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OFFICE MANUAL INTRODUCTION 
 

This office manual is a form of preventive management, designed to help all 
team members perform their duties and checklists.  New employees are 

expected to read and study the manual.  They are responsible for knowing 
the content related to their responsibility by the end of their second week of 

employment. 
 

New employees start on a three-month probation with employment 
assessments monthly.  All employees are subject to employment evaluations 

every three months, in order to improve work attitude, efficiency, C.A. 
duties and goal setting. 

 
Team meeting are held every week in order to improve policies and 

procedures, therefore this manual is subject to change.  Suggestions to 
improve the functioning and efficiency of this clinic and team are 

encouraged. 
 
We welcome you to our team and we hope that this will be the beginning of 

a mutually beneficial relationship, affording you the opportunity to express 
your talents along lines of excellence in the clinic, profession and life that 

affords your scope. 
 

We hope that as we grow, develop and advance, you will assume more and 
more responsibility, because only in that way can you replace your superior, 

allowing that person to move on to bigger and better things.  Then it is up to 
you to reach down and help someone else grow to fill your vacated position. 

 
Welcome Aboard! 
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CHIROPRACTIC PHILOSOPHY 

 
Understanding the philosophy and believing in universal and innate intelligence gives us 

direction allowing us to make decisions in our lives and helps us build inner strength and 
courage to tell people the truth about Chiropractic. 
 

The word “Chiropractic” is of Greek origin meaning “done by hand”.  Historically spinal 
adjustments have been long accepted as a method of correcting back problems.  

Chiropractic procedure is directed at evaluating causative factors in the biomechanical 
and structural derangement of the spine, which could affect the nervous system and the 
body’s natural defense mechanisms.  It seeks to restore spinal structural alignment, which 

has an effect on the health of the individual. 
 

Since childhood we have been taught that if we have no symptoms we are healthy.  We 
have also been conditioned so that whenever a symptom appears which makes us feel 
uncomfortable, we simply need to take this pill and health will return.  Simply stated, 

drugs often treat the symptom not the underlying problem.  Chiropractic attempts to go 
after the cause of the underlying problem. 

 
Chiropractic health maintenance is gaining wide public support because the concepts and 
approach are valid.  No longer do people want to take medication for their health 

problems when a more natural approach is possible.  The strong side effects of commonly 
prescribed drugs are often causing other health problems elsewhere in the body.  Man 

must be reminded that drugs are not tissue specific.  In other words, the drug travel via 
the bloodstream and every organ that is inside the body receives the drug.  A more direct 
approach i.e. via the spinal adjustment is often the better way and the safer way. 

 
Chiropractic teaches that health cannot be purchased in a bottle and that the body is 

capable of maintaining a healthy balance provided it is given proper food, water, rest, 
nutrition, exercise and a properly functioning nervous system. 
 

An Optimal Spine = Optimal Health 
 

INNATE INTELLIGENCE 
 
The human body is made up of billions of cells.  Your cells are organized into all 

different kinds of tissues.  Tissues are organized as organs and groups of organs (such as 
your digestive system which is made up of you digestive organs, intestines, stomach…)  

Your body becomes a purposeful machine, energized, full of life thus you are alive! 
 
The wisdom of your body (innate intelligence) directs and communicates life force from 

your brain, spinal cord and billions of nerve fibres so your body can function 100% 
(breathing, digestions, excretion, immune system, glands, muscles, heartbeat…). 
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If your nervous system is irritated and the harmony is interrupted you suffer from dis-ese.  
Stroke, brain damage and various diseases of the nervous system can also damage your 

nervous system. 
 

The most common cause of irritation and interruption is vertebral subluxation. 
 
VERTEBRAL SUBLUXATION 

 

 A spinal abnormality that interferes with your nerves. 

 A misaligned vertebra causing interference with nerve messages between your 
brain and body. 

 Pinches, chokes and irritates…”short-circuits” life-force. 
 

5 COMPONENTS OF SUBLUXATIONS 
 
Spinal Kinesiopathology 

    The vertebrae are jammed, less mobile or too mobile. 
    The patient is unable to bend, twist, or turn comfortably. 

Neruropathophysiology 

The nerves are impinged, numbness, tingling (pins and 
needles) and pain. 

Myopathology 
    Muscles are chronically tight, sore, sensitive and in spasm. 

Histopathology 
Swelling, tenderness, trigger points, painful areas, soft 
tissue changes/damage.  Ligaments, cartilage, discs, 

tendons and internal organs may be affected. 
Pathophysiology 

Wear and tear of muscles, joints, ligaments and organs, 
premature ageing, fatigue, lowered resistance to infection 
and disease. 

 
EFFECTS OF SUBLUXATION 

 

 Dis-ese 

 Lowered resistance 

 Pain 

 Imbalance 

 Fatigue 

 

Subluxation robs the body of focus to think, 

organization to metabolize and the power to heal. 
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Subluxation is caused by STRESS 

 

 Physical Stress – trauma, falls, accidents, bumps, bruises and sports injuries 

 Emotional Stress – mental stress, emotional abuse, anxiety, tension 

 Chemical Stress – caffeine, prescription drugs, alcohol, narcotics 
 

Subluxations can occur from a difficult birth and from simple childhood falls.  It is for 
that reason why it is important to educate parents on the importance of spinal check ups 

for their children. 
 
Vertebrae can subluxate without the patient knowing, however, if the body is stressed 

while in the presence of some subluxations, it can produce pain. 
 

Subluxations can undermine your health just as termites can undermine the foundation of 
your home.  By the time the kitchen floor collapses, it’s too late to call the exterminator; 
and in the same way, by the time symptoms appear, the damage from subluxations is 

often irreversible. 
 

Only chiropractors are trained professionals who can locate, detect and correct vertebral 
subluxations. 
 

THE SPINE 
 

Your spinal column is composed of a series of movable bones ranging from the base of 
the skull to the centre of your hips.  There are seven cervical (neck) vertebrae, twelve 
thoracic (mid-back) vertebrae, and five lumbar (low back) vertebrae.  These vertebrae are 

stacked on top of each other and separated by shock absorbers called discs.  Exiting out 
of these vertebrae are 31 spinal nerves.  Stress, trauma, tension or over exertion can cause 

minor displacement of these vertebrae resulting in irritation to the nerve and hence the 
pain. 
 

Chiropractic adjustments restore normal alignment and joint mobility allowing the body 
to operate more efficiently and comfortably. 

 
THE AUTONOMIC NERVOUS SYSTEM  
 

The autonomic nervous system (sometimes called the automatic or involuntary 

nervous system) controls those functions of your body, which are carried out, 

automatically, without you being conscious of it.  These include respiration, digestion, 
circulation and menstruation and immunity.  Sometimes problems affecting these areas 
can be helped via adjustments to the spine. 

 
i.e. A patient presents with low back pain and has a history of ulcers, constipation and 

menstrual irregularities.  Quite often this patient will notice that after coming in to have 
their spine structurally balanced their symptoms improve dramatically or disappear 
altogether.  This is the bonus of Chiropractic. 
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THREE PHASES OF CARE 
 

Intensive Care (The first 90 days/36 adjustments) 
 

This is the first phase of care where a patient comes in on a more intensive basis.  
Chiropractic care will try to remove the patient’s symptoms (pain) and begin to 
structurally balance the spine. 

 
Correction/Restoration (76 – 100 adjustments/year) 

 
This is the second phase of care.  The patient will usually be symptom free during this 
phase of care and because their symptoms and pain is gone they sometimes want to 

discontinue care.  It is important to educate our patients so that they understand that 
during this phase, we will be working on the underlying cause of their problems. 

 
Wellness/Maintenance (1x/week – 1x every 2 weeks) 
 

The correction that has taken place must now be maintained.  Some analogies that you 
can pass on to the patients are:  You don’t take vitamins only when you are sick.  You 

don’t see a dentist only when you get a toothache. 
 
Patients keep coming… 

 

… Because the adjustment makes them feel good physically. 

… Because the team make them feel good emotionally. 

 

But it is important to understand and re-enforce: 

 
 

It’s not how you are feeling…it’s how you are healing!  
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TRAINING  
 

Your job is unique and therefore we are spending our time and our money to educate you. 
We expect that you learn your job quickly and efficiently. New team members will study 

their job descriptions, checklists and procedure manuals. At the end of probation, you 
will be tested. Do not hesitate to ask questions, during or after your training, if you have 
any confusion about your responsibilities or procedures. Role-playing scripts and daily 

procedures is an ongoing practice. The doctors expect you to devote time to study and 
review this manual and your notes often.  

YOUR PERSONAL TRAINING BINDER  

 
At the start of your training you will be given your own personal training binder. 

Enclosed you will have dividers to organize your checklist and job description, team 
meeting agenda and minutes, personal notes, Calendar of Events/Workshops/Closures, 

Weekly Communication Sheets and Inspirational Quotes and Tics and any new training 
procedures and scripts for review.  

SALARY  

 
Your salary or hourly wage is determined by your ability, experience and the time and 

expense entailed in training you for the position. All new employees serve a six-month 
probationary period, after which salaries are reviewed and your performance discussed. 
At that time, salary increments will be determined or a bonus system will be 

implemented. This is based upon cost of living as it increases, additional responsibilities, 
productivity and increased proficiency. The employer reserves the right to amend or 

discontinue the bonus or incentive agreements, which are provided in addition to the 
basic wage.  

CHIROPRACTIC CARE  

 
Chiropractic care is encouraged and available to all employees at no charge immediately 

upon employment. Orthopedic appliances, vitamins and products are supplied at cost plus 
10%.  
 

All employees may be scheduled for a new patient examination in the first week of 
employment. The Doctor will make appropriate recommendations of individual care. It is 

up to the individual employees to make sure that they maintain recommended care in 
order to achieve optimal health.  
 

Employees should schedule themselves (multi-book their appointments) during regular 
business hours. Be sure your position is covered. Employees should fill out and keep the 

same records as any patient in our office. Chiropractic care is available to employees’ 
spouses and dependants at cost of services if they do not have health insurance. For 
insured family members, we will waive deductibles and co-payments and accept 

insurance as full payment. 



 

ABSENTEEISM AND LATENESS  

 

Employees are expected to arrive at work 15-30 minuets before the first appointment. 
Since we rely heavily on team co-operation absenteeism creates turmoil. Even if it is an 

emergency – please call as soon as possible. Continued late attendance or failure to attend 
the team meetings is grounds for instant dismissal.  

ILLNESS/ACCIDENT  

 
Each employee receives a list of telephone numbers of all other employees including 

doctors. It is your responsibility to contact the office manager or one of the team 
members to cover you in case of illness or accident. If no C.A. can be contacted, try to 
leave a message, then contact one of the doctors. If any person must take time off due to 

illness, we appreciate as much notice as possible (preferably the night before) so other 
team members can arrange to cover your shift.  

SICK LEAVE  

 
Paid sick leave is not available.  

PAY PERIODS  

 

Employees are paid on a biweekly basis from Monday to Sunday and will receive their 
paycheque on Tuesday at noon. All employees must sign in on their hour sheets upon 
arrival and departure. It is up to each employee to prepare and total his or her hours for 

the week. Team hour sheets are put in the doctor’s bin for review and approval of hours, 
bonuses…the doctor/office manager must sign all hour sheets before they are faxed to the 

accountant.  

BREAKS  

 

Because of the requirements for C.A.’s to be available at all times (answering phones, x-
rays, patient needs) only short breaks are allowed (not in prime time) and only if another 

team member is available to cover your position. Remember our work week is condensed 
into only 4 days/week; they should be fun and fast-paced.  

HOLIDAYS AND VACATION TIME  

 
One week (5 working days) during the first year of employment.  

(Not to be taken before the six month of your employment, unless office shut down 
occurs).  

Two weeks (10 working days) during the 2
nd 

year.  

 
Three weeks (15 working days) thereafter. 
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The office shuts down 2-4 times per year for holiday closures.  Usually one week for the 
Christmas break and one week in either July or August for the summer break and 1 week 

in March or April for spring break.  These closures are planned in advance and recorded 
on our marketing board.  Most team members accumulate enough vacation pay to cover 

two weeks of holiday closures. 
 
If specific time off is needed, a request for vacation leave must be submitted to the office 

manager and doctor for approval.  Because each position is vital in running a smooth 
clinic, you are responsible to have a C.A. cover you.  Your holiday times are not to 

conflict with even in or out of the office requiring the necessary C.A.’s. 
 
LEAVE OF ABSENCE 

 
On occasion, it may be necessary for employees to be absent from working an extended 

period of time due to personal health or family related problems.  Leave of absence for 
limited periods will be permitted depending upon the reasons and circumstances that 
prompt such a request.  A leave of absence must be supported by valid reasons approved 

by the doctor.  These periods shall be without pay. 
 

If you desire a leave of absence, you must present a written request to the doctor.  The 
written request must contain the anticipated length of the absence with dates and 
circumstances that prompt such a request.  An approved leave of absence will not be 

extended beyond the date of the initial written request without further written approval. 
 

MATERNITY LEAVE 
 
Under normal circumstances, maternity leave will be granted to permanent employees as 

observed per the labour law.  Pregnant employees are allowed to work as long as their 
health permits, with approval of their physician.  Your employer requires an attending 

physician’s statement indicating the anticipated delivery date so that proper departure and 
return to work dates may be arranged. 
 

If a job is not available when the employee desires to return to work, leave will be 
extended until a position opens.  Every effort will be made to place the employees in their 

former positions or equivalent positions, depending upon the availability of such 
positions. 
 

DISCIPLINARY ACTIONS 
 

Disciplinary actions require either assessment of employee’s role in the practice or 
immediate dismissal (which is appropriate where there is a definite irreparable 
breakdown in communication between manager/doctor and team). 

 
Standard disciplinary actions are as follows: 

1. First Infraction – verbal warning to clean up any errors 
2. Second Infraction – written warning 
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3. Third Infraction - dismissal 

TERMINATION OF EMPLOYMENT  

 
Two weeks notice is required for termination of employment. However, traditionally, 

employees give sufficient notice to facilitate hiring and training replacement personnel.  
 
Evaluation of your job is an ongoing basis, new employees monthly to three months and 

every three months, thereafter. Failure to abide by clinic policy or poor performance will 
result in termination of employment.  

 
We are attempting to build a professional, trusting relationship with the doctors and 
C.A.’s. Trust and open communication is essential. Because you deal with thousands of 

dollars daily, we expect complete honesty and trust. Failure to observe this, 
misappropriation of funds or supplies will result in immediate termination and possible 

criminal charges.  
 
After a second infraction, the team member will be terminated. Offences that will result 

in immediate termination include, but are not limited to the following:  
 

1. Theft  
2. Gross insubordination  
3. Acting against the best interests of the clinic  

4. Coming to work under the influence of drugs or alcohol  
5. Sexual misconduct  

 
Upon termination or resignation, all property must be returned immediately:  
 

1. Key to the office and swipe card  
2. Mailing list  

3. Patient records  
4. Personal Training Binder/Manual and any other clinic products, etc.  
5. Any unpaid balance due to the clinic by team members for products received will 

be subtracted from the last week’s pay.  
6. The cost to replace the lock on the office, in the event, keys to the clinic are not 

immediately returned is subtracted from the last week’s pay.  

PERSONAL USE OF OFFICE EQUIPMENT  

 

Personal use of office equipment is not permitted, unless first cleared with the doctor. 
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CONFIDENTIALITY OF PATIENT’S RECORDS  

 

The doctor has a professional relationship with the patient, which is strictly confidential. 
Never give any information about any patient or any aspect of that patient’s care to a 

casual inquirer or a telephone inquiry without first obtaining:  
• The name of the inquirer  
• The company they represent  

• The purpose of their call  
• Permission from the doctor/or office manager and patient (when necessary) 

to give the information  
• Patient’s confidence should be respected at all times and no part of their 

patient file will be released to anyone even the time of their appointment.  

RELEASE OF PATIENTS RECORDS  

 

All patients’ records, files, information and x-rays remain the property of this clinic. 
Never at any time is it permissible to take files home or to release portions of the file to 
anyone, including the patient until these three steps have been completed.  

 
1. The patient has signed a RELEASE FORM authorizing the release of their x-rays 

or information.  
2. The accountant balance is zero  
3. The doctor has given permission for the release of information or x-rays.  

SPOUSE AND CHILDREN  

 

Our mission is to help as many families as possible. A star C.A. will be able to book an 
entire family. Each new patient is given a Family Gift Certificate. This encourages 
patients to check their families at home and gives them the opportunity to schedule a 

complimentary spinal check up for their loved ones at no charge (x-rays included). 
Patients are also encouraged to bring in their spouse or friend to our ½ Hour to Health 

Workshop and Report of Findings. It is imperative that their spouse attends their R2-
Recommendation Report.  
 

SUGGESTIONS  

 
The more efficient the clinic is, the easier our work and the more profitable the endeavor. 
Suggestions for the improvement of operations and procedures may be submitted by the 
employees on their weekly communication sheet for evaluations and review. Suggestions 

should be detailed, organized and show money, time or material savings. If possible, the 
team member will be in charge of implementing their new procedure. All suggestions 

will be acknowledged at the weekly team meetings with an explanation of any action 
taken by the clinic.  
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POLICY CHANGES  

 

Changes in office policy will be presented via 2 avenues:  
 

1. In writing through your weekly communication sheets.  
2. In writing at an official team meeting.  

 

All policies are to be in writing and will not be considered policy until discussed, agreed 
and written. Policy information will be compiled in the office policy manual. The original 

is to be kept by the Doctor, available for team review. Each team member will get a copy 
of any updates to the manual for their use.  

OFFICE ATTIRE AND PERSONAL HYGIENE  

 
Your attire reflects the professionalism of this office. No jeans and no cut-offs. We ask 

that you dress professionally. We have provided a team vest and name tag for you. You 
are permitted to wear black or grey dress pants (no cargo pants please) or a black or grey 
skirt (long or knee length) and a neatly pressed white blouse/turtleneck or t-shirt. 

Presentable and comfortable black dress shoes or dress boots (no stilettos or hiking 
boots).  

 
Immaculate appearance is expected. Very light perfume is acceptable, but many of our 
patients have sensitivities so moderation is the key. Jewellery is acceptable as a pleasant 

touch. Make-up should be light and tasteful. Every possible step should be taken to 
prevent unpleasant body odors from being offensive to patients.  

 
The clinic discourages its employees from smoking as this is regarded as a poor health 
habit. Smoking is not permitted anywhere on the building premises or outside our front 

door.  

APPEARANCE  

 
The following information may appear to be redundant to some that believe that as long 
as you have “common sense”, you should know about these matters. However, it is 

surprising how often we do not take a hard enough look at how we present ourselves to 
the world, so to speak.  

 
Always remember that as a Chiropractic Assistant, you will be the first person that the 
patient sees upon arriving at your clinic. It is vital that you make a great impression in 

order to inspire confidence in that patient. Historically, older patients have a lack of 
respect and mistrust for the “younger generation”. If your dress is too wild, you may lose 

a number of patients.  
 
You are in a professional clinic; do you look and act professional? If you are sure, ask 

another team member or better still ask your Doctor. Read through the following list and 
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then take a good look at your personal appearance and habits. Good grooming is essential 
especially in a health-oriented clinic.  

 
Make sure that you do not offend patients or team members by having:  

 
Poorly groomed fingernails  Garlic breath  
Rotten teeth    Unkempt hair  

Dirty shoes     Offensive body odor  
Untidy dress/uniform    Offensive tattoos or body piercing. 

 
Make it a habit to do a once-over in the morning to look for:  
 

Missing buttons  
Hems that have slipped  

Slip showing  
Stained clothing  
 

The following mannerisms will detract from the professional image you wish to portray 
(They have also been known to drive some team members batty!)  

 
Finger drumming  Nail biting    Nose poking  
Leg twitching  Avoiding eye contact   Clanking jewellery  

CO-OPERATION  

 

Employees are expected to work together in a spirit of co-operation and conduct 
themselves in a professional manner at all times. Also, it is our policy that you leave your 
home problems at home when reporting to work. Remember that your function here is to 

help others.  
 

Each employee here has a job description and checklist of his/her specific duties 
however, he/she is expected to help others as needed, provided it does not interfere in the 
completion of his/her primary responsibilities.  

 
Cross training is provided to acquaint each team member with all facets of the clinic 

operations.  
 

 

YOU CAN’T INSTITUTIONALIZE ENERGY 
IT MUST COME FROM THE HEART AND BE SPREAD 

ONE PERSON AT A TIME 
DURING THE COURSE OF WORKING TOGETHER 
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PATIENT CONTACT  

 

Employees are expected to stay on a professional and ethical basis with patients. Flirting, 
dating, exchanging of phone numbers or gifts is unprofessional and disturbs 

doctor/patient/employee relationships. Our patients are here for an exchange of fees for 
health services. We talk health, chiropractic, referrals, family and about the patient. 
Never about ourselves, unless asked. There is a fine line between friendly and too 

familiar. Inappropriate behaviour will result in immediate dismissal.  

PROFESSIONAL IMAGE  

 
The reception room must maintain an atmosphere of friendliness, warmth and 
professionalism with co-workers and patients. Avoid familiarity with patients. Your 

relationship will at all times be professional, service oriented, warm and friendly, but not 
familiar. Your relationship with patients is one of advisory capacity, helping them to 

“regain health not only physically, but emotionally and socially”.  Your effectiveness in 
that role will be diminished if you allow yourself to become personally involved with that 
patient. 

 
OFFICE APPEARANCE AND ORGANIZATION  

 
First impressions are lasting impressions! We only have one chance to make a good 
impression. Your immediate environment usually reflects your personality and attitudes. 

It is important for the doctor and team to ensure that patients leave their office with an 
impression that would make all chiropractic proud!  

