- they are staffed and can talk you through what to do and get you seen. If you cannot call, say so and I will arrange [same day step] instead.
You are not stuck in a queue here. My only job for the next minute is making sure a real person picks this up quickly.
Hand off to the front desk
When to use: Use it when the request needs a person, or the visitor asks to speak to staff.
When to use
The request needs the [team name] to finish it, or [visitor name] has asked for a person.
Script
Let me bring in the [team name] so a person can take this the rest of the way. I will pass along what we have so you do not have to repeat yourself.
Here is the summary I am handing over: [summary]. If there is anything urgent in there, I am flagging it so it is seen first rather than sitting behind routine chats.
In case we get disconnected, may I grab your [contact capture]? That way they can reach you even if the window closes.
Someone should be with you in about [wait time] -- keep this chat open if you can. If we are closed right now, I have logged everything and your [contact capture], so it is waiting for them first thing.
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