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Collection Call Script

Using The 8 Step Collection Process

STEP 1: Identify The Patient:  You are allowed to discuss the debt with the patient, their spouse, their lawyer, and parent or guardian (if the patient is a minor).  Make sure you stay HIPAA compliant.

Office Manager:
Hello, I am calling for Bob Smith.

Patient:

This is Bob Smith.

Office Manager:
To make sure I have the correct Bob Smith, can you give me the last 4 digits of your social security number?

Patient:

Yes. It’s1234.

STEP 2: Identify Yourself:  Be clear as to who you are and which doctor you work for.

Office Manager:
Thank you Bob.  This is Mary from Dr. Jones office.  I am calling about your past due balance of $200.00.  This amount is due today.  We accept credit cards or checks over the phone.  Which would you like to use today?

Patient:

Silence for a few seconds.

STEP 3: Request Payment In Full:  Here’s what you should say, “You have an unpaid balance of $200.00, and payment is due in full today.  Which credit card will you be using today?”  Do not ask if they can set up a payment plan. You may want to offer that later in the conversation, but do not make that your opening offer.

Office Manager:
Thank you Bob.  This is Mary from Dr. Jones office.  I am calling about your past due balance of $200.00.  This amount is due today.  We accept credit cards or checks over the phone.  Which would you like to use today?

Patient:

Silence for 15 seconds.

STEP 4: Psychological Pause:  After you ask for payment in full, it is important to let them speak next.  Be patient and get ready to listen.  They probably were not expecting your phone call so they need time to digest what you just told them.  Also, it puts the burden of answering your request on them.  If they do not speak, repeat #3.

Office Manager:
Bob, you have a past due balance of $200.00.  How do you want to pay today?  Credit card or check over the phone.

Patient:

I thought my insurance was supposed to take care of this bill.
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STEP 5: Determine The Problem:  Make sure you understand why they cannot pay.  Repeat back to them your understanding of why they cannot pay for clarity.  After you have listened to the reason that they cannot pay, you have to determine if their reason is a real objection or a stall.  

Office Manager:
Your insurance paid $500.00.  The total bill was $700.00.  You are responsible for the remaining $200.00 which is past due 30 days.

Patient:

I can’t pay that today.

Office Manager:
How much time do you need to come up with the money?

Patient:

A couple of months.

STEP 6: Determine the Solution:  “Let’s put our heads together and find a solution.”  That should be your attitude.  If you are setting up a payment plan, your opening position should be for half the balance due immediately and split the remaining balance in 2 payments.  Many office managers believe that you have to set up a payment plan even if the patient wants to make small payments.  That is not true.  You should determine an office policy on what is acceptable.

Office Manager:
How much can you pay today?

Patient:

The minimum.

Office Manager:
I would like $100.00 today and $50.00 for the next two weeks.  Is that acceptable?

Patient:

Yes.

STEP 7 - Close The Deal:  If you were unable to get Payment In Full today, you need to clarify and verify your payment plan so that there aren’t any misunderstandings.  Let them know that if they do not honor their commitment or call you to make other arrangements, that you may send them to collections without notice.  Don’t threaten them.  Just let them know in a nice way, that collections is an option.

Office Manager:
How would you like to pay, credit card or check over the phone.

Patient:

Credit card.

Office Manager:
Thank you Bob.  I will charge your credit card $100.00 today May 1st, then $50.00 on May 16th and  $50.00 two weeks after that on May 31st.
STEP 8 - Update Your Files:  Make sure you take good notes.  Anything you learned from the conversation could be helpful if you need to call them back.  If you set up a payment plan, make sure you have a tracking plan to verify that they have made their payments.  

Making phone calls will make a difference in your recovery of delinquent accounts.  Practice! Practice! Practice!  The more comfortable you are talking with patients about their bills over the phone, the better success you will have.

IMPORTANT: See the downloadable form called “Overcoming Objections and Stalls” for scripts on how to handle other objections. Go to www.CDAC.biz/library
The 7 Phone “Don’ts” to Avoid:


Don’t antagonize people.


Don’t shout or raise your voice.


Don’t accuse your patients of being dishonest.


Don’t adopt a negative attitude towards delinquent accounts.


Don’t threaten the patients.  


Don’t assume full responsibility for resolving insurance disputes.


Don’t consent to setting up small payments before the phone call.  Be confident in your negotiations.