 
This means: 
  

The glass is clean.    Water is available  
Snow is shoveled    Sign and hours are posted  

The grass is neat & trim   Educational material/displays are stocked  
Parking areas are clean   Any plants are alive and healthy  
Professional concept posters   No fee signs or clocks in reception room  

There is a pleasant, mild scent  Reading material is current/health related  
Furniture is in good repair   Furniture is comfortable  

The temperature is controlled   Surfaces are dust free  
Pictures are straight    Proper illumination is provided in the evening  
Carpets are clean, not threadbare  Gentle non-offensive background music  

Toys are tidy in toy bin   Paint/wallpaper is bright, not peeling  
 

Any team member should inform the office manager or doctor of any untidy or safety 
hazards noticed in and around the office premises. The manager/doctor will address any 
concerns to the building maintenance supervisor.  
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WORK AREA  

 

It is important to keep work area clean and uncluttered at all times. A desk full of paper 
seems to support the phrase:  

 
ONE, WHO HAS A CLUTTERED DESK, MAY HAVE A CLUTTERED MIND! 

FOOD AND BEVERAGES  

 
Food is not permitted at the front desk. A beverage shall be permitted with discretion. 

Remember we are promoting health, a can of Coke sitting at the front desk in not a health 
choice! 

CHECKLISTS  

 
A checklist for your position will be provided for your specific and weekly duties  

All team members must have their checklists beside their workstation at all times.  
Each team member is expected to check off each procedure when completed every day.  
Checklists are to remain in your wall file when your shift is over, so the office manager 

and/or doctor can verify everything was completed for that day.  
 

Take time at the beginning of each day to plan, prioritize and write down your goals, both 
daily and weekly. Remember if they are not written down, they are only wishes.  

WEEKLY COMMUNICATION SHEETS  

 
Weekly communication sheets are designed to help you prioritize your week, celebrate 

your accomplishments and become solution oriented.  
 
Your Weekly Communication Sheet (WCS) must be handed into the office manager 

and/or doctor at end of each week. For every situation or challenge noted there should be 
at least 2 possible solutions noted.  

 
The office manager/doctor will review and make written comments on the weekly 
communication sheet and return it to each team member. Any concerns or barriers that 

affect all team members will be addressed at the team meetings.  
 

TO ANY ORGANIZATIONAL PROBLEM 
FIRST ASK, “WHAT IS THE BEST SOLUTION?” 

THEN ASK, “WHAT CAN BE DONE?” 

TELEPHONE USE AND SCREENING CALLS  

 

The clinic telephone is for business use only and lines must be open for business use only 
and lines must be kept open for incoming and out-going calls. Therefore if a personal call 
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is necessary, it MUST NOT interfere with the employee’s work and should be kept brief. 
Long-distance calls must be billed to the employee’s home phone.  

 
Of course, in an emergency a phone call may be made or received. An emergency is 

regarded as illness or severe injury to a member of one’s family, changed plans regarding 
an employee’s transportation home from work…  
 

Long chatty telephone conversations on unimportant matters may result in discipline.  
 

During patient times, all calls to the doctor should be screened and messages taken, 
unless the doctor indicates that a particular call be put through. Names, phone-numbers 
and the reason for the call must be taken. The doctor is never to be interrupted while 

he/she is with patients.  

HELPFUL TIME MANAGEMENT TIPS  

 
Always prep for “100”! (100 new patients)  
Prepare folders, new patient packages, invitation to good health, certificates…well in 

advance.  
• Have anything you use frequently within easy reach  

• File as you go. This saves putting aside and hour to “catch up”  
• Follow your checklist to ensure a smooth organized day  
• Prioritize your say and important duties.  

 
 

“IF WE ALL DID THE THINGS WE ARE CAPABLE OF DOING,  
WE WOULD LITERALLY ASTOUND OURSELVES!”  

 

THOMAS ALVA EDISON 
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Team Member Agreement 
 

 
Employee Name:       

Starting Date:       

 
Salary: $  per week, based on $   /hour for 38-42 hour week. 

(Weekly salary recommended) 
 

Date of 3 month probationary review:        
Date of 1st anniversary review:         
 

Raises:            

 

Office Hours:   Mon.       Tues.          Wed.               Thurs.    
 
Holidays:  All statutory holidays are paid for however if the doctor decides to remain 

open on what is normally a statutory holiday then an additional days pay will be added to 
the employee’s pay check. 

 
Vacation:   
• 1 week (5 working days) during the 1st year of employment not to be taken before the 

6th month of your employment. 
• Two weeks (10 working days) after 1 year of full time employment. 

• Three weeks during the 2nd year and thereafter. 
 
Other employees are expected to cover job responsibilities of vacationing or sick 

employees. 
Any variation of the above is subject to discussion and acceptance by the doctor. 

 
Illness: See the Office Policy Manual 
 

Seminar Attendance:  See the Office Policy Manual.  It is mandatory that C.A.’s attend 
a minimum of 2 weekend seminars per year. 

 
Job Responsibilities: 

Your main job function is:  Front Desk  Marketing Tech    Office Management 

Specific job responsibilities are in the Office Policy Manual. 
 

 
I hereby have read the office procedural manual and agree to abide by its policies. 
 

 
Employee Signature:       Date:    

 
Doctor Signature:       Date:_____________ 
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TELEPHONE 

PROCEDURES 
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TELEPHONE 
 

The telephone is the most important tool in your clinic.  It is the instrument by which the 
patient has the first contact with the clinic and possibly the first contact with 
Chiropractic. 

 
The C.A. is responsible for the first impression, which is a lasting impression.  Your 

telephone voice and attitude should convey professionalism by being courteous and 
respectful and sensitivity by being warm, caring and understanding. 
 

Rule of Thumb 
 

Treat people the way in which you would wish to be treated under similar circumstances. 
 
Speech Habits 

 

 Speed 

 Pitch 

 Volume 

 Enunciation 

 Expression 

 Inflection 

 

HANDLING THE TELEPHONE CALL 
 

 Answer promptly, on the first or second ring 

 Smile before speaking.  A smile can be heard! 

 State the clinic or doctor’s name and identify yourself 

 Determine the status of the caller 

 Be in control of the appointment management by offering a choice of appointment 
times. 

 Take all the necessary information required. 

 Answer promptly, on the first or second ring 

 Smile before speaking.  A smile can be heard! 

 State the clinic or doctor’s name and identify yourself 

 Determine the status of the caller 

 Be in control of the appointment management by offering a choice of appointment 
times. 

 Take all the necessary information required. 
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ANSWERING THE TELEPHONE 
 

Never put a person on hold without first finding out what they would like.  It may be an 
emergency or a matter which can be handled very quickly.  Be polite and courteous and 
please do make it sound as if you are very busy and just cannot wait for them to say 

goodbye.  Give them the time they deserve. 
 

If you are really too busy and they sound like they want to talk for a long time then take 
their number and tell them you will call them back as soon as you have a minute. 
 

If the call is for the Doctor or team member, first determine if it is a personal call or if 
they are a patient.  Find out who is calling and then check with the doctor if he/she would 

like to talk to the person now or have a message taken.  If it is a patient try and see if you 
can help them first without interrupting the doctor or office manager.  Sometimes all 
patients want is to schedule an appointment or ask for a statement. 

 
If you are talking on the line and wish to ask someone else a question, please put the 

caller on hold rather than talking to two people at once as the caller will only become 
confused and not know whether you are talking to them or someone else. 
 

Please make sure you write down all messages and put the message on the appropriate 
person’s desk.  All messages taken should have the following information: 

 

 Date of message 

 Proper spelling of first and last name 

 All phone numbers for contact – home/work/pager/cell 

 Reason – what the call is regarding 

 Best time to return call 

 Initial of who took the call 
 

In order to trace calls, many offices use professional message pads with or without 
carbon. 
 

SCREENING CALLS 
 

Never say the doctor is busy.  This infers that he/she is too busy for you and may be 
misinterpreted.  Simply say that the doctor is with a patient, adjusting or in reports (even 
if the Doctor is not).  Ask if you may help the caller or take a message and note the nature 

of the call.  Many doctors will not return calls unless the nature of the call is known 
and/or they recognize the caller’s name.  If this is the case, advise the caller accordingly 

if they seem hesitant to state their business.  This also allows you or the Doctor to pull 
any necessary items relating to this call in advance (travel card/statement/invoice). 
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If known beforehand, advise the caller as to the time of day the Doctor tends to return 
calls and confirm that they will be available to receive the doctor’s call at that time.  This 

procedure saves time for all involved and prevents telephone tag. 
NOTE:  Never give out information over the phone to suspected solicitors or 

strangers.  On occasion, you may receive a call requesting a list of office equipment, 

make and model or your photocopier/fax machine to an unknown supplier who has 

a super special on toner.  Buyer Beware!  This could lead to potential vandalism, 

office burglary and large shipments of so-called “bulk specials” that you have not 

authorized. 

 

AT THE DOCTOR’S REQUEST 
 

If after informing the caller that the doctor is with a patient and while taking a message 
you recognize the caller’s name to be someone that the doctor wishes to speak with 

immediately, inform them that the doctor mentioned he/she will take the call.  Ask them 
to hold briefly while you signal the doctor (if you ask for the caller’s name first and then 
state that the doctor is with a patient, this may be misinterpreted and offensive). 

 
Under these circumstances, write the caller’s name down on a piece of paper and present 

this to the doctor at the adjusting rooms.  This will ensure confidentiality.  Verbal 
messages are often overheard. 
 

SUGGESTIONS 
 

 A business telephone requires a minimum of two lines featuring a roll over to the 
second line. 

 You require at least one outgoing and one incoming line at all times. 

 Your business phone must be manned 24 hours a day either by answering 

machine or answering service/voice mail. 

 Record several different taped messages or scripts for different purposes (lunch, 

weekend, emergency, presently with a patient). 

 Use a telephone log for daily messages. 

 Know where everyone retrieves his or her messages (view box/wall file…) 

 Have a phone in the dark room.  While developing x-rays you may need to answer 

promptly.  Simple remove the light bulbs on a business phone with more than one 
line to ensure x-ray safety. 

 Invest in an “On Hold” system for your telephone to educate patients on health, 

upcoming workshops, office hours and special events. 

 Never interrupt the doctor in prime time (adjustment hours) unless otherwise 

instructed. 

 Never interrupt or signal the doctor while he/she is in the middle of adjusting a 

patient.  Wait till the adjustment is complete. 



CHIROPRACTIC MASTERS 

 32 

 
GREETINGS & MESSAGES 

 

Daily Greeting 

 
Thank you for calling ____________ Chiropractic Clinic.  This is _______________, I 
can help you! 

Good morning! ________________ Chiropractic Clinic.  _______________ speaking, 
may I help you? 

 
Specialty Greetings 

 

It’s a great day at ___________________ Chiropractic Clinic.  This is _____________, I 
can help you! 

 
Season’s Greetings __________________ Chiropractic Clinic.  ____________ speaking, 
I can help you! 

 

 Happy Halloween! 

 Happy Valentines Day! 

 Happy Easter! 

 Welcome to our Patient Appreciation Day! 
 

Anytime you can be “extra-ordinary” and add a special greeting throughout the year 
you’ll be amazed at the impact and first impression it makes to the caller. Wow! 

 
Lunch Message 

 

Thank you for calling the _____________ Chiropractic Clinic.  Our office is now closed 
for lunch today from 12:00 – 1:00 P.M.  Please leave your name and phone number at the 

sound of the tone and we will return your call as soon as possible.  Thank you and have a 
wonderful/great day! 
 

Closure Message 
 

Thank you for calling the ______________ Chiropractic Clinic.  Our office is now closed 
for the evening and will re-open _______________ at ________A.M./P.M.  Please leave 
your name and phone number at the sound of the tone and we will promptly return your 

call first thing in the morning.  In case of a chiropractic emergency, please call Dr. 
____________ at #.  Thank you and have a great evening! 

 
Doctors Away/Weekend Message 

 

Thank you for calling the ______________ Chiropractic Clinic.  Our office is now closed 
for the weekend and will re-open ______________ at _____A.M./P.M.  Please leave 
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your name and telephone number at the sound of the tone and we will return your call 
______ morning.  In case of a chiropractic emergency, please call Dr. ___________ at #. 

 
Dr. ____________ will be covering Chiropractic/weekend emergencies for Drs. ______ 

& ____________.  Thank you and have a great weekend or thank you and have a happy 
holiday weekend! 
 

 
Always make sure any message left consists of: 

 

 Clear, concise instruction 

 Speak slowly 

 Repeat emergency numbers if necessary 

 Let patients know when the office will be open or resume regular office hours 

 Finish with a strong enthusiasm close – Have a healthy holiday weekend! 

 

Always, always, always smile when you pick up the phone! 
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THE BARE 

ESSENTIALS 
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GET UP, GATHER & GOAL! 
 

GET UP! 

 
Everyone get up and get to the front desk!  Doctors, front desk, tech, PR team! 

 
GATHER/HUDDLE 

 
When a team huddles or gathers together, they become one!  To achieve ultimate success 
in a practice, a team must share the same vision, the same mission and play at the same 

intensity.   
 

A team huddle can be held anytime or anywhere & should be fun & light in spirit.  It can 
be a cheer, inspirational message, poem, mission statement, quote of the week or success 
story that you share with each other. 

 

2 4 6 8 

Chiropractic is really great! 
Go Team! 

 
Always high five each other after you huddle! 
 

When do you gather/huddle? 

 
Always huddle before and after each shift, at the beginning of the week, whenever the 

team needs to be pumped up.  Anytime you need to reinforce, PTC, focus, mission, and 
vision…It is perfectly okay to huddle at the front desk in front of patients – this 

reinforces your mission and how close your team really is! 
 
How long should a “Team Gather/Huddle” take? 

 
1-3 Minutes 

 
Why Gather/Huddle & Goal? 

 

• Teams that gather & huddle together experience more success 
• Sets the tone & atmosphere for the day 

• Achieve their goals faster 
• Have better focus/stay on track/PTC 
• Become solution oriented 

• Have more fun – gets everyone fired up! 
• Helps team become time efficient 
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SETTING GOALS 

 
Always set mini-goals before each shift, morning and afternoon.  Goal setting should take 

between 5 – 10 minutes only!  Remember this is not a team meeting; it is a quick review 
of the patients and opportunities that lay ahead! 
 

Before each shift, the team gathers around the front desk, reviewing the day sheet of 
patients who are scheduled for adjustments and clinicals for the day.  The doctor expects 

his team to take the initiative and lead the team through goal setting.  Most often the C.A. 
who has the most contact with patients will lead the goal session (this usually being the 
front desk or the C.A. who collects and inputs into the computer).  C.A.’s may want to 

alternate leading the goal session to become more familiar with each patient. 
 

What Do You Set Goals On? 

 
Goals are designed to: 

• Help you determine the needs of each patient 
• Prepares the team in advance, how they can best serve each patient 

• Helps the team focus on their vision and goals 
• Helps foresee any obstacles that may prevent growth and flow 

 

Review the day sheet – patient by patient 
 

Beside each patients name write down one of the following topics or action steps that 
would be appropriate to discuss and review with the patient. 
 

It works wonders if the Doctor talks about one subject (theme of week) and the team 
members concentrate on another – front desk (workshop handout), tech c.a. (scheduling 

families for Patient Appreciation Day). 
 
A team on purpose will successfully complete all their daily goals.  It is recommended to 

check off your goals as they are accomplished throughout the day. 
 

The following categories are just a few of the many topics we discuss with our patients. 
 
PROMO/SPECIAL EVENTS 

 
Tell them about a special workshop, special event, thank them for a referral, time to gift 

them, give them a coupon 
 

QT – QUIZ & TEACH (EDUCATIONAL) 

 
Talk philosophy, success stories, testimonials, and research, who do you know?  Question 

of the day, tic! 
 



CHIROPRACTIC MASTERS 

 37 

 

TECH CHECK! – CLINICAL 

 
Patient may need a progressive examination, re-exam, x-ray, consult, exercises, last 

appointment end of the day, schedule a workshop 
 

RULES & REGULATIONS – POLICY REVIEW 

 

Reinforce our procedures, late and missed policy, x-rays up in room, late payment, NSF 

cheques, collect $, need to discuss finances. 
 
SHARE & CELEBRATE 

 
Compliment them, congratulations, ring the chimes, celebrate, Happy Birthday, take their 

picture, patient of week, praise and give thanks! 
 

MLS 

 
Follow-up on your master lead sheet with patients (Phone numbers, complaints, package 

given…).  A master lead sheet is an internal log sheet designed to track leads (new 
patients) from your existing patients. 
 

END OF DAY GATHER/HUDDLE 

 

After each shift (morning & afternoon) and the last patient has left, it is imperative that 
the team gathers & huddles to review the completed schedule.  Please note this should not 
be a team meeting but simply a quick discussion of the day. 

 
• How was the adjustment flow?  Reschedules & no shows? 

• How many patients did we love and serve today? 

• Were we all on purpose?  Did we successfully hit our goals today? 

• What was great about today?  What do we need to improve upon? 

• Is there anyone the Doctor should call & touch base with? 

• Look at the next shift…is everything prepped? 

• Thank and high five each other! 

 
THE APPOINTMENT BOOK 

 
The appointment book is the “heart of the clinic”.  Your day is surrounded around it.  

With an efficient schedule our practice will thrive, our team and patients get pumped up 
and miracles happen.  A poorly scheduled appointment book can literally destroy a 
practice, slow down the doctor and lose patients. 

 
Two schedules; one computerized and one manual schedule works best. 
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Adjustment Schedule 

 

To save time and money it is recommended to multi-book adjustment appointments in the 

computer, as long as your computer scheduler allows you to view a whole day and a 
week at a glance easily. 
 

The majority of high volume offices are utilizing computer technology to their advantage. 
 

Still many offices choose to remain with a manual appointment book and pencil in each 
adjustment.  Please note and compare the difference between manual and computerized 
adjustment schedules. 

 
 

 
 
 

 
 

 
 
 

 
 

THE CLINICAL SCHEDULE 
 
On the contrary a manual “clinical book” is absolutely essential.  A C.A. must know 

when the next available new patient opening is.  Because many offices have only 1 
computer and are not networking: a clinical schedule is necessary to allow for easy access 

and availability for all team members to schedule exams and reports. 
 
The following appointment legend was designed to visually make your schedules easier 

to read by using highlighted colours and shorthand codes to reduce time.  Many offices 
choose to continue to use these highlighted codes even on their travel cards for quick 

review (when the last progress evaluation was). 
 
SCHEDULE & TRAVEL CARD COLOUR CODES 

 
Smith, John   Patient has arrived  

Smith, John   Patient has been adjusted & completed in computer (green) 
Smith, John 5    Patient rescheduled for the 5th (purple)  
Smith, John 5   Patient missed and rescheduled for the 5th (orange) 

Smith, John 4:30 pm  Patient is coming in later the same day at 4:30 pm 
Smith, John 8:30 pm  Patient is coming in earlier the same day at 8:30 am 

Smith, John  *  Reminder call needed 
Smith, John √  Reminder call done and appointment confirmed 

Manual Adjustment Schedule  

 
Takes a long time to write in names 
Must erase each appointment if changes 

Difficult to find appointments 
Poor printing – hard to read 

Can limit volume – 1 book 

Takes longer – costs more 

Computerized Adjustment Schedule 

 
Multi-booking is quick and easy 
Delete appointments at your fingertips 

Call up an appointment quickly – efficiency 
Easy to read – neat type 

High volume – networkable 

Saves money & reduces scheduling 
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TRAVEL CARD SHORT FORMS 

 
The following are a few of the most common short-forms used on our travel cards and 

schedules. 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
CLINICAL COLOUR CODES 

 
Note the colours chosen for our clinical procedures are designed to remind you of the 
procedure. 

 
Yellow – is for a new patient (sunny, happy colour) 

Pink – is for progress evaluation 
Blue – is for blue print of the spine (x-rays) 
 

Solid colours are for exams.  Circled colours are for reports 
 

NEW PATIENT – NP 
PRELIMINARY REPORT – PR 
FULL REPORT – FR 

WELCOME – W 
PROGRESS EVALUATION – PE 

COMPARATIVE EXAMINATION – CE 
COMPARATIVE REPORT – CR 
 

BLOCK BOOKING 
 

Block booking is a technique used to schedule long visit appointments (new patients, 
examinations, and reports) during pre-selected times only (clinical times).  Adjustments 

NS   no show 
HB   Happy Birthday 
LMCO   left message to call our office back 
LM/W   left message at work 
K  kids 
LM/P  left message on pager 
PWC  patient will call 
V  visa 
PDC  post dated cheque 
SK  sick 
C  cheque 
TRAN  Transferred 
D/C  discontinued 
INTER  interact 
RC  recall 
HA  headache 

CONS  consult 

RS  reschedule 
LM  left message 
EOD  end of day 
LM/H  left message at home 
LM/C  left message on cell 
DNRC  do not recall 
MUM  make up miss 
$  collect today 
MC  mastercard 
ST  statement needed 
OOT  out of town 
M  money 
F  file 
ARC  archive 
DEBIT  debit card 

LBP  low back pain 
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are scheduled during rush hour (prime time) when you know that patients want to get in 
and out quickly.  These times tend to be first thing in the morning and after work and 

sometimes lunch hour. 
 

Clinical times are reserved for long visits only.  This enables the Doctor to spend the 
proper amount of time with patients during reports without feeling pressured by having a 
reception room full of patients.  Adjustment patients will appreciate if they don’t have to 

wait 1-2 hours for a two-minute adjustment. 
 

An efficiently block booked schedule allows new patients in prime time (adjustment 
hours). 
 

Block booking also allows the C.A. to complete necessary paperwork when traffic flow is 
minimal.  Both the C.A. and Doctor will find that block booking eliminates the need to 

take work home with them in the evenings and on weekend. 
 
Block booking is used to facilitate: 

 

 High volume 

 Short patient waiting time 

 Smooth patient flow 

 Low stress 

 Efficiency 

 
It is imperative that you become familiar with adjustment hours and clinical times.  It will 

minimize time spent on the phone with patients and allow you to schedule patients faster 
and more efficiently. 

 
Remember this is a Doctor driven practice, not a patient driven practice.  Our manual and 
policy is to be enforced and followed.  The schedule must always work around the 

doctor. 
 
