Collection Call Script
Using The 8 Step Collection Process
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.
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.
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.
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.
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.
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.
See the downloadable form called “Overcoming Objections and Stalls” for scripts on how to handle other objections.
