
  

   

Hi Ken,  

May peace, joy, hope and happiness be 

yours during this Holiday Season and 

throughout the New Year.  

Our Holiday closings will be:  

 Friday, December 23rd  

 Monday, December 26
th

  

 Monday, January 2
nd

  
 

THIS MONTH'S COLLECTION TIP  

8 tips to help you recover more money 
-- FAST ! 

 We all know that picking up the phone 

and calling patients/customers is far and 

away the best way to get people to pay 

so here's the big question: Why don't we 

do it?  

Why does it always get pushed down 

the priority list? If it's so important, 

why do we push it off?  

Dave and I found ourselves asking the 

same question recently while working 

on a committee to raise money for 

scholarships to the school that we both 

attended and sent our children and 

grandchildren; St. Michael's the 

Archangel Catholic School.   

 

http://www.spiceitupwithcda.com/


In our efforts to raise money, we have 

learned first-hand something that we 

have been teaching our clients for years, 

making phone calls is the best way to 

get people to pay their bills and in our 

case donate money.   

Our fundraising efforts have consisted 

of making phone calls, writing letters, 

making   

announcements at church and in the 

church bulletin, hosting coffee and 

doughnuts after church services, and 

even an article in our local newspaper.   

Hands down, making personal phone 

calls has produced the most donations.  

It was also the most difficult for our 

committee to do.   

For a lot of our committee members 

they never solicited people over the 

phone and found it uncomfortable 

asking friends and fellow church 

members for a donation.  

I even found myself, someone with 

years of sales experience, putting off 

making my calls until the last 

minute. My guess is that we will raise 

3-4 times the money with phone calls 

then all the other ways combined.   

Making phone calls will work for you 

as well. It is our experience that 75% of 

the offices do not try to call a patient 

that is delinquent even though they 

know it's the most effective technique 

to recover debts.  

 

So why don't they do it? See if any of the following reasons sound familiar:  

1. "I am too busy doing other things to make phone calls."  

https://www.cdac.biz/library


2. "I don't like asking people for money."  

3. "A lot of people are unemployed right now and I feel sorry for them."  

4. "I have tried making phone calls before, but all I get is answering machines 

and nobody ever returns my calls. It's a waste of time."  

But the biggest and most common complaint is one that very few offices will 

admit to...  

"I don't know what I can legally say that won't get me or the office sued!"  

Here is an 8 Step Collection Process that will help you stay compliant:  

1. Identify The Patient: You are allowed to discuss the debt with the patient, 

their spouse, their lawyer, parent or guardian (if the patient is a minor), or 

anyone that the patient gives you permission to speak to (make sure to note 

that you have permission). Make sure you stay HIPAA compliant.  

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

for.  

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.  

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.  

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. We have enclosed some 

common stalls and how to handle them in our Patient & Office Forms Library 

at https://www.cdac.biz/library.  

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 

https://www.cdac.biz/library


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.  

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 going to collections is an option.  

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. We have included a sample collection call script in our Patient & 

Office Forms Library at https://www.cdac.biz/library.  

Practice! Practice! Practice! The more comfortable you are talking with 

patients about their bills over the phone, the better success you will have.  

    

COLLECTION INDUSTRY NEWS  

What happens when a debtor files for bankruptcy?  

In the state of Illinois, bankruptcies have doubled (40,000 to 80,000) from 

2007 to 2010 according to the American Bankruptcy Institute (ABI).  The 

total number of filings in 2011 fiscal year has decreased about 8% from 

2010.  Some experts say the decrease is only temporary because mortgage 

foreclosures are taking much longer than they used to which takes away the 

urgency to file right away.   

Per the Fair Debt Collection Practices Act, if a consumer files for bankruptcy, 

the Bankruptcy Code imposes the "automatic stay" which requires all 

communications with the consumer must stop as soon as the bankruptcy case 

is filed.  If the consumer tells a debt collector that they have filed for 

bankruptcy, the debt collector may not demand payment.  They only 

information the debt collector can request is information about the bankruptcy 

filing, including the attorney's name, phone number and address, the date the 

consumer filed, the chapter of bankruptcy that was filed, and the case 
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number.   

If one of your patients that you sent to our office for collections informs you 

that they have filed bankruptcy, please inform our office as soon as possible 

and we will cease communications per the above.  

 

FROM CHEF DAVE'S KITCHEN  

Here are 3 quick last minute appetizers for the Holiday Season:  

1. Cut up Italian sausage into 1" pieces.  Brown in olive oil, garlic, sliced 

onions and green peppers. Combine them with your favorite marina sauce 

recipe.  Simmer them for 2-3 hours.  Serve hot.  

2. Cut slices of brie cheese onto a crispy sesame cracker and top with fig 

preserves.  Great combo of flavors!  

3. Cut 12 brussels sprouts in half, add onion - sliced, cup dried cranberries 

and/or white raisins.  Combine with extra virgin olive oil, balsamic vinegar, 

and a spoon of brown sugar.  Bake at 350 degrees until golden brown.  

Sprinkle with Romano cheese and salt & pepper.  Spread on a crispy baguette.  

Enjoy the Holidays! Look for the next e-Newsletter around January 15.  

Tony  

Tony Muscato, Vice President Creditors' Audit & Discount Company  
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