CLUSTER BOOKING 

 
Clustering means to fill up the first 10/15-minute time slot before offering the next 10/15-

minute time slot to a patient.  Cluster first thing in the morning and at the end of the day.  
Start strong!  Finish strong! 
 

There are several advantages to clustering patients.  The most important one is that if the 
Doctor flow smoothly from room to room, a healing energy flow develops.  It is very 

tiring for the Doctor if he/she has to start and stop, waiting for the next patient to arrive 
and being unable to utilize fragmented free time.  It is not possible to accomplish much if 
one only has 5 to 10 minutes scattered here and there throughout the day. 

 
People like to be with other people therefore if you cluster patients together they will be 

happier.  They will start to talk with one another quite naturally, sharing testimonials.  
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They will also think more highly of the doctor.  “The Doctor must be good, everyone 
comes here”.  The energy level will be up beat for both the doctors and the patients. 

 
Secrets to Successful Scheduling 

 

 Knowing your adjustment hours (prime time) and clinical times cold! 

 Know where the holes are and fill them (highlight the time slot available in 
yellow) 

 Always recommend a consistent time and/or day to enable patients to remember 

easier 

 Always start the week off heavy (Mondays should be your busiest day) 

 Schedule all your maintenance patients (1x/week) on Mondays 

 Go the extra mile and make those reminder calls (it can make the difference 
between 5-10% no shows!) 

 Visualize a packed day! 
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PATIENT 

MANAGEMENT 
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UNDERSTANDING MISSED APPOINTMENTS 

 
There are no such things as cancellations, only rescheduling.  Cancellations do not exist! 

 
Never erase any entry or patient names in the appointment book/schedule once the day 
begins in order to track missed and rescheduled appointments properly. 

 
Before looking at how to handle missed appointments and what to say during the call, it 

is necessary to understand why it is important for a patient to follow a schedule of 
recommended care.  Each time a patient receives an adjustment, it builds upon the one 
before.  Remember that it takes time to retrain the muscles and ligaments, which are 

attached to the vertebrae holding the position.  The position of a vertebrae needs to be 
repeatedly corrected until the body’s ability to hold the adjustment increased, the 

frequency of chiropractic care may be gradually reduced (3x/week, 2x/week…). 
 
When a patient misses an appointment, they do not simply miss the opportunity to 

progress and remain stationary on the road back to health; they actually take a step 
backward.  Healing takes time and repetition in order to develop new habits that are 

beneficial to an individual’s health. 
 
Confrontation is the key to missed appointments.  We would rather not accept cases 

whereby patients schedule periodically.  The exercise analogy of 3x/week to gain 
maximum relief benefit or wearing braces for corrective care at 2x to 1x/week holds true 

to our clinic. 
 
Rescheduling missed appointments or “no shows” refers to calling patients who have 

not shown up for their scheduled appointment and did not call to state why they did not 
show up nor call to reschedule. 

 
Rescheduling is not a task to be taken lightly and cannot be dismissed or treated as an 
optional responsibility, but as an integral aspect of the patients well being.  The attitude 

of the C.A. must reflect the importance of the patient staying on the care program.  The 
C.A. must be committed to the patient’s subluxation correction to put passion into each 

“missed recall”.  In fact, the front desk C.A. who is responsible for calling and 
rescheduling missed appointments is directly responsible for 25% of the patient volume 
of the clinic. 

 
MISSED APPOINTMENT PROCEDURES 

 
An orange highlighter is the colour we have chosen to track missed appointments. 
 

If a patient does not arrive for their scheduled appointment within 15 minutes – and no 
call is received then highlight their name in orange on the day sheet and highlight the date 

on the travel card/chart in orange. 
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The only exception to consider is very bad weather (rain/snow storm) which often can 
make travel time delayed.  If there are traffic backups, construction slow down…the 

patient flow (if the last 5 patients all arrived late) will guide you.  Don’t assume all 120 
patients scheduled for the day are all stuck in traffic though! 

 
Highlighting is a visual technique used on the day sheet so our missed appointments and 
reschedules “jump out” at us – reminding the C.A. to call the patient/record reschedules 

and makes it easier to balance our statistics at the end of the day. 
 

Highlighting no shows and reschedules on the travel card allows us to track the patient’s 
appointment patterns and identify possible scheduling problems “warning signs”. 
 

The C.A. should telephone the patient within 15 minutes of being late and reschedule 
them for that same day.  With 7:00am appointments it is appropriate to call at 7:15 am – 

the patient has reserved this preferred appointment time, so don’t be concerned about 
waking other family member up.  Of course, apologize if you do wake up a family 
member when calling.  

 
CLERICAL RECALL VS. CHIROPRACTIC RECALL 

 
When calling patients there are two completely different types of calls. 
See if you can pick out with technique would be more effective? 

 
Clerical Recall 

 
Hi, I am calling from the Chiropractors.  You missed your appointment.  Can I book 
another? 

Do you want to come in?  When do you want to come in? 
 

Chiropractic Recall 
 
Jan, this is ________ from ________ Chiropractic Clinic.  We missed you this morning 

at 9:00 am. 
 

I hope nothing serious has happened? (wait for response) 
 
I understand, however it is vitally important that you get checked for subluxations 3 times 

this week, as each adjustment builds upon the next.  I could still see you this morning if 
you can come over at 9:45 am. 

 
I understand, however in order to - receive the most benefit from your adjustments 
             - correct subluxations 

             - stabilize your spine 
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It is essential/crucial/vitally important that you follow your corrective care program that 
the Doctor recommended.  I have 3:00 or 5:00 pm this afternoon…which do you 

prefer…will that work for you? 
 

Can you spot the difference? 

 
Anytime you have the opportunity to re-educate a patient – do it! 

 

Talk about their frequency of adjustments.  It is absolutely necessary to keep that 

frequency if they want to improve their health.  Always slip and check with the 
patient…ask them when their next appointment is…do they know?...they should 

otherwise we need to reinforce and reconfirm their schedule with them. 
 
There are only a few different responses. 

 

 The patient will reschedule & will make up any missed appointments no problem! 

(gets the big picture!) 

 The patient is not available; we must leave a message. 

 The patient wants to reschedule, but does not know when they can! (help me get 
to the office) 

 The patient does not want to reschedule – they will call us!  (WARNING) 
 
LEAVING MESSAGES 

 
Always leave a message on an answering machine – one message only!  When leaving 

messages always schedule the patient in for another tentative appointment.  It’s better to 
leave a simple, brief message with the rescheduled time and call back/confirmation 
instructions. 

 
Jane, this is ____________ from the _______________ Chiropractic Clinic.  We 

missed you this morning at 8:30 am.  I am going to reschedule this appointment for 

you on Wednesday, September 4th at 8:30am.  If you cannot make it on Wednesday 

at 8:30 am, please call me before noon today, otherwise we will see you tomorrow.  

Thank You. 

 

It is imperative to have the patient’s travel card right in front of you when calling each 
patient – so you are familiar with their history, schedule and preferred times and days. 
 

Schedule a tentative appointment for patients on their answering machine, but chose a 
day & time you know that will be convenient for them.  Look at their travel card – their 

preferred days and times should be circled or recorded.  To find out a patient’s preferred 
time for their appointments – look to the computer, if not recorded on the travel card.  
Obviously if the patient is scheduled in for 3x/week and the office is only open Monday – 

Thursday, you must reschedule them later that same day to maintain their schedule. 
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If a maintenance patient (1x/week) usually reserves Monday at 8:30 – then reschedule 
them for your next available morning appointment of that week – Wednesday at 8:30 am. 

 
Please note we have only asked the patient to call us back if they cannot make it for the 

time we have chosen for them, otherwise we expect them.  This will considerably 
decrease (telephone tag) the number of phone calls back and forth between the patient 
and the office. 

 
RESCHEDULED APPOINTMENT PROCEDURES 

 
A purple highlighter is the colour we use to track reschedules. 
 

If a patient calls to reschedule their appointment, highlight their name in purple on the 
day sheet and on the date of their travel card. 

 
When a patient calls in and states “I need to change my appointment, I cannot make it 
in”, ALWAYS respond with “I hope it’s nothing serious, is everything okay?” 

 
This response sets the tone and implies that “nobody” reschedules or misses an 

appointment unless it is something very serious.  This response is also a polite way to 
find out why they cannot make it in! 
 

Make sure you have the travel card in front of you when you are speaking with a patient.  
You can always ask the patient.  “Could you please hold for two seconds, while I 

retrieve your chart…Thank You.” 

 

Often time the patient assumes that you are fully booked would prefer to just “leave it for 

another day”.  It is our responsibility to offer and help the patient arrange another 
convenient time.  Never assume a patient cannot make it in later that same day without at 

least offering alternative options first. 
 
HANDLING A RESCHEDULED APPOINTMENT 

 
I can’t come in today 

Ooh, Jane I hope it’s nothing serious, is everything okay? 

Sort of…I am just really sick…I have the flu! 
Jane, did you know that the very best time to receive an adjustment is when you are 

sick? An adjustment will help boost your immune system and speed recovery. 

I know….but I cannot even get out of bed!  Not today…maybe tomorrow. 

I understand I will make a note of that and pass that along to the doctor.  Let’s keep 

your scheduled appointment for tomorrow morning at 8:30 am so we can boost your 

immune system. 

 

Record on the travel card that the patient is sick and let the Doctor know in downtime or 

clinical time.  The Doctor will often call the patient (caring, extra-ordinary service) and 
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explain and reinforce the importance of an adjustment vs. sickness.  Often the patient will 
drag himself or herself out of bed and come in after all. 

Having the Doctor speak directly to a sick patient is very effective and powerful!) 
 

MANAGING EARLY AND LATE PATIENTS 
 
Patients who receive the greatest results 

 Always arrive on time 

 Rarely reschedule or miss appointments 

 Follow their recommended care program and make up any necessary missed 
appointments when needed 

 
The following simple steps will identify and scheduling problems before they arise. 

 
EARLY PATIENTS 
 

When patients arrive make sure they print their name on the sign in sheet.  Always have 
eye contact and greet them upon arrival.  Highlight their name in green on the day sheet 

and check the time. 
Are they early or late? 
If they are early for their appointment record and E on the day sheet and beside the date 

on the travel card preferably in red. 
 

Jane, my early bird today…you’re in luck, we had an opening and the Doctor can 

see you earlier than your usual 8:30 am appointment time! 

 

Jane, traffic must be great, I realize you are early but to be fair I do have to see my 

8:00 am patients first.  I will try my best to get you in earlier than your regularly 

scheduled time, 8:30 am. 

 

Some C.A.’s think nothing is wrong with patients arriving early.  Once in awhile is 

acceptable.  But beware!  This is a warning sign!  The patient is now in control of their 
schedule, not the front desk.  When a patient starts coming earlier every appointment, 

they will start demanding to be seen earlier.   
Now they will feel they have “waited” forever for their appointment. 
 

LATE PATIENTS 
 

If a patient arrives late for their appointment record an L on the day sheet and besides the 
date on the travel card preferably in red. 
 

Jane, is traffic crazy out there today…(wait for response).  No!  I’m just running 
behind today! 

I understand, however there will be a little wait, once my 8:30 am patients are all 

seen then you will be able to receive your adjustment today, okay! 
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Next time, we would really appreciate a quick call to let us know you’re running 

behind. 

 

CHRONICALLY EARLY OR LATE 

 
Jane, I noticed that you have been arriving early for your last 3 appointments.  

Would you like me to move all of your appointments to 8:00 am so that you can get 

in and out without waiting. 
(remember always have a benefit for the patient) 

 
Jane, 8:30 seems to be a difficult time for you to make.  Would you prefer I move all 

of your appointments to a more convenient time for you…maybe 9:00 am?  This 

way you won’t feel rushed in the morning. 

 

Remember you are in control of the appointment book.  Offer a patient a more convenient 
time slot when necessary but don’t forget block book and cluster book. 
 

REMINDER CALLS  
 

It is recommended to flag those patients who need reminder calls on the travel 
card/computer and adjustment schedule.  A simple checkmark in red signals the CA to 
call.  Once the call has been made, check in black to confirm the appointment.  You can 

also use an * beside each patients name on the computer so your reminder calls stand out 
on the computer day sheet. 

 
Reminder calls are offered by our office to help patients who 

 consistently forget their appointments 

 are on a maintenance schedule every 2-4 weeks and may need a little reminder 

 help get patients back on track 

 
Once you see the patient’s appointment pattern improve, ask them if they still need 

to receive the reminder call.  Usually ask after the patient has made 4 confirmed 

appointments in a row. 

 

CONFIRMATION CALLS 
 

A confirmation call must be made to all patients scheduled on the clinical sheet.  Because 
we reserve lengthy time slots for patients, we must confirm all clinical appointments in 

advance.  Calling 24 hours in advance is recommended.  A simple checkmark = the 
clinical appointment is confirmed. 
 

FLEX SCHEDULE 
 

A “flex schedule” has been designed for patients who have an extremely demanding 
career or business (the busy executive, someone who travels out of town frequently) that 
makes it almost “impossible” for them to schedule regular appointments. 
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Every “flex” patient is mapped in the computer “tentatively” for specific days as per their 

recommended schedule.  It is the patient’s responsibility to maintain their schedule and 
call the office in advance if they are in the area.  Flex patients will not bump those 

patients who have reserved their appointments, but we will try our best to fit them in 
when possible.  If a patient is not following their recommended care or taking 

advantage of their flex schedule (dropping in, being demanding) then their “flex” 

privilege will be revoked. 

 

THANKING YOUR SUPERSTAR PATIENTS 
 
By thanking patients for arriving on time, calling the office or never missing an 

appointment you set the tone and standard for the clinic.  Thank your patients in front of a 
reception room full of others and you will get your rules and regulations (your office 

policies) across in a subtle but effective manner. 
 
Jane, you are such a great patient, you are always on time/so punctual…thank you 

for being such a wonderful patient! 

 

Jane, I really appreciate you calling to tell me that you were going to be late 

today…You helped us make that space available to another patient in need…thank 

you soo much! 

 

Jane, if all of my patients could be just like you…on time for every single 

appointment…you make my job so easy! 

 

INTERRUPTION OF CARE/ON VACATION 

 
Patients travel with work, take vacations and sometimes their schedule is interrupted.   

How we prepare and handle the interruption of care is crucial. 
 
Always find out as soon as possible. 

 

 Are they going to be out of town – they may be on vacation and sitting at home in 

the backyard! 

 Where, when , why and how long the patient is going to be away 

 Their expected date of return 

 Record on travel card all of the above (a red pen is preferable so it stands out) 

 
To receive the most benefit of care, it is absolutely essential that patients make up their 

missed appointments before and after their holidays.  This means that often the patient 
needs to come in daily before or after their vacations to maintain their adjustment 
schedule.  If a patient is gone for a long time – (1 month – all summer) then the doctor 

will need to look at their schedule and modify or extend it. 
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In the event that the patient has no idea when they plan to return, find out an estimated 
return date (end of August) and set the patient up for a recall date and time in the 

computer and record on chart.  This will remind you to recall the patient and get them 
back on track as soon as they are back home.  Now please remember, older patients 

(seniors) sometimes need a day or two to unwind due to jetlag…when recalling, welcome 
them back, ask them how their trip was and gently suggest a day that will work for them 
to get back on track. 

 
Jane, welcome back…we sure missed you and your smile!  How was England?  Did 

you see the queen?...I know you must really need an adjustment, so I thought I 

would call and reserve a convenient day for you.  Do you prefer your usual Tuesday 

at 8:30 am?  Great we will see you Tuesday! 

 

At certain times of the year, the majority of patients take holidays.  Summer, Christmas, 

long weekends…..the following “Closures & Holiday” handout was designed to help the 
front desk handle the volume of altered schedules around prime holiday season and help 
the patient make up and maintain their adjustment schedule. 

 
DISCONTINUING CARE 

 
If a patient calls and informs you that they are discontinuing care or have an upset–  
 

 Retrieve their travel card to read any previous concerns and to record the 
conversation 

 Check the computer for outstanding balances 

 Politely ask the reason why they are upset or discontinuing 

 Offer them a no charge consultation with the Doctor at the end of the day 

 If they refuse to come in – discuss patient at the end of the day with the Doctor – 

have them call. 
 

Finding out the reason why the patient is dissatisfied is imperative.  It may be time, 
money, and technique, in pain, getting results…never, ever guess…always let them tell 
you!  Most often you have to ask them what the problem is… 

 
Jane, is there any specific reason why you are thinking of discontinuing care?  In 

order to improve our services, we appreciate corrective criticism and/or patient 

feedback… 

How can we help you?  Have you discussed this with the Doctor?  What did he/she 

say? 

 

Unfortunately most patients have not discussed their concerns with the doctor.  
Recommend a dismissal consultation/examination at no charge to the patient.  Explain 
that you are unable to dismiss them from care, only their primary caregiver “the doctor” 

can dismiss them.  It is recommended to take a final scan and mini-evaluation before the 
Doctor releases a patient from Chiropractic care. 

 



CHIROPRACTIC MASTERS 

 51 

If the patient is still hesitant, their mind is made up and they want to discontinue… 
 

I understand I will pass this along to the Doctor, he/she may want to call you, what 

would be the best time to reach you? 

 

I understand I will have the office manager look at your account and refund/invoice 

you accordingly. 

 

Never argue with a patient and always thank them for their honesty. 

 
I really appreciate you bringing this to our attention.  Thank you for your honesty.  

I will make sure we do everything in our power to rectify the situation. 

 

My medical doctor wants to refer me to a physiotherapist! 

Oooh…and what Doctor wanted to refer you?  What was your MD’s name again? 

(Gently try to find out the name of their MD) 
 

My physiotherapist is manipulating me now and suggest I stop my Chiropractic 
“treatment”! 

Oooh…which physiotherapist is “manipulating” you?  
(Gently try to find out the name and phone number/clinic of their physiotherapist) 

That concerns me that they are “manipulating” you.  Only Doctors of Chiropractic 

are trained to locate, detect and correct vertebral subluxations! 

Did they go to Chiropractic College?  I sure hope they have a Chiropractic degree! 

 
I understand, Mrs. Jones, however I do recommend that you keep your 

appointment on Wednesday so you can discuss your best options with the Doctor. 

 

If they refuse to keep their scheduled appointments…. 

 
I understand Mrs. Jones, I will let the Doctor know what’s going on, he will 

definitely want to talk to you. 

 

Save the chart for the end of the day to discuss with the Doctor.  Make sure you have 

recorded everything the patient said including any phone numbers you can obtain.  
Always record the conversation on a sticky note attached to the travel card, especially if it 
is lengthy.  If the patient continues with care, they don’t need to be reminded again and 

again about the reason’s they wanted to discontinue every time they look at the chart. 
 

Sept. 5, 2005  Pt, called, concerns w/results…see attached! 

 

Vs. 

 

Sept. 5, 2005 Patient called us, she was very concerned about her progress, still 

having lots of low back pain and her MD and husband want her to discontinue and 

try physiotherapy…..Dr. call! 
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Rule of thumb:  

Never give the Doctor any potentially bad news throughout the day.   

Always save it for the end of they day! 

 

PATIENT CATEGORIES 
 

When managing patients and appointments, it is very important to recognize the 4 
different categories. 

 
 
  

   
 

 
 
 

It is recommended to flag and use these categories in the following places: 
 

On the travel cards/charts/files 

 Helpful as a silent communication tool amongst team members and the Doctor 

 
Input categories under a flag area or “notes” area in the computer 

 Quick reference for obtaining history, scheduling patterns, recall patients… 

 Helps with clinical “stats” – How many 

 Allows you to print specific lists of patients “Archives List” for purging! 

 
Our goal in the clinic is to maintain and increase our “active” patients and never let any 

patients “slip through the cracks”.  How does a patient suddenly become a limbo patient 
or inactive! 

 
The following is a list of the most common warning signs compiled from clinical 
experience and surveying patients who dropped out of care.  A CA must always be on 

alert and be committed to recognizing these warning signs as red flags! 
 

WARNING SIGNS/RED FLAGS 

 

 Missed appointments 

 Rescheduling appointments 

 Arriving late, arriving early 

 Making excuses and reason’s for missing – too busy, schedule crazy! 

 Has never paid for a missed appointment charge 

 “Feeling better” “Feeling worse” 

 Out of town – “not sure when I’ll be back” 

 Running an account balance 

 Don’t call me – I’ll call you! 

ACTIVE 
Active care 

Scheduled 
Confirmed appts. 

Filed front desk 

LIMBO 
Inconsistent care 

Erratic schedule 
Tentative appts. 

Filed front desk 

RECALL 
Inactive care 

Contacted 3/6/9/12 
months 
Recall appts. 

Filed front desk 

ARCHIVES 
Discontinued 

No contact 
Purged yearly 

Filed in storage 
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 Not following office policy 

 Waiting too long – leaving upset 

 Poor communication between Doctor and/or team members 

 Team and/or Doctor not returning calls 

 Accounting mistakes – overcharged/ errors on statements 

 Adjustment hours inconvenient 

 Too expensive – financial hardship 

 

Although a C.A. will recognize these “warning signs” it is the Superstar C.A. who will 

learn and implement the necessary action steps and policies to make sure our patients 
don’t’ “slip through the cracks”!  Study and review your scripts and our office policies 
and know what action steps work best in each situation.  Make notes and discuss any 

objections or barriers you come across that you need assistance with.  Our team is 
committed to provide guidance and coaching on a weekly basis to help you become 

solution oriented. 
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DEAR PATIENTS: 
 

IN THE MONTH OF MARCH, 78 PATIENTS  
MISSED THEIR SCHEDULED APPOINTMENTS! 

 
WE KINDLY ASK THAT ALL OUR PATIENTS, 
PLEASE RESPECT OUR ADJUSTMENT HOURS AND OUR 

LAST ADJUSTMENT TIMES OF THE DAY 
 

IN THE MORNING, PATIENTS MUST BE HERE NO LATER THEN…….9:45 AM 
IN THE AFTERNOON, PATIENTS MUST BE HERE NO LATER THEN…..6:00 PM 
(ON MONDAYS) 

AND ON WEDNESDAYS AND THURSDAY NIGHTS NO LATER THEN 6:15 PM 
 

IN ORDER TO SERVE YOU MORE EFFICIENTLY,  
WE WOULD APPRECIATE A QUICK CALL IN ADVANCE 
IF YOU NEED TO SCHEDULE AN EXTRA ADJUSTMENT, 

SO WE CAN PULL AND PREPARE YOUR CHART FOR YOUR ARRIVAL. 
 

IF YOU CANNOT MAKE YOUR SCHEDULED APPOINTMENT, 
PLEASE CALL US (MINIMUM 3 HOURS NOTICE) 
SO WE CAN MAKE THAT SPACE AVAILABLE TO  

ANOTHER PATIENT IN NEED! 
 

IF NO CALL IS RECEIVED YOU WILL BE REQUESTED TO DONATE $5.00 
TO THE CHILDREN’S WISH FOUNDATION OF CANADA. 
 

IN ORDER TO RECEIVE THE BEST CORRECTION, IT IS ESSENTIAL THAT YOU 
MAKE UP YOUR MISSED APPOINTMENT WITHIN 24 HOURS! 

 
AS YOUR HEALTH TEAM, WE PROMISE TO ALWAYS PROVIDE YOU AND 
YOUR FAMILY WITH EXTRA-ORDINARY SERVICE AND ARE COMMITTED  

TO MAKING SURE EACH AND EVERY VISIT IN OUR OFFICE IS 
A PLEASANT ONE. 

 
IN THE EVENT THAT OUR SCHEDULE IS RUNNING BEHIND 
DUE TO AN EMERGENCY, 

OUR FRONT DESK WILL ALWAYS INFORM YOU UPON ARRIVAL! 
 

THANK YOU FOR YOUR CO-OPERATION! 
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Attention Please! 

 

We need your help to maintain  

your best Health. 

 
Last week 85 people missed their  

scheduled adjustment! 

 

Beginning immediately,  

every missed adjustment will result  
in a $5 charge 

 

All charges will be donated to 

The Children’s Wish Foundation 
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Dear _______________________ 

 
We would like to take this opportunity to thank-you for choosing 

____________________Clinic for your Chiropractic Care.  While you are a 
patient, it will be our policy to ensure that you receive the best of care as we 

strive to help you with you health goals.  This is going to take a 
comprehensive effort on both our parts, but the possibility for moving 

beyond temporary relief to full health expression is one of the most 
important and exciting endeavors of life; after all, life and health are, in 

essence, the same thing. 
 

The Chiropractic profession is undergoing a booming revolution in advanced 
techniques, hi-tech diagnostic equipment and breakthrough research.  As 
your Doctors of Chiropractic, we sincerely believe and are committed to 

providing you with the latest state of the art techniques (biophysics and 
cervical traction).  By specializing in these advanced techniques, we will be 

providing quicker, faster and longer lasting results to optimize your spinal 
and nervous system health.  The end result – a better quality and quantity of 

life. 
 

If any situation arises that is not to your satisfaction, please advise us.  We 
really do appreciate all comments form our patients because that is how we 

can improve our services. 
 

As you experience the many benefits of Chiropractic care like many of our 
previous patients, we hoe you will inform your friend, co-worker and family.  
We want this to be a great experience for you as well as us, so please let us 

work together in openness and cooperation.  Together, we can make a 
permanent lasting difference. 

 
Thank you again for having confidence in us and for choosing Chiropractic. 

 
In Good Health, 

 
 

Dr. _____________ 
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Dear ___________________: 

 
It’s hard to believe that we are almost at the completion of your first cycle of 

corrective chiropractic care!  We are very excited for you.  First of all 
because so few people on the planet even know that this type of care exists 

and even fewer come to know the benefits of a healthy nervous system and 
second, because some people quit prematurely and don’t give the body a 
chance to heal naturally.  The subluxations and resulting damage occur over 

the course of a lifetime and require time to heal and correct.  We are 
certainly proud of you for completing the most difficult phase of care, the 

corrective phase. 
 

At this time we need to schedule with you your 12-month comparative 
examination and report.  This will enable us to inform you on the most 

recent and up to date status of your health and nervous system function, and 
the doctor will be able to give you the very best recommendations for your 

next cycle of wellness care.  Please book this examination at your next 
scheduled adjustment.  Please allow 30 minutes for you comparative 

examination and 45 minutes for your comparative report. 
 
We are looking forward to this assessment and follow-up report have already 

begun to review your case so that we can be thoroughly prepared for you. 
 

 
 

Yours in health; 
 

 
 

Dr. _____________ 
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Dear ___________________: 
 

It’s hard to believe that we are almost at the completion of your first cycle of 
wellness chiropractic care!  We are very excited for you.  First of all because 

so few people on the planet even know that this type of care exists and even 
fewer come to know the benefits of a healthy nervous system and second, 

because some people quit prematurely and don’t give the body a chance to 
heal naturally.  The subluxations and resulting damage occur over the course 

of a lifetime and require time to heal and correct.  We are certainly proud of 
you for completing your wellness phase. 
 

At this time we need to schedule with you your 12-month comparative 
examination and report.  This will enable us to inform you on the most 

recent and up to date status of your health and nervous system function, and 
the doctor will be able to give you the very best recommendations for your 

next cycle of wellness care.  Please book this examination at your next 
scheduled adjustment.  Please allow 30 minutes for you comparative 

examination and 45 minutes for your comparative report. 
 

We are looking forward to this assessment and follow-up report have already 
begun to review your case so that we can be thoroughly prepared for you. 

 
 
 

Yours in health; 
 

 
 

 
Dr. _____________ 
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NOV. RESIGNS 

DR. MIKE 

NOV. RESIGNS  

DR. LISE 
 

LISA GAUTHIER 1 

DODD FAMILY 2 

HEATHER CLOUTIER 2 

SHERIF AWAD 3 

GLEN MCLEAN 6 

THELMA HARVEY 7 

CLEO SWEEZEY 7 

RAMONA DUNAHEE 7 

GAIL MARTIN 8 

DAVE WALLACE 11 

DON HACHE 12 

HEDDA BOON 14 

JOE PRINCE 15 

JEFF HEMSTREET 15 

MARILYNN MATHESON 16 

BEV SAMPLE 16 

ANNA ROMANO 17 

THERESE STADEN 20 

TERRY CASH 21 

JOANNE JONES 23 

TRACEY WHITMORE 25 

JIM LAHEY 28 

DAN BEDARD 28 

ROLAND VENNE 28 

 

 

 

 

WENDY WOODFORD 1 

MARC BOULTON 2 

STACEY DRAPER 2 

SCHIK FAMILY 3 

DENNIS VANCE 3 

DEVON ROY 8 

ROSALYN TERRADE 10 

MARIE ANDRE DUBRI 13 

ROSE MEDAGLIA 16 

ALAN WESTLAND 22 
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Dear _______________________: 

 
 

Your last adjustment at our clinic was _______________________.  We 
have tried to contact you several times to no avail.  We are concerned about 

your health.  You do have physical conditions that are causing your health 
problems, and yes chiropractic care can help you. 
 

Please give us a call to let us know how you are doing and your intentions 
regarding continuing your chiropractic care.  If we do not hear from you 

within the next two weeks, we will close your file.  If you ever need 
chiropractic care in the future please give us a call.  We will be more then 

happy to help you maximize your health potential. 
 

 
Sincerely, 

 
 

 
 
Dr. _________________________ 
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Date 

 
 

Dear Valued Patient; 
 

We have not seen you in awhile!  We’ve missed you and are concerned 
about your health.  As you know, maintaining proper spinal health is as 

important as regular dental visits. 
 

In honesty we must apologize for past staffing problems, and are very 
excited about our excellent new team to serve your needs better. 

 
As our way of thanking you and introducing you back to the clinic and to 

chiropractic care, we are extending to you a $115.00 bonus toward your 
update exam with our Thanksgiving “Gift of Health” OR your first three 
adjustments.  Please call before _____________ to book your exam and 

return to care on one of our affordable wellness plans.  Jane, our office 
manager, will call you by the end of ___________ if we have not heard from 

you by that time.  We look forward to seeing you. 
 

Wishing You Lots of Health and Happiness 
 

 
 

 
Dr. ____________________________ 
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Date: ____________________ 

 
 

 
 

Dear _____________________: 
 

 
Your last adjustment at our clinic was ________________________.  You 

had indicated that you would like to return to care after a few months, and 
we would be happy to help you.  We are concerned about your health.  You 

do have physical conditions that are causing your health problems, and yes 
chiropractic care can help you. 

 
Please let us know how you are doing and your intentions regarding 
continuing your chiropractic care.  You will receive a follow up phone call 

from myself within one week of receiving this letter.  I will be very pleased 
to do what I can to help you schedule the appropriate style of appointment 

that may be necessary in order to best serve you. 
 

 
We would be honored to continue to be involved in maintaining your best 

health. 
 

 
Sincerely, 

 
 
 

 
 

(Your name here) 
Chiropractic Health Assistant 
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Date: ____________________ 

 
 

Dear ____________________: 
 

 
The other day I was thinking of you and I’ve noticed it had been awhile 

since I’ve seen you.  I was wondering how you were doing? 
 

 
Many of the health problems seen in adult cases are often the result of many 

years of overlooked spinal problems.  Even after the pain or other symptoms 
are gone, underlying muscle and soft tissue damage predispose many 

patients to a relapse.  Because of this, the majority of our patients decide to 
continue with some type of ongoing maintenance or wellness care – even 
though they feel better. 

 
 

If you are feeling great, congratulations!  It’s always nice to be reminded of 
how well Chiropractic works.  We would be very pleased if you should 

decide to return to regular care to help prevent further problems.  Our door is 
always open to you and your update exam will be done at no cost to 

yourself. 
 

 
Yours for better health, 

 
 
 

 
Dr. ________________________ 

and the ___________________Chiropractic Team 
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Dear Valued Patient, 
 

There are people we especially enjoy having as part of our chiropractic 
family.  These people have been in our thoughts recently. 

 
We determined that these are people who value their health.  We consider 

these people to be V.I.P.’s (Very Important Patients), and we wanted you to 
know that’s how we feel about you! 

 
We know that people you like, and share values with, would be the people 

we would like too.  With that in mind, we ask for your continued support 
and hope that whenever the opportunity arises for you to recommend a 
friend that you think we can help, you will do so. 

 
I’ve enclosed a gift certificate for a complimentary consultation, 

examination and x-ray report for you to pass on to a friend who may be in 
need of chiropractic care. 

 
Thanks for being a V.I.P. and brightening our day with your energy and 

enthusiasm. 
 

In Good Health, 
 

 
 
Dr. _______________________ 

and the  ____________________ Chiropractic Health Team. 
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Dear ______________________: 
 

 
It is imperative that the doctor review his/her recommendations for your care 

with you as soon as possible.  As you may know, the cost for this report is 
completely at the doctor’s expense.  You would only be responsible for the 

cost of an adjustment should you decide to begin care and receive an 
adjustment.  Our financial programs are designed to ensure that chiropractic 

care is affordable to everyone, and you need to allow us the opportunity to 
review everything with you. 

 
Please call our office as soon as possible, so we can reserve a convenient 

appointment time for you. 
 
We look forward to seeing you soon. 

 
Sincerely, 

 
 

 
 

Chiropractic Assistant 
 

 
 

 
 
 

 
 

 
 

 
 

 
 

 



CHIROPRACTIC MASTERS 

 67 

 
 

Date: ___________________ 
 

 
Dear ___________________: 

 
 

Your exam with us was _______________________________. 
 

We have had no response to repeated attempts to contact you, and we regret 
we must close your file as inactive at this time. 

 
We would like to thank you for allowing us to introduce you to chiropractic.  

Should you decide in the future to once again make your health a priority 
and want to know the results of your exam and x-rays or perhaps begin 
chiropractic care, we would be honored to be involved in maintaining your 

best health. 
 

 
Sincerely, 

 
 

 
 

Dr. ________________________ 
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Dear ________________________ 
 

 
We would like to thank you for allowing us to introduce you to the 

incredible world of chiropractic. 
 

 
We are writing to let you know that we would be very pleased if you should 

decide to begin to care at this time, or in the future.  Our team is always here 
for you, and you update exam will done at no cost to yourself. 

 
 

Please do not hesitate to contact the clinic at anytime.  We would be honored 
to be involved in maintaining your best health. 
 

 
Sincerely, 

 
 

 
 

Dr. ________________________ 
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Date: _____________________ 
 

 
Dear _____________________: 

 
 

We are sorry that you did not receive the desired results.  Very rarely does 
that happen.  We wish you had told us about it sooner.  A different technique 

might have done the trick.  Please note that the adjustments you have 
received are not in vain.  There are always benefits to reducing nerve 

interference that are not always apparent on the surface.  We respect your 
wishes at this time and we are available should you require our services in 

the future. 
 
 

Sincerely; 
 

 
 

 
Dr. _____________________________ 
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Dear ___________________ 

 
 

We would like to thank you for allowing us to introduce you to the 
incredible world of chiropractic, and apologize that we failed to impress 

upon you the importance of chiropractic to a life-time of strong health. 
 

 
We would be very pleased if you should decide to return to care in the 

future.  Our team is always here for you, and your update exam will be done 
at no cost to yourself. 
 

 
You may contact the clinic at anytime; we would be honored to continue to 

be involved in maintaining your best health. 
 

 
 

Sincerely; 
 

 
 

 
Dr. _________________________ 
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Dear _____________________ 

 
 

We would like to thank you for allowing us to introduce you to the 
incredible world of chiropractic, and apologize that we failed to impress 

upon you the importance of chiropractic to a life-time of strong health. 
 

 
I regret I must close your file as inactive at this time.  We would be very 

pleased if you should decide to return to care in the future.  Our team is 
always here for you, and your update exam will be done at no cost to 

yourself. 
 
 

You may contact the clinic at anytime; we would be honored to continue to 
be involved in maintaining your best health. 

 
 

Sincerely, 
 

 
 

 
Dr. _______________________ 
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CLINICAL PROCEDURES 

 

Clinical procedures include: 
 

 New Patient Examinations (NP) 

 Preliminary Report (PR) 

 Full Report (of Findings) (FR) 

 Welcome Visit (W) 

 Progressive Evaluations (PE) 

 Comparative Examinations (CE) 

 Mini-Comparative Reports  (Mini CR) 

 Yearly Comparative Reports (Yr CR) 

  
All of the examinations above are scheduled throughout prime time while other patients 

are receiving their adjustment.  With the exception of mini-comparative reports, all other 
reports are scheduled at a clinical time (not in prime time) so the Doctor can review and 
discuss the patient’s findings. 

 
Our clinical schedule is designed to be full with “no holes”.  In other words, complete! 

The clinical schedule works around the Doctor and the Tech C.A.  The front desk is 
responsible for making sure the clinical schedule is full each day.  In the event that an 
opening is available, the Doctor expects his front desk to call any patients on a short 

notice list or bring patients forward to fill the schedule.  Remember your job is not just 
“book patients”.  Scheduling is a very important duty not to be taken lightly.   

 
 

 “Managing a schedule” is expected;  “Mastering a schedule” is 

exceptional! 
 

 
Understanding clinical procedures is often difficult for the new CA.  We have tried to 

simplify our procedures for each clinical visit through master checklists, including the 
preparation stage, scripting and what is performed by who for each procedure.  Studying 
and understanding what each patient can expect for each visit is essential. Both our 

patients and the team anticipate our progressive and comparative examinations and we 
take advantage of every opportunity to share and celebrate our patients wonderful results. 

 

It must be repeated that it is absolutely critical that every tiny step involved with every 
procedure be completed to have a smooth clinical schedule.  Nothing is more frustrating 

for the team and Doctor to have to stop in a middle of a report to “frantically fetch” x-
rays that were “forgotten” or search for charts that are “missing in action”.   The 

preparation stage is essential for success. 
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NEW PATIENT (NP) 

1 HOUR 

EXAM ROOM 

 
PREP 

 Name with correct spelling 

 Phone numbers 

 Referral Source 

 Confirmed 24 hours in advance 

 Script followed/all questions answered 

 Name on Welcome Board & Detech system 

 Welcome Form ready with name at top on yellow clipboard 

 

FRONT DESK/TECH 

 Greeted by name/introduce yourself/handshake/PLEASE remove shoes & coat 

 Print name on sign in sheet/escort to chair (PAT & SAT) 

 Explain welcome form.  Confirm referral source & fees & note any previous chiro. 

 Leave them to fill out first page only. 

 Photocopy info on scrap paper/transfer name & info into NP log binder 

 Give copy to front desk to input ID# and all info into computer 

 Fill in x-ray card 

 Obtain chart and lead them to exam room 

 Have patient change into gown/shorts-we need them in underwear & socks 

 Remind to remove earrings, necklaces and place in bowl 

 Show them hangers and ask to open door when ready 

 Fill in all info on chart 

 Flag Doctor for exam/update them on name/major complaint/referral source and pre-

qualify 

 A pre-qualify script is done w/every patient who has not been referred by an active 
patient 

 Introduce Doctor and referral source 

DOCTOR 

 Doctor does pre-consult and begins examination 

 C.A. fill in x-ray log for Doctor 

 C.A. assists Doctor 

 After x-rays Doctor confirms next appointments (Preliminary Report – 1st adjustment 

and/or Full Report (of Findings)  

 Hand Doctor NP Education Package – will return back to you 

 Confirm diagnostic code from Doctor 
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TECH C.A. 

 Finish exam with weight distribution, scales, scan (thermal then EMG) 

 Take history with 4 components 

 5 Traumas in 5 minutes 

 OPQRST 

 Lifestyle 

 Commitment 

 

 Ask them to get changed, explain remainder of history to fill out 

 Reconfirm Preliminary and/or Full Report and that front desk will schedule next 
appointments 

 Finalize all info on chart (spouse, kids names, insurance coverage, md…) 

 Bring clipboard to front desk with NP Education Package  

FRONT DESK 

 Front desk collects fee for appointment 

 Schedules next appointments – reminds of guests/spouse  

 Explains &  records on NP Education Package & on travel card 

 Reviews pamphlet, insurance info and Family Gift Certificate 

 Thanks, pleasure helping you today! 

 Completes and double checks chart and all info 
 

TECH CHA 

 Develop x-rays, prepare envelope 

 Puts x-rays & chart on Doctors desk to be marked 
 

 

 
Please note, following each procedural checklist are recommended scripts. 

Depending on each situation and patient, scripts may vary slightly so different 

options are listed when possible.   

  

Note: when the Doctor or Exam Doctor performs the full examination – scripts will 

vary. 
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DAY 1 

 
NEW PATIENT TELEPHONE SCRIPTING 

 

C.A.  Good morning, __________ Chiropractic Clinic, this is ___________, I         
                        can help you! 

 
PT  I’d like to make an appointment to see the doctor. 
 

C.A.  Certainly!  May I have your name please? 
 

PT  Jane Jones 
 
C.A.   Mrs. Jones, when was your last visit/last appointment at our clinic? 

  (We determine if they are a new patient or current patient) 
 

PT   Oh!  I have never been! 
 
C.A.  Mrs. Jones, is this appointment for you or your family? 

  (Preframes family/pediatric practice) 
 

PT  This appointment is for me…it’s my first time! 
 
C.A. Mrs. Jones, may I ask which one of our patients referred you to our clinic?  

We really appreciate referrals and like to thank our patients personally. 

 (Preframes referrals instead of how did you hear about us!) 

 
PT Mrs. Smith referred me! 
 

C.A. Wonderful!  Mrs. Smith is a super patient!  We just love her!  She’s 
referred many people to our practice. 

 (Praise) 
 
C.A. Mrs. Jones, do you prefer a morning or an afternoon appointment? 

 (Finding out their preferred time of day) 
 

PT Afternoon please! 
 
C.A. I have an opening at 10:15 or 4:30 PM, which do you prefer? 

 (Narrowing down times and staying in control of appointment book) 
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PT I’ll take 4:30 PM please! 
C.A. Mrs. Jones, may I have your home and work telephone number?  Do you 

have a cell or pager number? 
 Thank you… 

  
Do you know where we are located? (if not, give instructions – a map or 
direction sheet, as well as bus routes should be posted near the front desk 

to give easy directions for your new patients) 
 (Extra-ordinary service) 

 
 Great!  Mrs. Jones your appointment is scheduled for Monday….at 10.00 

AM.  We will confirm your appointment the day before.  Please allow 1 

hour and please bring your insurance information with you.  We look 
forward to meeting you on Wednesday.  Thank you for calling. 

 (Anticipation and confirmation) 

TIME INQUIRY (Objection Management) 

 

PT I need an appointment before work or after work!  I cannot miss work! 
 

C.A. I understand…our office is open as early as 7:00 AM in the morning and 
as late as 6:30 PM in the evening, however we do reserve specific times 
for new patients and report times. 

 I do have appointments as early as 8:00 AM or as late as 5:00 PM.  Which 
do you prefer? 

 We can provide a note for you to give to your employer if you have to 
leave work early. 

 Once you have completed your initial visits…we can reserve 

appointments for you before or after work…I have 8:00 AM or 5:00 PM 
available, which do you prefer? 

COST INQUIRY (Objection Management) 

 
PT How much does it cost? 

 
C.A. That depends!  May I have your name please? 

  
 Jane, when was your last visit at a Chiropractic office? 
 

 First, let me tell you a little bit about our clinic. 

 We have a large referral based practice 

 Specializing in family care/ pediatrics and pregnancy 

 We have 2 amazing Chiropractors, Dr. _____ & Dr. ______. 

 The most advanced biophysics technique/diagnostic imagery/high tech 
clinic 

(Praise) 
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 A new patient appointment is scheduled for one full hour and consists of a 

consultation, examination including orthopedic and neurological testing, a 
computerized scan of your spine and spinal imagery if necessary – value 

of $275.00 (Your value).  Our office will provide this for you for only  
 

35.00 (Your value)! (WOW factor).  You’re in luck because I have an 

opening at 5:00 PM this afternoon! 
 

PT How much does it cost? 
 
C.A. That depends!  

 
(Preframe) 

 Jane, may I ask your health complaint/problem/what are you suffering 
from? 

 (separate $ from complaint) 

 Headaches!  How long have you been suffering with a headache Jane? 
 Ooooh!  10 years that’s horrible! 

 Well first let me tell you Dr. _______ has years of experience helping 
many patients achieve phenomenal results with headaches and migraines!   

 What we do is schedule a new patient appointment. (see above) 

X-RAY INQUIRY 

 

PT I don’t want to have x-rays taken 
 
C.A. I understand Mrs. Jones, however the doctor will determine from the 

examination results whether spinal images are necessary.  You may bring 
up any concerns with the Doctor during your consultation and 

examination. 
 
PT I just had x-rays taken with my former Chiropractor/medical 

doctor/hospital 
 

C.A. When were the x-rays taken? 
 Are they spinal x-rays? 
 If you can bring the x-rays with you at your first visit that would be great! 

 You can pick up the x-rays or radiology report at your former 
Chiropractor/medical doctor/hospital.  You will most likely need to sign a 

release form or call the radiology department/library of the hospital.  If 
you have difficulty obtaining the x-rays, we can requisition them for you. 

 (It’s preferable to have the x-rays the first visit, but not imperative) 

 

OTHER COMMON QUESTIONS 
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PT What technique does the doctor use? 
 

C.A. The doctor can perform a variety of techniques – which technique do you 
prefer?  After a thorough examination and report of your findings the 

doctor will determine which technique will speed recovery and help you 
achieve the best corrective results back to a state of wellness. 

 

PT  Will I get a “treatment” today on my first visit 
 

C.A. The doctor must first consult with you on your health history and perform 
a chiropractic, spinal and neurological examination, including spinal 
images if necessary to rule out any traumas, infection, fractures or 

congenital defects and then review those findings with you before 
“adjusting” you.   Please feel free to address any questions with the doctor 

at your new patient appointment. 
 
PT Do you accept payments from my insurance directly? 

 
C.A. We do not accept third party payments because we have found that 

patients who submit their Chiropractic claims to their own extended 
insurance company will actually receive payments quicker.  Our office 
will provided you with detailed statements automatically every month so 

you can receive remittance faster. 
 (Benefit for patient!) 

 
CONFIRMATION CALL 

 

May I speak to Jane please?  Hi Jane, it’s ______ calling from the _______Chiropractic 
Clinic.  I am confirming your new patient appointment for tomorrow Wednesday at 5:00 

PM.  Please allow 1 full hour for your appointment and bring your health card with you.  
Do you know where we are located?  Great!  We look forward to seeing you tomorrow at 
5:00 PM sharp!  Thank you. 

 
FRONT DESK/TECH/EXAM DOCTOR GREETING SCRIPT 

 
Hello Jane, it’s nice to meet you, we’ve been expecting you!  My name is _________ .  
What I need you to do first Jane is PLEASE remove your coat and shoes (point and 

show) and help yourself to our slippers.  Thank you.  Please come have a seat right here 
(pat & sit) beside me. 

Jane, I see Mary Smith referred you to our clinic.  Mary is a wonderful person… we just 
love her! 
 

Now Jane, is this your first visit to a Chiropractor?  Have you ever been under 
Chiropractic care before? Yes!  Excellent and who did you see?  Dr. Black and how long 

has it been since you last saw Dr. Black?  One Year – Thank you. 
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What I need from you is your Health Card so I can photocopy it for the front desk so they 
can input your information into the computer right away and save you time today. 

In a few moments you will be meeting Dr. _________. 
 

Dr. _________ is our “exam specialist”, I know you’re just going to love her/him! 
      

Or 

 
Dr. _________ is an incredible Chiropractor, he is very thorough! 

- and you will briefly meet Dr. __________, “our correction Doctor”. 
 
Your visit today includes a consultation, a full examination including Chiropractic spinal 

and  neurological testing, and a computerized scan of your spine and spinal images if 
necessary.  A value of $275.00 for only 35. (wow!).  Please fill out this important 

information (point to address info…) and your major health complaint (highlight) and I 
will bring these right back to you (health card).  
 

DOCTOR’S PRECONSULTATION SCRIPT 

 

Hello Jane, it’s a pleasure to meet you.  I noticed that May Smith has referred you to our 
clinic.  She’s a wonderful patient and has seen amazing results with her Chiropractic care.  
I’ll be thanking her for referring.  Hopefully you can do the same one day as ours is a 

referral based clinic. 
 

I’ve noticed from your travel card, that you are suffering from (health concern).  We 
get phenomenal results with this condition (s) however, I want to ensure that yours is a 
Chiropractic case. 

 

DOCTOR’S PREQUALIFYING SCRIPT (USED ONLY FOR EXTERNAL NEW 

PATIENTS SUCH AS SCREENINGS, OUTSIDE TALKS, DIRECT MAIL, etc.) 
 
Jane, today I will be providing as much as $275.00 (Your value) worth of Chiropractic 

spinal and neurological testing and examinations.  The majority of that cost I am 
absorbing, and I am happy to do so.  What I need to know is if in fact we do find 

something that requires Chiropractic care, is your health enough of a priority to consider 
getting rid of this condition and improving your health.  
 

PT Yes. 
 

DR. Are you sure? 
 
PT Yes. 

 
(This prequalifying script is essential to ensure this patient is committed to improving 

their health and designed to prevent you and the patient wasting your time and money).  
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PRECONSULTATION SCRIPT CONTINUED 
 

You’ve met Dr. ____________ (exam doctor/tech C.A.)  He/She is my exam specialist, 
who will be performing a very thorough, complete, comprehensive and professional 

spinal and neurological examination.  I first want to explain what Dr. ____________ 

(exam doctor/tech C.A.) will be looking for! 
We know from research, that there is a devastating condition called SUBLUXATION 

(hold up a mini spine) which can be caused by traumas, such as car accidents, poor 

posture, stress, sports and even the birth process.  (This is why ALL of our families  
get checked for subluxation)  Subluxation can choke off proper nerve flow from the 

brain, to the rest of the body.  Your nervous system acts as the intelligence line from the 
brain, coordinating the function of every cell, tissue and organ in your body. Interference 

to your nervous system will lead to a state of MAL-FUNCTION, DIS-EASE, 

SYMPTOMS, and even early DEATH 

 

Dr. _________ (exam doctor) will first check your posture, as posture is the window for 
good health , palpate the spine, take a brief history; scan you on this hi-tech, non-evasive, 

subluxation station (which will show us the health of your nervous system).  He/she will 
also take 3 pictures as a safety precaution.  This will help us rule out fractures, 

tumors, infection and congenital blocks .  These pictures will also help us detect any 

abnormal curves in your spine in order to correct them back to normal, moving you 
back to a state of wellness.  (Pre-framed for corrective care & wellness). 

 
Dr. ____________ (exam doctor) will also book you in, as soon as possible for your 
report of findings.  The sooner we can see you, the quicker we can address this problem. 

Thank-you Jane.  I look forward to seeing you next day. 
 

NOTE: If there is no exam doctor and only a tech C.A., then perform the exam as 
follows: 
 

Adjusting Doctor (7 minutes max.) 
- Pre-consult (above) 

- Pre-qualifying (if necessary) 
- Posture 
- Palpate 

- Leg Length 
- X-Rays (with tech C.A.) 

Tech C.A. 
- Sub Station Scan 
- History 

- Exam close 
- X-ray development 
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HISTORY AND EXAMINATION (ADJUSTING DOCTOR/EXAM 

DOCTOR/TECH C.A.) 

 
Jane, I am going to begin my part of the exam by checking your weight distribution… 

step up on the scale here with one foot centered on each side and facing the wall.  The 
body will often compensate for postural imbalances or subluxations by putting more 
weight toward one side then the other.  Thank you, you can step down.  Please have a 

seat on the table right here. (Pat) 
 

I need you to step in front of the mirror.  Posture is the window to good health.  I’m 
going to have you close your eyes and tilt your head forward three times as this will 
remove visual input to the brain and give me a true postural picture. 

 

 Check shoulder height, crest height, scapular height, head tilt, anterior head 

carriage, head shift, thoracic shift, and pelvic tilt. 
 

Now I’m going to go through your health history with you, Jane. 
What I’m going to start with is looking for traumas… by the time we meet people here 
they have literally dozens of traumas, I want to focus on five of your most recent 

traumas with you. 

MVA 

 
Subluxation can easily be caused from the most minor car accident, when was your most 
recent car accident Jane?  Were you checked by a Chiropractor? 

SPORTS 

 

We know that subluxations are also caused by impacts or falls in sports activities.  What 
kind of sports do you do where you may have had a fall or impact? 
 

CHILDHOOD  
 

We take dozens of falls as children that cause subluxations which we may not feel the 
effects of until much later in life.  Which event stands out most in your mind or did your 
parents ever tell you about anything that occurred as a baby or toddler? 

WORK 

 
Subluxations can result from postural strains or falls at work.  What type of work do you 

do where you may be sitting or standing a lot?  When was the last time you slipped or 

fell at work? 

HOME 
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Subluxations can result from slips or falls at home.  When was the last time you slipped 
at home or even had a small fall around the house? 

 
Jane, now I’m going to ask some very specific questions about your (health concern) 

ONSET 

 
We can have subluxations for months or years before we get any body signals.  How 

long have you been suffering from back pain? 

LOCATION 

 
Subluxations can affect an area that is very specific or more general.  Where are you 
feeling the pain?  Does it tend to be more left or right sided?  Pint to exactly where you 

are feeling the pain.  Show me. 

PROGRESSION 

 
How has the pain progressed in the past couple of weeks/months/years – is it worse or 
better? 

PRIOR 

 

Jane, when have you experienced back pain (condition) before?  (if yes, when or how 
many years or off and on for how long?) 

WORSE 

 
Subluxations can affect the timing of the pain, is this problem worse in the morning or at 

the end of the day?  Do you have any pain at night? 

INTERFERENCE 

 

Jane, how is this affecting your day-to-day activities at work or at home? 

TYPE 

 
Jane, subluxations often result in people describing different types of pain to me… it can 
be aching or throbbing, sharp or stabbing pain… how would you describe what you are 

experiencing? 

REFERRED 

 
Subluxations will also cause referring pain… do you have any pain traveling into the 
buttocks, legs…and how far? 



CHIROPRACTIC MASTERS 

 84 

FREQUENCY 

 

Has this been with you constantly Jane or does it come and go? 

DURATION 

 
How long does each episode last? 

ASSOCIATION 

 
Jane, subluxations can lead to numb or tingling fingers, toes…are you experiencing any 

numbness or tingling? 

 
Jane, what aggravates your problem?  A certain motion or position – What helps relieve 

it? 

PAIN LEVEL 

 
Jane, if you have to rate the level of your pain on a scale of 1 to 10, how high would it 
be? 

COMMITMENT 1 – 10 

 

All right, if the doctor can give you relief from this pain and bring you to a level of health 
where it could be prevented from recurring, how committed will you be Jane, to getting 
to that level of health? 

 
LIFESTYLE 

 
Jane, if you could get back towards a state of wellness with chiropractic, what one thing 
would you like to improve in your lifestyle? (golf game, walks at night, time with 

grandchildren, sleep, etc.) 
 

NOTE:   

 
It is critical that we ask our patients about 1. Pain Level 2. Commitment and 3. 

Lifestyle as these allow us to maximize the effect of not only their examination but their 
commitment to care, and allows us to use their lifestyle answer as a trigger during our 

table talk for wellness care. 
 

SCANS 

Thermal Scan 

 

Thank you Jane, we are ready to move onto the computer scan.  Please move to the other 
side of the table so that you are facing the computer (pat). 
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We are doing two scans today Jane, the first being a thermal scan…subluxations can 
interfere with the nerves that control how blood vessels open and close and that can affect 

your skin temperature… what this scan will show us is how these subluxations are 
affecting you autonomic nervous system which is the part of the nervous system that 

keeps all your internal organs functioning and your immune system strong… first I need 
to synchronize these to your body temperature then I’ll step around behind you…I’m 
starting at the bottom of your spine and working upward one vertebrae at a time (let 

women know you will be opening their gown)…all right that’s the first scan finished. 

EMG Scan 

 
The second scan is a muscle scan…this one will pick up how the nerves are sending and 
receiving electrical impulses and show us how subluxations may be affecting the 

voluntary or motor control part of the nervous system.  For this scan, I need you to sit up 
straight, look straight ahead, relax your hands on your lap with the palms up, uncross 

your feet… the alcohol will clean your skin, but may give you a chill because I have to  
use it down the centre of your spine… with this scan, I start at the top of the spine and 
work downwards…the Doctor will go over these results with you at your Full Report. 

Explain History Form 

 

Ok Jane, we are finished in the exam room.  I need you to get changed, leave the gown on 
the table and come out to the front desk.  We need you to fill the last half of the health 
history form.  There’s present and past health, any illness or operations and we need you 

to read through the informed consent and sign it at the bottom for us. 

Preliminary Report and/or Full Report of Findings 

 
When you have completed the health questionnaire, I need you to see ________ at the 
front desk.  She will schedule your next visit. 

 
A DOCTOR/EXAM DOCTOR/TECH C.A. EXAM CLOSING SCRIPT 

 
Our clinic is educational as much as it is about healing.  It’s extremely important that 
you fully understand exactly what is going on before making any decisions regarding 

your health.  We find our patients who fully understand how their body functions and 
how modern chiropractic can help them get superior results.  This is what we want for 

you!  Your next visit will be the Doctor’s Report.  The Doctor’s Report will teach you 
how to get well, stay well and save time and money.  It will teach you to understand the 
results of the examination, the different types of care we offer and the latest research on 

Chiropractic, health and healing.  We make it mandatory that our patients attend the 
Doctor’s Report.  It is in a group format. 

 
Should the Doctor confirm subluxations, he/she will want to begin care.  If there is an 
adjustment at this time the fee is 36.00. 
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It is also our office policy that your significant other/spouse attend the Doctor’s Report 
so that they may understand your need for care, support you in your care and if they 

are remotely involved in any financial decision making. 

 

Jane it was a pleasure meeting you, please get dressed and come ahead out to the front. 
 

FRONT DESK CHECK OUT SCRIPT 

 
Hi Jane, how was your examination today?  Great! Dr. _________ is very thorough! 

That will be $36 for your examination today… will that be cash or cheque?  Great…. 
thank you! 
 

Dr. _________ has already scheduled you for your Doctor’s Report on Wednesday at 
6:30 p.m.  And he/she has explained the importance of bringing your significant 

other/spouse with you.  I need you to print your name, telephone number and significant 
other/spouse’s name and the name of any other guests who will be attending with you on 
the registration sheet.  This will guarantee a reserved seat for everyone.  This is the  

longest and most important appointment you will have in our office.  This is when 
Dr.________ will give you vital information on how your body works and how it will 

heal with Chiropractic.  He will also explain the difference between normal and abnormal  
spinal images and let you know about the different types of care we offer here in our 
office.  This will help you in making an informed decision on you health care.  I also 

want you to know this report is done in a group format with other new patients, which 
saves you time and your family time and lets you get your results right away.  Now I am 

going to schedule your problem/solution report, this is when Dr.______ will sit privately 
with you and your significant other/spouse and show you your individual exam results.  
You will see your own findings including spinal images and scans.  Then Dr. ________ 

will be able to give you his best recommendations for care.   
 

It is our office policy that your husband/wife attend… 

WHY? 

 The doctor will want to review your findings with him/her 

 So he/she understands your need for care 

 To support you in your care 

 If he/she is remotely involved in any financial decision making 

 

Please allow for 90 minutes for this appointment and bring your day timer/scheduler 
so we can reserve future appointments for you. 

OBJECTIONS 

 This is only 1 time that you have to make special arrangements – do you 

need a work note? 

 Our office has condensed your report visit into 1 day because we know 

that your time is valuable and this way we have saved you about 2 hours 

(benefit for patient!) 
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GO OVER PAMPHLET 

 

Your Doctor’s Report is scheduled for _______ (time).  Please allow at least 90 minutes 

for this appointment.  Your problem/solution report is scheduled for _______ (time).   
 

There is no fee for this report however if we find the need for Chiropractic and are able to 
accept your case, then Dr. _______ will want to get started right away and give you your 
first adjustment.  The adjustment fee is 36.00. 

I am also giving you some vitally important information on Chiropractic and how it 
supports your optimal health (subluxation-based information pamphlet).  Please read it 

over before you return.  It will give you a better understanding of what Chiropractor’s 
do and what we were looking for today. 
 

I am also going to give you information on extended health coverage .  It is imperative 
that you fill out the bottom and bring it to us at the report.  We need to know if you  

have extended benefits and how much they will partake in your care to show you your 
true investment for Chiropractic care.   
 

FAMILY GIFT CERTIFICATE 

 

I also have a special gift for you today, a Family Gift Certificate, which allows your 
entire family to get checked for subluxation.  We are a family practice and it is our office 

policy that your spouse and children get checked for subluxations.  This is because the 

spine and nervous system are the most neglected aspect of health and unfortunately you 
cannot see subluxations in the beginning.  We offer it complimentary when scheduled in 

the next 14 days.  There is absolutely no obligation to be under care.  All of our patients 
take advantage of this family gift certificate, which includes their report of findings as 
well.  It is a value of $275.00 per person.  We are able to schedule those appointments 

today.  Which day is best to check your family? 
 

Do you have any questions for us?   
 
It was a pleasure meeting you today.  We look forward to meeting ____________ 

(spouse) on Wednesday evening. 

POST EXAM PHONE CALL (To be performed the night of their examination) 

 
“Hello Mrs./ Mr. ______________ this is Dr. (your name) form (your clinic).  I wanted 
to call you tonight to inform you that we did find areas of concern from your examination 

today!’ 
 

“Your condition is not due to something simple like a muscle sprain or strain.” 
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“It is due to SUBLUXATION!  It is causing damage to your spine and nervous system 

leading to your current state of health.” 
 

“The good news is we caught it in time and it is still correctable.” 
 
“This is why it is vital that your spouse (name) attends with you at your next 

appointment; to understand your need for care, to support you in your care, if they 

are remotely involved in any decision making regarding your case.” 

 
“I look forward to seeing you next day to review your findings.” 
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DAY 2 

NOTE: 

 

The Preliminary Report is only used for exceptionally acute emergency cases only or 

where patients cannot be processed into your system within 7 days.  Preliminary 

Report patients will receive a mini-report in primetime with an adjustment and are 

then scheduled for your complete Doctor’s Report within the patient’s first 7 days of 

entering your practice. 

 

PRELIMINARY REPORT (FOR ACUTE EMERGENCY CARE ONLY) 
 

ALLOW 5 MINUTES IN ADJUSTMENT ROOM AT PRIME TIME 

 

 The Doctor/Exam Doctor will decide if they want the patient to return 

the next day for a Preliminary Report (adjustment) before their full 
Report of Findings (Doctor’s Report and Problem Solution Report).  

The patient is scheduled in the very next day in prime time with other 
patients in the early morning.  The Doctor will let them know very 

briefly if they can help them and give them a light adjustment 
PREP 

 Magazette – Full Report Package 

 X-Rays – Marked 

 Subluxation Station Scans  

 
FRONT DESK  

 Welcomes back patient – reminds them to sign in 

 Escorts patient back into an adjustment room in prime time-patient sits 

up 
 

DOCTOR 

 Review findings briefly 

 Gives light 1st adjustment 

 Ensure Doctor calls patient that night 

 
 

 

FRONT DESK 

 Ask how first adjustment was…and if Doctor found subluxations? 

 Collect fee for adjustment 

 Re-confirms Full Report appointment next day with spouse 

 Records patients’ name, phone number and spouses name on “End of 
Day Sheet” (for Doctor to call at night). 
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FRONT DESK SCRIPT 

 
Welcome back Jane!  It’s nice to see you again!  May I have your insurance verification 

form…(hold up sample)…Great thank you!  If they don’t have it…Jane could you please 
find out what your maximum coverage is for us before your next appointment.  

Great…thank you.  Please help yourself to some nice hot herbal tea and we will be with 
you shortly. 
 

Jane, would you please following me we are going into Room #2.  Please have a seat 
right here (pat) and the Doctor will be with you shortly.  Thank you. 

DOCTOR’S PRELIMINARY REPORT SCRIPT 

 

“Jane, I reviewed your findings last night.  The results are actually worse than I thought.  
There are concerns from the x-rays and neurological scans, indicating severe subluxation 

decay and nerve interference.  This is responsible for your lowered state of health.  
However, we were able to catch it in time.  I’m glad that you’ve come into our office.  If 
we left this any longer it would eventually get worse to the point where it is totally 

irreparable. 
 

I want to give you a light adjustment today, to see how your body responds to my hands.  
This is a warm-up adjustment.  If you’ve ever played sports for the first time, you’ll 
understand why you warm-up to prevent stiffness and soreness.: 

 

 Adjust lightly only 3-4 segments 

 
I’ve discovered Jane, that my patients that get the best and most superior results have the 

support of their spouse.  This is why it is our office policy that your husband attends with 
you. 
 

1. To understand your need for care 
2. To help support you in your care 

3. If he/she remotely involved in any decision-making regarding your care. 
 
We can supply you with a “work note” so that he may attend 

 

 Confirm Next Appointment 

 
Have a wonderful day.  Please take your travel card back to the front desk. 

FRONT DESK 

 
Doctor sends or leads (depending on time) patient back to front desk after preliminary 

report and first adjustment “Ladies, Jane just had her first adjustment!” 
Super, how was it Jane, did the Doctor find subluxations?  Yes he sure did! 
Doctor confirms spouse “Jane we will see you and your husband Gary tomorrow at 

10:30 AM” 
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Jane that will be $36 please – how would you like to take care of that, cash or cheque?  

Thank you! 
Jane I want to confirm your Full Report tomorrow at 10:30 AM with your husband Gary! 

Super, we will see you both then… Thank you. 
 
I’m not sure if my husband really needs to be here….he is a very busy man! 

I understand Jane, however it is essential that your spouse attend to review your x-rays 
and help you decide your best options of care.  I can provide him with a note for his 

employer if needed. 
 

REPORT OF FINDINGS (DOCTOR’S REPORT & PROBLEM/SOLUTION 

REPORT) 

 

CONFIRMATION CALL 

 
Hello Jane it’s ____________ from the Chiropractors office.  I am calling to confirm 

your Report of Findings on Wednesday at 6:30 p.m. sharp.  Please allow 90 minutes for 
your appointment and bring your insurance verification form with you.  We look forward 

to seeing you and your husband Gary…thank you…goodbye. 
 
FRONT DESK 

 
Welcome back Jane!  Hi, Gary it’s nice to meet you!  Thank you.  May I have your 

insurance verification form…(hold up sample)…Great thank you!  Jane, I need you to fill 
out this Family Health History for me and Gary since you are our special guest I need 
you to fill out this quick “Got Subluxation” survey for me.  You can please have a seat 

here.  (pat) and let me know when you have complete your surveys.  Thank you. 

After they have completed the surveys 

Please help yourself to some nice hot herbal tea and we will be with you shortly. 
 
ALLOW 90 MINUTES RECEPTION ROOM IN A GROUP 

 
PREP 

 Check for family and spouse on front of chart (names) 

 Must have insurance information 

 Financial plan completed – initialed by Doctor, insurance coverage 
included 

 Map, office hours, stretches, Discovery Workshop Flyer…. All in 
magazette 

 Magazette w/Welcome Letter/Nerve Chart/Drug info/stretches 

 Check “Panama” video (any chiropractic video) – make sure it is 

rewound and ready to go for patient’s viewing  

 Make sure testimonial books available in reception room (3-4 books) 

 See full checklist for setting up (1/2 Hour to Health Workshop) 
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FRONT DESK/TECH/PR C.A. 

 Welcome back, introduce and greet new guests 

 Remind to sign in – highlight names in green on reservation sheet 

 Ask for insurance info 

 Lead patients to seats (pat & sat) 

 Have patient fill out Family Health History 

 Have guests fill out “Got Subluxation” survey 

 Offer tea and snacks while waiting for group to arrive 

 Bring no show patients charts up to front desk to call immediately 
 

EXAM DOCTOR/C.A. 

 Turns down lights/turns off music 

 Introduces Primary Doctor (see “intro” scripting) 
 
DOCTOR’S REPORT INTRO SCRIPT (EXAM DOCTOR OR C.A.) 

 
“Good evening.  My name is _________ and I will be introducing Dr. _________ in a 

moment.  Welcome to your Report of Findings.  This is the first half of your Doctor’s 
Report, where Dr. _____ will be explaining to you the research and benefits behind your 
chiropractic care.  Dr. _______ has one of the fastest growing Family Chiropractic 

Practices in _______________ (your city).  This is due to his/her dedication to educating 
not only people that you see here but also in the surrounding community on current 

information on health and healing.  Dr. ______ has attended hundreds of seminars, 
traveled thousands of miles to learn the latest techniques on health and healing.  This is 
why he/she has such a busy clinic and is currently an international speaker on health care.  

He/she is also my family’s Chiropractor.  So sit back and buckle up, because the 
information that he/she is going to give you might blow you away.” 

 
DOCTOR’S REPORT – ½ HOUR TO OPTIMAL HEALTH AND HEALING 

 See “Doctor’s Report” (Chiropractic Masters product) for complete 

presentation 

 Speaks to group – explains Chiropractic, research, health, subluxation 

degeneration 

 Show and Tell – Reviews x-ray findings of “example patients” with 

group 

 Lets guest know how they can get checked for Subluxations – 

TODAY 

 Escorts individual patients back to report room to review their own 

personal findings and x-ray results with spouse 
 

C.A. 

 Explains “Panama” video (or any Chiropractic video to occupy 

patients who are waiting for their Problem/Solution report)  

 Offers tea and snacks to patients waiting 
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 Inserts completed “Family Health History Form” into individual 

patients magazette 
 

 

EXAM DOCTOR 

 Checks guests – reviews “Got Subluxation” survey and checks posture 

and/or cervical subluxation station scan. 
 

PROBLEM/SOLUTION REPORT SCRIPTING 

 

DOCTOR 

 Doctor checks how patient held first adjustment if they had one the 
day before (only preliminary report patients). 

 Reviews findings first 

 Gives a light adjustment 

 Gives best recommendations of care 

 Gets patient commitment on time and money preferably in front of 

C.A. 

 Introduces patient to C.A. who will be explaining financial plans 

 
FINANCIAL C.A. 

 Financial C.A. takes patient to private room to review finances 

 Explains finances, gets a commitment 

 Reviews Office policies, commitment sheet, reaction sheet and maps 
all appointments 

 Closes patient up at front desk and welcomes patient on board 

 Completes with gift today – i.e. Chiropractic First! (book) 

 Explain our service guarantee “if unhappy with the level of our 
service within the first two weeks we will refund all your money from 

Day 1” 

 Review and initial office policies 

 Explain benefits and reaction sheet. 

 Explain “icing” instructions 

 
FRONT DESK 

 Collects payment or payment options (cheques…) if not done by 

Financial CHA 

 Maps patient in computer and gives copy to patient (including all PE’s 

and CE’s) 

 Gives patient magazette and all info and confirms next adjustment 

 Records financial decision on “End of Day” sheet for Doctor if not 
done by financial and records name so Doctor can call all patients who 

have had their first adjustment that day. 
 

FRONT DESK/TECH 
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 Map all appointments including Progressive Evaluations and 

Comparative Examinations, suggesting appointment times available 
(fill the holes) 

  Give magazette package and all info… “Welcome to our 

Chiropractic family Jane” (handshake) 

 “I know you’re going to get incredible results with Dr. _______.” 

 
PROBLEM/SOLUTION REPORT 

 

 Closed room or open room with x-ray view box  

 Patient and Doctor knee to knee 

 View box OFF with x-rays up (C/S-LAT, LS-LAT) 

 
“Mrs. Jones, I want to take some time to review your findings with you.  I’m going to 
give you a light adjustment, my best recommendations of care and then one of my 

assistants will review with you a cost-effective plan that will allow us to get this 
corrected.” 

 
“There is some bad and good news from your exam findings.  We found multiple sites 
of subluxations (that have lead to years of spinal decay).  These are responsible for your 

lowered state of health.  The good news is that we can help and get this properly 
corrected and get you back to a state of wellness.” 

 

 Turn on view box.  Pause!  Body language. 

 
“What do you see Mrs. Jones?” 
 

“I’m in phase 1.” 
 

“That’s correct!   Your neck curve (is not only straight, reversed, anterior head carriage) 
but also showing indications of spinal disc decay between (C5-C6).  Your lower back 
shows (loss of disc space, spinal decay at L5-S1).  A phase 1 has been here Mrs. Jones 

for 10-15 years (phase 2, 20-25 years, phase 3, 30-40 years) and if left uncorrected will 
further decay to a phase 2, then phase 3. 

 
“However, using a corrective technique called BIOPHYSICS and working as a team, we 
can restore this curve back to the normal.” 

 
“Mrs. Jones, when we examined your spinal health last week, we discovered…” 

 

 Review Exam Findings, Recommended Nerve Chart and Back Talk Magazette 

 
1. Traumas 
2. Posture 

3. Range of Motion 
4. Weight Distribution 
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5. Leg Length (short leg) 
6. Orthopedic and Neurological Findings (i.e. doorbell test) 

7. Palpatory Findings 
8. Substation Scan Findings 

9. X-Rays 
 

 Recommended Props – Nerve Wall Chart, X-Ray Phases of Degeneration, Model of 

Vertebral Subluxation Decay 
 

“Mrs. Jones I would like to give you a light adjustment.  This is a warm-up 

adjustment.  Could I please have you lying face down on this table.” 

 

 Give a light adjustment only 2-3 segments.  Have patient sit up. 
 

“Mrs. Jones, the adjustment only takes a minute to perform but the effects of this 

adjustment will last hours and days as the healing now begins.  You may feel waves 

of warm healing energy.  That is a normal product of the adjustment.”  
 
“Now, based on your age Mrs. Jones, your number of traumas, your years of body 

signals, your abnormal posture, your restricted/reduced range of motion, your number of 
subluxations, your amount of spinal decay and nervous system interference,…(pause), 

my best recommendations of care  would be a course of corrective Chiropractic care.” 
 
“I will be honest with you Mrs. Jones.  As I mentioned in my Dr.’s Report, this can take 

time, up to 12 months, mainly because the cause of the problem has been there 10-15 

years.” 

 
“So before I go on any further, what I need to know…is your health… and your 

life…enough of a priority to commit to a 12 month program to get this corrected? 

 

Yes - recommendations of adjustments and investment 

No - Objection management, flowchart (see page 108) 
 
“I want to explain how your personal adjustment plan works.  We start all of our patients 

at 3x per week, because the adjustments hold 24 to 48 hours in the beginning.  How 

you feel is different than how you are healing, therefore every 12th adjustment we call 

a time-out, a slip and check to ensure that we are on track, getting our expected results.  
At the end of 3 months, we’ll also take a picture of your neck (cervical curve) to ensure 
the “arc of life” is returning.  In order to get this curve back to normal, we will use the 

drop pieces on our tables, in office cervical tractioning…eventually giving you a home 
unit to perform home-based tractioning in the comfort of your home.  We will then 

graduate you to 2x per week, then 1x per week as the body heals itself.” 
 
“The total number of adjustments can be ____________.  At $ _________ per 

adjustment, with re-examinations, in-office tractioning, and a home unit, your total 
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investment could be as much as $ ____________.  Seems like a lot of money, doesn’t 

it!” (micro-agreement) 

 

Note: 

 

It is imperative that your Financial C.A. enters into the report area with you and 

the patient when she hears the key words “Total Investment”.  The patient 

subconsciously is making a time and financial agreement with both you and your 

C.A. at this point.  It has been my experience that failure to have a C.A. in the room 

at this time reduces the number of closes, at this critical junction of your 

problem/solution report.  It is also vital that the Doctor must get commitments in 

both time and money before the C.A. finalizes the plan. 

 
“However, what we have done, in order to make it cost-effective for everyone, is cap 

the fee, yet giving you the same quality of care for an investment of ____________ (no 
dollars mentioned).  Sounds much better doesn’t it?  You are also in good financial 

shape because of your extended benefits of $________.  Therefore, your actual 

investment is only _________ (no dollars mentioned).  The majority of our patients do 
like to take advantage of our one time payment.  Since this saves my team time and 

paperwork, we can pass on additional savings of $ __________ on to our patients, for 
a total savings of $ ________.  Sounds great, doesn’t it!  Looking at this one time 
option, is this something you are able to take advantage of today?” (PAUSE)  

 
Note: 

 

It is also important that your team obtains the patient’s extended benefit coverage 

and transfers that to the financial plans which should be inside your magazettes.  I 

have also discovered that when you pause after showing the one time payment as 

scripted directly above, giving the patient a few minutes to formulate in their minds 

how to take advantage of that one time payment, you will have a higher close of one 

time payments.  At this point if the patient is unable to take advantage of the one 

time, continue on to the following script. 

 
“I appreciate your honesty.  Let me review alternative care plans to find something that 

works in your budget.  We also have alternative financing through Care Credit.  Or we 
can spread the payments out over 3, 10, or 12 monthly payments. 
 

CARE CREDIT SCRIPT (1-800-300-3046 ext. 4882/ www.carecredit.com)  

 

Objection:  “There is no way I can afford it” 

P.T.  “I just can’t afford it” 
D.C.  “You can’t afford not to?” 

P.T.  “I know I can’t , but there is no way I can afford this” 
D.C.  “Is there any other reason besides this financial challenge, why you wouldn’t start 

this program?” 
P.T.  “No, Doc, that’s it” 

http://www.carecredit.com/
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D.C.  “Well, in situations like this, we make available a service, known as Care 

  Credit.  It is a form of payment that allows you to receive corrective  

            chiropractic care over the next 12 months with only a minimum of 5%  
            payment every month.  ($140/ month) You can pay when you want in that  

          12 months.  Let’s apply and see if you are approved.” 
 
“It is imperative that as we begin care, you stay with the recommended adjustment plan.  

Should you have to miss due to work or weather, please call us and re-book that 

adjustment within 24 hours, as the body loves rhythm, each adjustment builds upon 

the last, creating a foundation for healing.  This will give you superior results, and 
I’m sure that’s what you want, isn’t it.” 
 

“When you get results, and I know that you will, we ask that you tell others.  By the same 
token, if you are not progressing, please let me know, and I’ll book you in as a last 

appointment to reassess you.” 
 
“I want you to get your family/spouse examined for subluxations as their exam is 

included in your own in the next 14 days only.  Welcome to our Chiropractic Family.” 
(shake hands with patient) 

 

FINANCIAL C.A. 

 

Jane, congratulations.  I’m very glad to hear you’ve made this important decision towards 
regaining your health.  This is a great thing you’re doing for yourself. 

 
What we are going to do now is find the most cost-effective plan for you in order to: 

 correct subluxations 

 and get you on your way to good health. 
 

What you need to understand first is: 

 this is going to take 12 months 

 and that it is important to complete the program properly 
 

“Dr. ___________ has recommended a full spinal correction program for you.  This 
consists of a minimum of ______ adjustments.  It’s important to know that to get the best 

results from these recommendations, you must maintain these recommendations.” 
 
“Now, ____ adjustments at 36.00 is $_______.  We will follow your progress very 

closely and every 12 adjustments we will do a re-exam to make sure we are on track with 
your results.  We will also do follow-up x-rays and scans as well.  This is an additional 

value of $520.00 (your value).  You have a _________ curve in your neck, which means 
you have lost the normal, healthy curve.  To bring this curve back you will need to do 
cervical traction.  We will get you started on this at your first re-exam and will monitor 

you in-office until your second re-exam, when we will graduate you to home traction.  
The in-office traction has a value of $300 (your value) and the home unit is $89 (your 

value).  The total (investment or value) of your care is $4032.00 (your value).” 
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“We understand that this is a large sum of money, so what we’ve done to allow people 

like yourself to receive a full correction program and keep it affordable, is cap our fee.  
The doctors absorb the cost of all the re-exams, x-rays, and scans as well as the cervical 

traction, including the home unit.  They also absorb 8 of the 88 adjustments.  The total 
savings at this point is $1146.20 (your value) which means your fee is capped at 
$2771.00 (your value) and that is a lot better than $4032.00 (your value) isn’t it?” 

 
“It’s important for you to understand that the greatest benefit of our health investment 

program is that it is for doctor recommended care.  If at any time, the doctor feels you 
require more than the original recommended amount of care, these extra adjustments are 
absorbed by the doctors.  Any emergency/weekend care is also absorbed by the doctors.  

So no matter how much care you need by the end of the 12-month program, your care 
will not cost you more than the capped amount of $2771.00 (your value).” 

 
“Once we establish what your capped fee is, we then go over our different payment 
options.  We encourage all of our patients to take care of the financial arrangements at the 

beginning of care, so that you are able to focus only on the adjustment, on you health and 
on healing.  This clinic is a place of healing and we want to make sure you are happy here 

and getting the best results.” 
 
“The first option is the one most people take advantage of because it does have the most 

savings.  It is a one-time payment.  When the funds are available and you choose to take  
 

advantage of this option, we will extend to you an additional 10% savings of $271.00 
(your value), making the investment for the entire 12 month program $2499.00 (your 
value).  We are able to extend these savings to you because we are processing only one 

payment, not a number of payments and this saves us a lot of time, and so we pass that 
savings on to you.” 

 
“It is important that you know that this is an agreement and not a contract.  Should you 
at any time find it is necessary to stop care, the unused portion of the money is returned 

to you, prorated for the services rendered.  We ask that depending on the payment 
program any balance must be cleared before postdated payments are returned.” 

 
“Are you able to take advantage of the one-time payment today?” 
 Yes.  Great!  How will you be taking care of that? 

No.  That is perfectly fine, we have other options available, and I know one of 
them will work for you! 

 
“If yes:  Now let me explain how your insurance coverage works.  We will provide you 
with a detailed statement at the end of each month with all the necessary information 

which you send to your insurance company.  They will send you a cheque directly to you.  
We have found insurance companies reimburse their clients much faster and with a 

lot less hassle.  You are in great shape since you have $500 (patient’s value) available to 
you for this calendar year and another $500 (patient’s value) available beginning next 
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year.  That’s $1000 you can get reimbursed toward your care brining your actual 
investment down to (1771).  That’s much better than (4032____ isn’t it?).  Many of our 

patients have no insurance coverage at all!” 
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DAY 3 

NOTE: 

It is vital that patients are instructed on their welcome visit into your system on your 

clinic’s etiquette on patient adjustment flow.  This will save you time with regards to 

patients’ headrest paper, lying face down and adjustment time.  This script is applied 

by your front desk or tech C.A. while you are in prime time.  This should only take 1 to 

2 minutes and will preframe your patients that the adjustment turn around time is 

short.    

 
WELCOME VISIT  

2 MINUTES RECEPTION/HOT SEATS/ADJUSTMENT ROOM 

 

Platinum System : 

Welcome back, Jane.  Today I am going to show you our adjustment procedure.  We will 
assign you a chiropractic health card.  It contains you file data and is very important.  

Please keep it in a safe, yet easy to access place.  Each time you come in the clinic you 
will swipe your card in two places.  The first is here at the front – after you swipe, your 

name will appear.  When you see that, you can carry on.  If your name comes up RED 
please check in with our In C.A.  this means we need to tall you something.  Each patient 
on the hot seat knows their order.  When an empty room becomes available you may go 

ahead into the adjustment room.  Once you enter the room you will swipe your card again 
– you will see that it brings up your file information.  Please place your glasses and 

wallet, large earrings (anything which will interfere with the adjustment) in the bowl 
provided.  Please take a fresh piece of headrest paper and place it here (pat).  Please lie 
down on your stomach with your nose here (point).  When you lie down you take the 

gravity off your spine, your muscles and ligaments have a few minutes to relax and you 
will receive a much better adjustment.  After your adjustment please throw out your 

paper, and retrieve your belongings.  The handout is yours to keep and pass along after 
you have read it.  Thank you and have a great adjustment 
 

Travel Card System: 

Welcome back, Jane.  Today I am going to show you our adjustment procedure. After 

you sign in, I will give you a blue clipboard with your travel card and our “Inspirational 
handout.  As soon as you receive your clipboard you can go ahead and have a seat here 
on our hot seats.  Each patient on the hot seat knows their order.  When an empty room 

becomes available you may go ahead into the adjustment room.  I need you to place your 
clipboard here (on desk), please place your glasses and wallet, large earrings (anything 

which will interfere with the adjustment) in the bowl provided.  Please take a fresh piece 
of headrest paper and place it here (pat).  Please lie down on your stomach with your nose 
here (point).  When you lie down you take the gravity off your spine, your muscles and 

ligaments have a few minutes to relax and you will receive a much better adjustment.  
After your adjustment please throw out your paper, retrieve your belongings and bring 
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your travel card back out to the front desk.  The handout is yours to keep and pass along 
after you have read it.  Thank you and have a great adjustment. 

PROGRESSIVE EVALUATION (PE) 

ALLOW 5 - 10 MINUTES 

EXAMINATION ROOM / ROOM 6 

 
PREP 

 PE to be scheduled every 12 visit 

 1st PE requires questionnaire & gift certificate clipped to front of chart 

 Pull travel card/chart - fill out date (left side) & PE (right side) in red 

 Have they started traction yet? 

 Confirm appointment 24 hours in advance 

FRONT DESK/TECH CHA 

 After patient signs in, CHA greets patient with Progressive Evaluation Questionnaire 
(1st PE only) 

TECH CHA 

 Bring patient back to Room 6 or Exam Room 

 Checks weight/posture/ranges of motion 

 Shows traction if needed – notes on chart 

 Post it note for Doctor to check leg-lengths 

 Highlights any concerns on questionnaire for Doctor to review 

 Sends patient to hot seat area with clipboard/questionnaire & gift certificate attached 

DOCTOR 

 Doctor adjusts and review findings with patient 

 Graduates patient schedule if necessary 

 Congratulates on great results (may give testimonial sheet!) 

FRONT DESK 

 Congratulates on great results  

 Asks patient to ring the “Good News” chimes 

 Adjusts schedule if graduating down  
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PROGRESS EVALUATION SCRIPTING 

CONFIRMATION CALL 

Good morning Jane, its ________from the Chiropractors office.  I am confirming your 
Progress Evaluation scheduled for 8:30 am tomorrow.  Please allow 15 minutes as you 

will also be receiving your adjustment after your Progress Check!…Great!   We look 
forward to some great changes! See you tomorrow! 
 

FRONT DESK 

Good morning Jane!  Today is your Progress Evaluation.  I need you to fill out a quick 

questionnaire so we can monitor your progress. Thank you. 

TECH CHA 

Good morning Jane!  Would you please follow me back to the exam room?  Jane, today 

we are going to look for changes and improvements in; 
 

 Your posture  
- 90% of our brain’s energy is used for posture alone 

- As your posture improves, your nervous system will improve 
- Posture is the window to your spine 

 Weight distribution   

 Ranges of Motion 
 

Now Jane, please keep in mind that every change is a good change.  We want to see how 
your body is responding to Chiropractic.   

 
We will also be introducing you to “cervical traction” today!   

 Traction 

- Traction is essential like “brushing your teeth”.   
  -  Regular traction is essential to restore the “arc of life” 

 
The Doctor will be reviewing your results with you today. 

 
Super! We are finished in the exam room.  Please follow me and we can go right in to 
room #2 so Dr. ____________ can review your findings.  Thank you Jane! 

DOCTOR 

Doctor reviews findings (Doctors script) 

FRONT DESK 

Jane, congratulations…the Doctor said you are having phenomenal changes!  That’s 
great!  You have to ring our “Good News” chimes…Just reach up and ring them loud so 

everybody hears how Chiropractic is helping you.  Would you be kind enough to share 
your story with others for our testimonial book? 
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Jane, how was your Progress Evaluation?  Not really good, only a few small changes!  
A few small changes is a great start Jane!   

 

 Correction takes time. Adjustments slow down spinal decay, correct subluxations and 

help your body function more efficiently.  

 Every patient heals at a different rate.  

 Being consistent with your appointments helps greatly.  

 Many patients notice they get fewer colds and flus under regular Chiropractic care!  

 
COMPARATIVE EXAM – (CE) 

30 MINUTES - EXAMINATION ROOM 

PREP 

CE done at 36 visits (3 months) w/3 month questionnaire & gift certificate 

CE done near the end of IIC/1st 90 days (24-25 visits) includes scan 
CE done at 11 months w/11 month questionnaire & gift certificate 

 

 Pull chart/fill out date (left side) CE (right side) in red 

 Date on x-ray report with views, if known 

 Questionnaire with name and date clipped to front of chart 

 X-ray card prepped, clipped to front of chart 

 Gift Certificate clipped to front 

 X-rays pulled (all) 

 Original chart(s) pulled 

FRONT DESK 

 Greets patient & has them fill out questionnaire 

 Flags Tech CHA when patient is ready 

TECH C.A./DOCTOR/EXAM DOCTOR 

 Leads patients back to exam room 

 Weight Distribution/Posture/Range of Motion/Scan 

 Cervical spine x-rays or Full set 3 views done at 1yr CE  

 Flag Doctor for x-rays (cassette in bucky/measurements complete) 

 Note views taken 

 Post it for leg-lengths 

 Post it for next visit either Mini CR/Conversion CR/Year CR  

 

COMPARATIVE EXAM SCRIPTING  

CONFIRMATION CALL 

Hi Jane, its _______calling from the Chiropractors.  I am calling to confirm your 
Comparative Exam appointment for Wednesday (tomorrow) at 3:00 PM.  Please allow 30 

minutes for your appointment.  You will be receiving your adjustment at that time to.  
Thanks Jane, we are looking forward to your exam tomorrow. 
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FRONT DESK 

Good Afternoon Jane!  Today is your Comparative Examination.  I need you to please fill 

out this quick questionnaire so we can monitor your progress and compare your changes 
to previous evaluations. 

TECH C.A./DOCTOR/EXAM DOCTOR 

Jane, would you please follow me to the examination room.  First I need you to change 
into a gown (same scripting as new patient).  Your examination today will include three 

parts; first we will be doing the computer scan, and then looking at posture, weight 
distribution and range of motion and then we will be taking x-rays… 

 
Jane, ______at the front desk will be scheduling a (Mini) Comparative Report for you so 
the Doctor can review your x-ray and results of your exam you had today. She can 

schedule this at the same time as your next adjustment, so please stop and see her on the 
way out. Thank you and have a great day! 

 
Jane, please stop and see ________at the front desk so she can schedule a Comparative 
Report for you.  Dr. _________ will be reviewing all of the findings from today and 

comparing them with your original or past findings.  There are specific times set aside for 
these reports as they do take extra time to do properly.  ________will find the time that 

works best for you. 
Thank you and have a great day! 
 

MINI COMPARATIVE REPORT  - (MCR) 

5 MINUTES 

ADJUSTMENT ROOM W/VIEWBOX 

 
PREP 

 X-rays marked ( 2 cervical spines) up on view box 
 

FRONT DESK/TECH 

 Tells patient to go into specific room so Doctor can review changes and results of 

Comparative Exam 

DOCTOR 

 Adjusts patient 

 Review changes, improvements  

 May set new goals/introduce traction… 

FRONT DESK 

 Congratulates patients on great changes 

 Have patient ring the chimes 

  
YEAR COMPARATIVE REPORT (YCR) 

ALLOW 30 MINUTES 

RECEPTION W/GROUP OR REPORT ROOM 
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PREP 

 Statement printed for last 12 month period 

 Wellness Plan 

 Discovery Workshop list 

 X-rays marked and ready 

 Gift ready to give & camera ready to take picture 

FRONT DESK 

 Confirm 24 hours in advance 
 

MINI COMPARATIVE REPORT (MCR) & YEAR COMPARATIVE REPORT 

SCRIPTING (YCR) 

 

FRONT DESK 

 
Hi Gary, today is your mini-comparative report…your going to go right in to room #2, 

the Doctor will adjust you first then will review your results of your comparative 
examination. 

 

Looks like someone will be ringing the chimes today!  

 

(YCR) 

FRONT DESK/TECH 

Jane, Gary, Holly, June will you please follow me back to the Report Room. 
Dr. _________is going to speak with you as a group for a few minutes and then will be 
taking each of you back individually to review your results and set some new goals for 

your next year. 

DOCTOR 

Insert Doctors script here 
Reviews wellness…as group 
Reviews individual results and confirms new wellness schedule and commitment for next 

year of care and lets patients know that ________will be reviewing their wellness plan 
with them. 

C.A. 

Congratulations on completing a successful year.  I am going to review our most cost-
effective wellness plan with you.  The Doctor has recommended 1x/week…plus your 

progressive and comparative exams…review payment options…(see similar scripts for 
HIP Plans). 

 
We would like to celebrate and take your picture for our Optimal Health Board… 
The Doctor has a little gift for you today (give book, gift…) welcome aboard, we look 

forward to another healthy year with you! 
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ADJUSTMENT PROTOCOL AND SCRIPTING  

FOR “WELCOMING” NEW PATIENTS 

 
UPON ARRIVAL 

 

Please remove your shoes or boots and print your name on our sign-in sheet at the front 
desk.  Our friendly team will advise you to have a seat in the reception or direct you to 

our “hot seats” with your chart and clipboard. 
 

COLORED CLIPBOARD SYSTEM 

 

Dr. ____________  BLUE   ROOM #1 OR #2 

Dr. ____________  PINK   ROOM #3 OR #4 
 

Since there are times when 2 doctors are working side by side you need to note the color 
of the clipboard you have.  If there are other people with clipboards the same color as 
yours on the “hot seats” then you must allow them to get adjusted ahead of you. 

 
Once all of the same colored clipboards have gone, you will be the next patient to find 

your way into the next available adjusting room that your doctor is working out of. 
 
ONCE IN THE ADJUSTMENT ROOM 

 
It is important that you place your chart on the counter, empty your pockets of any loose 

change, keys or other items in the bowls provided. 
 
Next take a fresh piece of square headrest paper and place in the center of the adjusting 

table and then lie down and relax before you see the doctor. 
 

BENEFITS OF LYING DOWN 

 

When your spine is out of gravity, your muscles and ligaments have time to relax and this 

allows you to have a much better adjustment. 
 

AFTER YOUR ADJUSTMENT 

 

Please discard your headrest paper and gather your personal belongings before exiting the 

room.  You can keep your clipboard and chart with you if you are tractioning and then 
return it to the front desk after traction. 

 
 
HAVE A GREAT ADJUSTMENT! 
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PROBLEM REPORT/REPORT OF FINDINGS TRAINING SCRIPTING 

 

Welcome back Mrs. Jones.  Please remove your coat and shoes and help yourself to 

our slippers  (point to them) 

 
I need you to please print your name on our sign in sheet and announce your 

arrival! (touch sign-in sheet) 

 
May I have your insurance verification form please! 

(show sample if needed!) 
 
(Draw yourself a map or remember who is who – what they are wearing) 

 
Call everyone individually by name 

 
John, Joe, and Same could you please follow me! 

 

(Walk backwards) and explain “We will now be going to the patient education 

room/report room. 

 

(Guide them into the room) to take a seat (know who is where?) 
 

First, I would like to welcome everyone back today.  For those of you who do not 

know me, my name is _____________. 

 

Today is your problem report/report of findings. 

 

We are going to start with a short but very powerful video (touch TV) which will 

explain subluxation degeneration (point to word on chart).  This way when the doctor 

is reviewing your x-rays this will help you understand what a normal spine looks 

like and the different phases of disc degeneration as well as the benefits of 

chiropractic care. 

 

After the video one of the chiropractors will come in and speak to you briefly as a 

group then they will take you back individually to review your exam and x-ray 

results.  Should they detect vertebral subluxation and accept you as a patient…you 

will receive your first adjustment. 

 

The adjustment fee is ______________. 

 

I will now start the video  (press play), the video will instruct you to come and get me 

but please remain seated as I have set a timer. 

 

Can everyone hear this?  (adjust volume if needed) 

Great!  Thank You! 
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Leave door open 
 

Put all files in order left to right 
 

Set Timer 
 
Let Doctor know who is where  

(a map with names for a large group will help) 
 

Anyone who missed, please bring up the travel card so front desk can call immediately 
and re-schedule! 
 

15 minutes later after group report, check in and see if anyone needs snacks or tea! 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 



CHIROPRACTIC MASTERS 

 112 

OBJECTION MANAGEMENT SCRIPTS 

  

A. Doctor’s Report 

  

Many of you have been asking for help with objection management.  What I have done is 
compiled a few objection management solutions to the most common daily problems that 
you may encounter.  After reading these should you have objections that have not been 

addressed in this Follow The Leader please email them at GCC and I will compile 
answers to everyone’s objections on the next Follow The Leader. 

  
Patient            “I can’t make the Doctor’s Report because I have to work.” 
  

Doctor/CA      “I understand.  We can provide you with a letter of excuse from work so 
that you may attend the Doctor’s Report.” 

  
Patient            “I’ve been to a Chiropractor before and I already understand all of this 

Chiropractic stuff.” 

  
Doctor/CA      “I understand however, it is our office policy that all of our patients attend 

the Doctor’s Report so that they may understand their need for care, the 
research behind their care, how to get well and stay well, save time and 
money and how to get involved in their care to improve the quality and 

quantity of their lives.” 
  

Patient            “I understand your policy, however I absolutely refuse to come to the 
Doctor’s Report.  I just want to see my results.” 

  

Doctor/CA      “What I’m going to do Mrs. Jones, is book you in for a preliminary report 
with Dr. __________.  He will briefly review your findings and explain 

the importance of the Doctor’s Report before he begins care.  Will that 
work for you?” 

  

Patient            “Yes, great.  Thank you.” 
  

Doctor (at the preliminary report) 
  

“ Mrs. Jones, I have bad news for you.  We did find multiple areas of 

subluxation on your x-rays, which is responsible for your lowered state of 
health.  You can see from your neck curve you have a severe reversal 

which is choking your nervous system and your life force.  You can also 
see from the thermal scan the severity of the nerve interference due to the 
loss of normal curve and spinal decay.”  (I first of all want to thank you 

for returning to Chiropractic, however I want to apologize for your 
previous chiropractic care that did not completely correct the underlying 

spinal decay). 
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“In order for you to be a patient in my clinic it is imperative and vital that 
you attend the first half of your report of findings called a Doctor’s Report 

in order to understand the current research and benefits and procedures 
required to properly correct this spinal decay.  This will help you improve 

the quality and quantity of life and move you back towards a state of 
wellness.  And I’m sure that’s what you want, isn’t it?” 
  

Patient            “Yes it is Doctor.” 
  

Doctor             “What I’d like to do is welcome you to my Chiropractic family by first 
giving you a light chiropractic adjustment.  I’ll then escort you to the front 
desk, explain to my front desk C.A. about your next visit at our Doctor’s 

Report.” 
  

B. Money Issues 

  
Patient            “There’s no way I can take advantage of the one-time payment today.” 

  
Doctor             “I understand and appreciate your honesty.  We do have a form of 

payment called “Care Credit” whereby we absorb the interest rate for the 
first 12 months and you can pay as little or as much off as you please.  
Will that work for you?” 

  
Patient            “Yes.” 

                         
                        “No.” 
  

Doctor             “What we can do is extend to you a care plan over 3 months with a 5% 
discount, which you can apply to your credit card to earn Air Miles.  Is 

that something that may interest you?” 
  
Patient            “Yes” 

  
                        “No” 

  
Doctor             “We can look at 10 monthly payments of $288 or we can spread that out 

over 12 months at $240 per month.  Which works best for you?” 

  
Patient            “10 months/12 months would work fine thank you.” 

                         
“$240 per month is still more then I can afford.” 
  

Doctor             “I appreciate your honesty.  How much is too much on a monthly   basis?” 
  

Patient            “I could afford $200 per month.  That is all I can budget for.” 
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Doctor             “I could absorb the $40 per month and extend to you a $200 a month 
invest fee, however I do ask that you: 

1.      Keep our agreement confidential 
2.      Maintain your adjustment schedule 

3.      Pay the full fee when you are in a better financial position 
4.      Take these 4 referral cards and refer in at least 4 other people 

  

“Could you do that for me?” 
  

Patient            “Yes, thank you Doctor.” 
  
                        “There’s no way that I can afford $200 a month.” 

  
Doctor             “What I can do is extend to you a student fee of $176 per month.  This is 

extended to patients who are disabled, unemployed, single moms or 
students.  Does that work for you?” 

  

Patient            “Yes, great thanks.” 
  

                        “I just bought a house/I’ve lost my job/I’ve maxed out my credit, etc” 
  
Doctor             “For patients who are financially strapped we do extend one person per 

week a scholarship fee.  My chiropractic assistant will review the financial 
assistance program with you to see if a scholarship applies in your case.” 

  

C. Time Issues 

  

Patient            “There’s no way that I can make it 3 times a week because of my work 
schedule.” 

  
Doctor             “I understand, however to get the best results it is vital to start you at 3 

times per week.  We do have early morning and late evening appointments 

that allow you to get in and out of my office within 10 minutes.  Would 
either of those times work for you?” 

  
Patient            “I didn’t realize that you had early morning or late evening appointments 

available.” 

                         
                        “I didn’t realize the appointments were so short, I thought I’d be here for 

an hour every adjustment.”  
                         
                        (It’s important that your patients know the adjustment turnaround time is 

short as people have a preconceived perception that the visit time is 
greater then 10 minutes). 
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                        “I drive in all the way from Timbuktu/I’m only in the city 2 times per 
week/I can only get in 2 times per week because of my job” 

  
Doctor             “What we can do is try adjusting you at twice a week, however we have to 

extend the care program over 6 months instead of 3.  It may take longer 
for the healing to begin and for symptomatic changes to start, but if you 
can commit to 2 times per week I’m willing to accept your case.” 
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FEE SCHEDULE 

& COLLECTION 
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Patient Categories & Health Investment Plans 

 
Regular Majority of patients are under this category – default in computer 

Student Full time student (id may be requested – student card) 
Scholarship Single mother, welfare, social assistance, disability (student fee is set on 

computer for scholarship patients) 
 
We accept cash, cheques, Interact (Debit), Visa and MasterCard. 

 
Our policy is payment is due when service is rendered 

 

OTC – Over The Counter/PPV – Pays Per Visit 
 

There are on occasion a few maintenance patients who pay/visit.  The balance on account 
must be paid immediately after the adjustment.  We collect these fees over the counter 

(OTC) and keep and updated list of OTC patients at the front desk. 
 
The majority of patients have opted for one of the following pre-payment payment 

options because: 
 

 The can concentrate on healing and not worry about finances 

 It saves them time – they don’t have to wait in line to pay 

 It saves them money – they don’t have to pay bank charges for cheques or interact 
fees 

 A one-time payment can be beneficial towards income tax that year 

 They can earn points or air miles on their visa/MasterCard 

 
Dr. Recommended Care  
 

There is no extra charge for any additional care recommended by the doctor. 
 

Pre-payment Options 
 
IIC – Initial Intensive Care – first 60-90 days 

 
Patient follows recommended care (3x/week for 60/90 days) 

A comparative examination and comparative report are scheduled well in advance before 
the intensive phase of care is complete and corrections care is presented. 
 

HIP – Health Investment Plan 
 

Dr. recommended care for 12 months (approximately 80-88 adjustments) 
3 payment options are offered.  The majority of patients make 1 payment to save 10%!  
The patient has a choice to pay either by cheque or automatically on their credit card 

taken out on the 1st or the 15th of each month. 
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WP – Wellness Plan 

WP1  once a week   
WP2 every 2 weeks 

 
Dr. recommended wellness/maintenance care based on one of the above number of visits 
per month.  Some patients may have a combination of WP1 & WP2 depending on 

progress.  The clinic has either cheques or credit card to input on the 1st or the 15th of 
each month. 

 
FP – Family Plan  $399.00 for family of four 

Dr. recommended care for a family of four starting corrective care.  Two adults, two 

children ($20.00 for each additional child).  Agreement is signed by both parties 
(husband & wife) 

 
FWP – Family Wellness Plan $199.00 

Dr. recommended care for a family of four starting wellness/maintenance care.  Two 

adults, two children ($20.00 for each additional child).  Agreement is signed by both 
parties. 

 
SCH – Scholarship 

Offered to a patient or family who is having financial hardship.  Patients must apply and 

qualify for a scholarship by first filling out an application.  Two (2) scholarship plans will 
be offered per month/doctor.  A reduced monthly fee is set making it affordable for a 

patient who is committed to their health and who makes chiropractic a priority. 
 
COLLECTIONS 

 
For many individuals, money is an emotional issue.  More often then not, our belief 

systems affect our ability to collect for our clinic.  People will often spend more money 
on their homes, pets, cars, junk food and cigarettes than they will on their health. 
 

Money is not an issue.  Value for service is what we deal with on a day to day basis. 
Collections can be painless if we detach ourselves from the dollar and attach ourselves to 

the value of the service given. 
 
Remember in every exchange there MUST be an equal exchange of worth or value.  If 

this is not the case it leaves one party feeling guilty.  This is not the level on which you 
develop a good relationship. 

 

Words to Eliminate  Effective Phrases 
 

That’s $35.00 dollars!  That will be 35 please! 
You owe us   The balance in full is 

Are you paying today? How will you be taking care of that today…cash or cheque 
Plans    Health Investment 
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Contract   Agreement 
CONSEQUENCES OF IMPROPER COLLECTIONS 

 

 High accounts receivable 

 Stress 

 Poor patient retention 

 Less referrals 
 

CONSEQUENCES OF PROPER COLLECTIONS 
 

 Low receivables – in credit 

 Appointments kept, better retention 

 Patients feel better 

 Less stress 

 More referrals 
 

INVALUABLE COLLECTION TIPS 
 

 Never ever hide your fees! 

 Explain your established fee schedule on the first visit 

 Give a choice of something and something – a yes/yes option vs. a yes/no option 

 Act as if you expect the patient will take care of their account – everybody always 

pays! 

 Remove money from the counter as soon as possible.  The longer it sits, the more 

hesitant the patient becomes. 

 Always collect on the first visit – establish your policy now! 

 Stand up when asking for payment.  This increases the C.A.’s confidence and reduces 
resistance. 

 Allow for special arrangements sparingly, get a commitment and record on travel 
card 

 

DIFFICULTIES WITH COLLECTIONS 
 

These things will happen if you have a patient who feels guilty about an outstanding 
account balance. 
 

 Patient begins to miss appointments 

 Patient finds fault with the office and/or service rendered 

 Patient does not refer other to care 

 Patients holds onto symptoms to justify not paying account 

 Patient consults with another office and pays cash 

 
If any of these sound familiar to you, take a close look at your feelings around and 
purpose for collections. 
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Now that we know how to spot difficulties with collections, let’s see what happened 
when we do collect and patients pre-pay! 

 

 Patient responds to care given and has pleasing results  

 Patients refers others to office for care 

 Patient keeps appointments and stays on schedule 

 Pays in full and makes comments such as “It’s worth every penny” 

 Is a happy, co-operative patient 

 Tends to sign on year after year 
 

FINANCIAL OFFICE POLICIES 
 

We run a ZERO balance clinic, which means a $0.00 balance at the end of the week, 
unless a financial arrangement has been made.  The reasons for this are outlined in the 
Collections section. 

 
We do not cut our rates.  Remember the patient only gets a life giving adjustment to 

remove subluxation and restore their health.  It is a deal when compared to medical 
intervention – the cost and side effects.  We therefore increase the patients’ awareness of 
the benefits of the adjustments. 

 
It has been our experience that those who are given financial breaks, miss appointments, 

do not refer and furthermore do not value their care. 
 
Financial plans and options, as well as clinic policies are given to the patient at the end of 

their SOLUTION report. 
 

Health Investment Plans (HIP) are encouraged to reduce the amount of paper work at the 
front desk each subsequent appointment.  Scheduling visits in advance will also reduce 
phone calls, missed appointments and repeated bookings. 

 
Receiving payment for the initial examination and problem report sets a precedent of 

payment and prevents high accounts receivables.  You must receive payment for all 
appointments until a decision is made regarding a payment plan. 
 

COLLECTION SCRIPTS 
 

Mrs. Jones that will be 25 today.  Will that be cash or cheque? 

I’ve left my cheques at home.  Can I pay next visit? 
 

We have Interact (debit), Visa and MasterCard, which would be more convenient 

for you? 

I’m sorry, but I left my wallet at home! 
 
We conveniently have a bank machine downstairs/around the corner 

I didn’t bring that much 
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I didn’t come prepared for that much 
I didn’t know I would have to pay today. 

 
I understand, you may make a partial payment today and take care of the balance 

in full tomorrow. 

 

I see.  I will make a note on your travel card and the computer that you will be 

taking care of your account at your next appointment (do make a note – consistency 

is very important) 

 

Mrs. Jones that will be a total of 100 today please.  Will that be cash or cheque? 

 

I would like to build up an account and take care of it monthly. 
 

Mrs. Jones, as you know our office policy is that you take care of your account as 

the service is rendered to save you time and costly bank charges, I can make 

arrangements for you to pre-pay your visits in advance.  Would that work for you? 

 

Use the doctor/manager/accountant to emphasize the office policy anytime. 

The accountant has request payment in full of your account Mrs. Jones. 

 

DELINQUENT ACCOUNTS 

 
Unfortunately, on occasion an account slips through the cracks and becomes delinquent.  

The following action steps are recommended for successful collections.  You may or may 
not follow them in the exact order depending on each situation and response. 
 

 Verbal request for balance in full 

 Office manager/doctor addresses account with patient in consultation room (best) or 

on phone 

 Statement send #1 with balance highlighted and “Would you kindly remit balance in 

full” by due date 

 Statement send #2 “second notice/request for payment in full by due date 

 Telephone call – have you received our statements? – When can we expect payment 
in full?  How can we help you clear this balance – suggest post-dated cheques/spread 

out credit card payments… 

 Final notice or collection letter – strike 1 2 3!  (see sample letters) 

 Final telephone call before collections 
 

Very rarely do we submit an overdue account to an outside collection agency.  It is 
usually in the best interest to the patient and for the clinic to try and handle the account 
without a collection intervention.  Clinics that must resort to a collection service need to 

reinforce and review their office policies and procedures regarding finances. 
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CHRISTMAS WRITE OFFS 
 

In our clinic, we believe in the saying “What goes around comes around!” and with that 
in mind, many of our delinquent accounts will be written off at years end.  A letter is sent 

to the patient wishing them a wonderful Christmas and informing them that their balance 
is now $0.00. 
 

COLLECTION TIPS 
 

 Know your office financial policies and enforce them with confidence 

 Red flag at a maximum dollar amount - $50.00 plus is a warning for a delinquent 

account 

 Offer solutions and different options to help a patient clear their balance – spread out 

payments 

 Handle delinquent accounts with professionalism 

 Be kind – you will receive a faster response 
 

INSURANCE & WSIB 
 
Our clinic is a cash practice.  We DO NOT accept third party payments or direct 

insurance cheques.  Our clinic will provide a detailed statement that automatically prints 
at the end of each month.  Patients can submit to their extended benefits directly and 

receive remittance much quicker. 
 
EXCEPTIONS 

 
Exceptions can be made where there are financial difficulties only with the Doctors 

approval. 
 
If an existing patient has a motor vehicle accident (MVA) or work injury (WSIB) and the 

doctor makes a special exception for direct payment, the necessary forms must be filled 
out including a release form and authorization for direct payment to the clinic.  Any 
health investment plan that the patient is currently on will freeze until the accident claim 

has been completed. 
 

The office manager or C.A. will submit all outstanding insurance claims and WSIB 
claims promptly at the end of each month.  Cheques will directly remit to the clinic.  In 
the event that an accident claim is denied, the patient must understand and sign an 

agreement that they are directly responsible for any outstanding payments not covered by 
WSIB or their extended benefits.  It may seem like more work to submit on behalf of the 

patient, but it is best that the clinic stay in control of submission and remittance of any 
outstanding balances. 
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Date: _______________________ 

 
Patient: ______________________ 

 
Amount Due: __________________ 
 

 
Re: Overdue Account 

 
WE WANT A CHECK OF SOME KIND ON THIS ACCOUNT: 

 

Either a real cheque or a pencil check in one of the squares below.  Between the two of 
us, we would like to know just where we stand, so check up on your finances and drop us 

the good news:  
 

□ Here’s all of it. 

 
□ Here’s part of it to show you my heart’s in the right place 

 
□ Mailed cheque yesterday 

 

□ I am sending cheque but it’s postdated a few days 
 

□ Cannot possible make it today – will send one by _______________(date) 
 

□ Will pay $_________ each pay day without fail 

 
□ Don’t intend to pay until I’m sued for it – submit my file to collections! 

 
Give any reason you may have for not sending your payment:  
________________________________________________________________________

________________________________________________________________________
________________________________________________________________________

________________________________________________________________________ 
 
 

A reply envelope is enclosed for your convenience. 
 

 
 
 

The Accounting Department 
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_____________________________ CHIROPRACTIC CLINIC 

 

 
 
 

Dear _______________________________ 
 

 
Our year-end accounting uncovered a balance due on your account.  This may be cleared 
in one payment or in monthly payments.  We accept cheques(s) payable to 

_________________ and VISA or MasterCard may be phoned in. 
 

 
Thank you for your attention to this matter. 
 

 
 

The Accountants Manager 
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ATTITUDE 
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ATTITUDE 

 
How are attitudes established? 

 

 Thinking positive 

 Smiling 

 Being in present time consciousness 

 By goal setting 

 Being on purpose 

 Listening to others 
 

Good Attitude 
 

 Team player 

 Sharing 

 Enthusiasm 

 Lots of referrals and patient compliance 

 Willingness to listen to others 

 Accepting constructive criticism 

 Do not be influenced by negative people or events 
 

Poor Attitude 
 

 Low self esteem 

 Staff hostility 

 Poor belief system 

 Affected by trivial events or irritating people 

 Dwelling on 10-20% instead of positive 80-90% 

 Dislike job 

 
Attitudes are not changed overnight.  It requires consistent evaluation of each situation.  

The person with an inherent good attitude is able to constructively look at a situation and 
determine the course of action he/she will take.  The person who has a less than desirable 
attitude will react, as opposed to making a choice.  Good attitudes can be established 

through consistent effort. 
 

Our attitude affects every aspect of our lives.  The views we have of the world and 
ourselves can either be of a positive nature or of a negative nature. 
 

We do have a choice of how we want to view situations.  The handling of your attitude 
determines professionalism. 

 
Professionalism can be utilized in everyday situations, enabling you to come away with a 
positive outcome. 
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PROFESSIONALISM 

 

 Capable 

 Knowledgeable 

 Responsible 

 Competent 
 

Does your personality have an effect on stimulating new patient referrals? 
 

YOU BET! 
 

 Positive Mental Attitude 

 Appreciation 

 Compassion 

 Optimistic 

 Interacting 

 Assertive 

 
VERSUS 

 

 Negative 

 Cautious 

 Doubting 

 Assessing 

 Timid – shy 

 Guarded 
 

Your personality has a direct link to growth in the practice.  You are most often the first 
impression for the patient.  You represent Chiropractic, your Doctor and your team 
members.  You have been chosen to represent our clinic because we feel your personality 

will enhance our team.  We are confident that you have the right attitude that will provide 
a professional and positive environment for our patients. 

 
Helpful Do’s & Don’ts 
 

 Offer your patients honesty, quality, competency and caring  

 Go above & beyond the call of duty 

 Smile, smile, smile  

 Never disagree with your patients 

 Let your patients know that they are important to you  

 Take the initiative and find out about our services 

 Make conversations with your patients 

 Have faith in your doctor and his/her ability to heal. 
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THINGS A D.C. DOES NOT LIKE 

 

 C.A. not following their checklists  

 Your checklist has been designed for you to execute your position to the very 
best of your ability so every procedure and task is completed. 

 

 C.A. losing track of patients 

 There are a number of ways to lose track of patients and they all involve the 
assistant failing to efficiently complete cycles. 

 Failure to identify red flags/warning signs 

 Failure to schedule next appointment date 

 Failure to follow missed appointment procedure 

 

 Patient’s next appointment not booked 

 All patients must be mapped in the computer.  It is your #1 priority to make 

sure all patients have a “next” appointment scheduled in the computer.  A 
patient must never leave without an appointment either confirmed or tentative. 

 

 C.A. allowing account to rise 

 Always collect the first visit.  Payment is due after service is rendered.  

Remember prevention is the cure. 
 

 C.A. allowing patients to discontinue 

 Patient’s who want to discontinue care, must be addressed with the Doctor at 

the end of the day so that he/she may either re-educate them or dismiss them 
from care. 

 

 C.A. taking numerous personal calls. 

 With the exception of an emergency, personal calls must never interrupt prime 
time.  Save personal calls for lunch hours or times when patients are not able 

to hear you. 
 

 C.A. not getting excited over patient progress 

 Doctors like to know that you understand and appreciate the ability of  the 
body to heal and remain healthy as long as there is no nerve interference.  Get 

excited that your Doctor has the ability to remove nerve interference and to 
structurally balance the patient’s spine.  This is what makes his/her patients 

well. 
 

 C.A. not taking pride in reception and work area 

 Remember that the office is a reflection of your Doctor.  It is important that 

the reception is neat and tidy.  Your work area is a reflection of you.  To avoid 
being labeled disorganized, it is important that you take care of your own area. 
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 C.A. being late for work or from lunch 

 It is recommended that you arrive at the clinic 15-30 minutes before seeing 
patients, both in the morning and after lunch.  This allows you time to plan 

your day, pull your files, take messages from the machine and prepare your 
day. 

 
It is important that we create an atmosphere free of stress for the Doctor.  Taking care of 
preceding points will certainly be a start. 

 
Essentially we do not want anything to disturb the flow of healing energy that is created 

as the Doctor sees patients.  Your patients deserve his/her undivided attention and 
concentration.  If your Doctor has to keep track of other areas in the office, which could 
easily be looked after by you, the patient loses. 

 
Our goal is to help the Doctor provide quality Chiropractic care. 

 

The following pages were contributed by a Doctor of Chiropractic.  We felt it was 
important to include them to give you a D.C. opinion. 

 
WHAT MAKES A GOOD C.A. 

 
A good C.A.  
 

 Is dedicated to serve more patients 

 Does a good job from 9-5 

 Is cheerful from 9-5 

 Has a pretty good job 

 Listens and watches 

 Helpfully ask patients when they would like to come in 

 Converses with patients 

 Books in new patients 

 Answers yes 

 Ponders decisions 

 Contemplates changes 

 Solves problems 

 Has a vision 

 Satisfies patients 

 
WHAT MAKE A GREAT C.A. 
 

A great C.A. 

 

 Is dedicated to serve patients more 

 Does a great job from start until the job is finished 
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 Is always cheerful – 9.5 attitude! 

 Has a career 

 Gets involved! 

 Tells a patient what times are available 

 Converses about chiropractic 

 Scheduled new patient and gets all the necessary info, gives wow statement, 
reinforces location and welcomes new patients 

 Answer yes because… 

 Makes decisions 

 Suggests changes 

 Eliminates problems 

 Solution oriented 

 Has clearly defined written goals 

 Enthuses patients 

 
MASTERY 
 

Mastery in one’s career and consciousness growth simply requires that we constantly 
produce results beyond and out of the ordinary.  Mastery is a product of consistently 

going beyond our limits.  For most people, it starts with technical excellence in a chosen 
field and a commitment to that excellence.  If you are willing to commit yourself to 
excellence, to surround yourself with things that represent this and miracles, your life will 

change (When we speak of miracles, we speak of events or experiences in the real world, 
which are beyond the ordinary). 
 

It is remarkable how much mediocrity we live with, surrounding ourselves with daily 
reminders that the average is the acceptable.  Our world suffers from terminal normality.  

Take a moment to assess all of the things around you that promote your being “average”.  
These are the things that keep you powerless to go beyond a “limit” you arbitrarily set for 
yourself.  You first step to mastery is the removal of everything in your environment that 

represents mediocrity, removing those things that are limiting.  One way is to surround 
yourself with friends who as more of you than you do.  Didn’t some of your best 

teachers, coaches and parents…? 
 
Another step on the path to mastery is the removal of resentment toward masters.  

Develop compassion for yourself so that you can be in the presence of masters and grow 
from the experience.  Rather than comparing yourself and resenting people who have 

master, remain open and receptive; let the experience be like the planting of a seed 
within you that, with nourishment, will grow into your own individual mastery. 
 

You see, we are all ordinary.  But a master, rather than condemning himself/herself for 
her “ordinariness”, will embrace it and use it as a foundation for building the 

extraordinary.  Rather than using it as an excuse for inactivity, he/she will use it as a 
vehicle for correcting, which is essential in the process of attaining mastery.  You must 
be able to correct yourself without invalidating or condemning yourself, to accept results 
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and improve upon them.  Correct, do not perfect.  Correction is essential to power and 

mastery. 

“Excellence doesn’t mean we have to be 100% better in any one thing; 
it means we strive to be 1% better in 100 things” 

 
Jan Carlzon, Former CEO 

 
GEMS 
 

 Don’t just tell people chiropractic is great, EDUCATE them! 
 

 Use wow statements.  When a patient makes a dramatic improvement in their care, be 
sure to get excited with them.  Ring the chimes!  When a patient refers another to 

your office for care be sure to thank and gift them, out loud in the reception room!  
Plant the see! 

 

 Remember that it is not the satisfied patient that refers, it is the enthusiastic patient 
that refers! 

 

 Be sure to regularly review the basics of your procedures.  It is necessary to 

remember that implementing new procedures are wonderful as long as the basics are 
not dropped by the wayside.  What is done repeatedly eventually becomes natural to 

you. 
 

 Educate your patients so that they understand a Chiropractor’s job is to structurally 

balance the spine.  A symptom disappearing is a bonus! 
 

INSTINCT THAT MOTIVATE 
 

Survival 

 physical, emotional and financial 

 
Desire to be recognized, appreciated and approved of 

 This is why people buy big homes, cars and diamond rings.  Be sure to fill this need 

in them and recognize the things they are interested in.  Patients refer others because 
the office atmosphere is nice and the people working there are great! 

 
QUICK TIPS WHY OUR CLINIC IS THE BEST 
 

 Most advanced adjusting technique 

 State of the art “Subluxation Station” 

 Doctors and Team attend educational seminars and up to date training 

 Cost effective wellness plans for the whole family 

 Warm, friendly healing environment 

 Lending library 
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 Powerful presentations to companies, clubs 

 Members of ICPA, CCA, ICA, CAC… 

 Natural safe approach to health vs. drugs and surgery 

 Lots of free parking 

 Convenient office hours 

 Flex Schedule 

 2 doctors – quick and efficient 

 Health network 

 Complimentary Discovery Workshops 

 Children’s Resource Centre 

 Website/e-mail of complimentary newsletters 

 
MASTERING TIPS TO THE TOP 

 
Mastering the following skills, attitude and ideas will automatically increase patient 

volume, help you serve more patients more efficiently and transform your job into a fun 
and fulfilling career! 
 

 Use power words 

 Maximize the detrimental effects of subluxation 

 Never ask, “How are you?”  never talk symptoms 

 Map yourself and get adjusted regularly 

 Study 15 minutes a day! 

 Be a team leader! 

 Play your favorite CD 

 Shadow other high volume offices 

 Get up earlier 

 Praise and appreciate your Doctor 

 Re-organize your desk – have everything within arms reach 

 Get in tip top shape 

 Have a priority list 

 Graze on healthy food all day long 

 Always look for a solution first! 

 Have power weeks – pack the schedule book – pack a day! 

 Know your scripts cold – own them! 

 Improve your short hand notes 

 Do not become too familiar with your patients 

 Only schedule large group reports 

 Disneyland your office 

 Never let a patient leave without an appointment 

 Decorate the office for every special occasion 

 Have fund days in the office 

 Se mini-goals throughout the day 

 Get together with team members outside the office 4x/year 
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 Say less and mean more 

 Share testimonials 

 Ask to attend seminars as a bonus 

 Listen to an inspirational tape before your shift 

 Become a master at delegating 

 Meditate – feed your soul! 

 Review x-rays with the Doctor – ask questions 

 Hold and hug the babies often 

 Buy fun & educational toys often 

 Fill & follow up your master lead sheet 

 Get involved in fund raising for local charities 

 Turn off the negative news, TV, radio… 

 Put up a new joke on the team board weekly 

 Take turns bringing in the muffins! 

 Ask for help when you need it/Offer help – often! 

 Pray 

 Always start strong – finish strong 

 Write notes to each other during prime time “Your rock-Doc!” 

 Remember and celebrate birthdays, anniversaries, and the little things that mean so 
much! 

 Be thankful for such a rewarding career of helping save lives. 
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OUR LASTING 

PURPOSE 
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PURPOSE STATEMENT 

 
We intend our clinic to be the best. 

 
We are proud of the quality of our team and our services. 
 

Your attitude will determine the quality of your work and your experience with patients.  
A cheerful smile, a friendly communication or your acknowledgement to a sick or 

unhappy person creates an atmosphere of health and well being.  We never make a 
patient feel wrong, we offer support, not criticism.  Our patients are dependent upon us; 
our reputation is dependent upon them.  Our patients are not an interruption to our work – 

they are our work.  Our patients are the most important people in our office; without 
them, our profession has no purpose. 

 
We believe that you, the Chiropractic Assistant, are an extension of the chiropractor.  We 
rely heavily on you to ensure that patient flow into and out of the clinic is smooth and 

uninterrupted.  You are also responsible to see that all related work is complete for each 
patient.  In order to accomplish this end, you need to know and learn as much as you can 

about this clinic and chiropractic. 
 
It is important that the clinic functions as a team and that we really welcome new 

members to the team.  We work on the philosophy that, in order for any work position to 
be fulfilling, the person must assume responsibility for their position once they 

understand what is required.  We realize that in order to be happy a person must be 
accomplishing and are able to see the results of their work.  They also need to be kept 
challenged otherwise there is a danger of becoming bored and complacent.  As you 

assume responsibility and complete planned tasks, we would hope that you will come to 
us and request added responsibilities and/or tasks so that you may continue to exercise 

your creative talents and remain happy and fulfilled in your position. 
 
Hopefully this clinic policy will help to make things clear so that there will be no 

misunderstanding or confusion concerning your position or responsibilities. 
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Our New Mission 

 

We are not just a chiropractic clinic,  

we are an organization of people with a  

purpose and vision so clear with regards to our 

commitment to improving the health and lives  

of all members of our community. 

 

That purpose is so strong and so intense that 

people can feel it, sense it…without us having  

to tell them about a vision that causes our  

clinic to be like a “magnet” that 

 just draws people in. 

 

Something that causes our clinic to be 

 superior & magical above  

and beyond all the other clinics in the city.  

 We are an organization determined on making 

 a difference and leaving our mark 

 because life is far too short. 
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FOOD FOR THOUGHT 
 
Our Number One Rule: If we don’t take care of the patient…. 
    Somebody else will! 

 
Team Work:   It is the ability to work together toward a common vision. 

 
The ability to direct individual accomplishments towards 
organizational objectives. 

     
It is the fuel that allows common people to attain 

uncommon results. 
 

KEY AREAS OF MANAGEMENT FOR OUR CLINIC 

 
The following are goals and areas of focus we have identified and are committed to being 

the best in: 
 
Our Ultimate Goal: To become the BEST chiropractic clinic in the city! 

 

To give each and every patient as incredible, enlightening experience; to give them the 

“wow” experience and never let a patient leave without a smile on their face.  To create 
fans.  To educated and give the best quality of care possible.  To exceed our patients’ 
expectations. 

 

 To have the cleanest and efficient clinic that gives patients a sense of order, efficiency 

and safety. 
 

 Operate our clinic in a timely manner. 
 

 Hire only the BEST TEAM members that appeal to our target market of families, 
yuppies and the sick. 

 

 To consistently improve and present the BEST education, care and experience at our 
clinic that creates raving fans! 

 

 Create an outstanding MARKETING SYSTEM that generates a maximum number of 

new patients each and every month. 
 

 Create the best REPEAT CUSTOMER PROGRAMS in the industry, that increases 
Lifetime Value of a patient by 200% 

 

 Manage and master our COSTS AND PAYROLL so we achieve the highest profit 
margins in the industry; costs never exceed 30% of gross revenue. 
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 Find, hire and train the very BEST EMPLOYEES that feel empowered, motivated 

and positive about building a high performance operation! 
 

 Create RAVING FAN PATIENTS who have such a positive experience, that they 

become long-term patients. 
 

 Create the BEST CASH FLOW and TIME FLOW MANAGEMENT systems in the 
industry. 

 

 To receive TOP DOLLAR in exchange for VALUABLE CARE. 

 

 To provide a PROFIT-SHARING operation that creates an accountable team 

approach to chiropractic care. 
 

 To continually TRAIN OUR TEAM, made up of individuals who are enthusiastic 

boosters of the benefits of Chiropractic care where we all work together in a spirit of 
harmony and co-operation. 

 

 To have a practice, which allows us to meet patients needs, yet allow time for 

continued professional growth and personal fulfillment. 
 
SERVICE 

 

To be the best clinic in the city, we must provide outrageous, extraordinary service.  We 

need to go beyond the patients’ expectations, answering questions before they have them, 
smiling thanking them and provided the type of care that you and I would want. 
 

Ideally, we want a 100% referral based practice.  By “Stroking” our patient, talking 
health and chiropractic, we can establish a 100% referral waiting list practice. 

 
Therefore, it is requested that every C.A. read (probably the best book on service), ‘How 
to Win Customers and Keep Them for Life” by Michael LeBoeuf, PhD.  Throughout 

your training you will be requested to read a few specific books in our training library to 
help better educate you on Chiropractic, Service… The manager/doctor will provide a 

copy to every C.A. 
 
In order to develop an extraordinary practice, procedures must be followed and quality of 

service must be perceived by the patient.  The following procedures that can enhance 
referrals and be perceived as quality of care are known WOWs. 

 

WOWS! 
 

 Smile – a lot 

 Thank each patient – shower each and every patient in appreciation. 

 Calling after the first adjustment 

 Acknowledge and greet the patient by name – upon entering and leaving the clinic 
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 Doctors home phone number – we are on call 24/7 for our patients. 

 Birthday Cards – selected and personally signed by the doctor and team. 

 Follow through – once patient drops out or come sin for emergency; this shows we 

care. 

 Patient Appreciation Days – Special events, raising funds for local charities, 

celebrations 

 Referrals   - Calling referral source to thank 

           - Sending thank you Cards 
            - Sending a gift 

 Complimentary Invitations to Good Health/Family Gift Certificates – to family and 

friends 

 Retention, Education and Maintenance System 

 Enthusiastic over patients progress/results 

 Give compliments 

 Always say please 

 Reinforce the positive! 

 Give thanks to your patients especially if they came in despite bad weather, traffic… 

 
PRESENT TIME CONSCIOUSNESS (PTC) 
 

PTC is probably the most important aspect of any office procedure.  PTC is time and 
healing consciousness, whereby both the doctor and the C.A. MUST exude all their 

awareness, love and healing potential to the patient, at that present time and moment.  
During adjustment hours (prime time), the doctor and conversely other C.A.’s should not 
be disturbed. 

 
PTC is off when there are: 

 

 Missed appointments 

 Increase in rescheduled appointment 

 Patients are discussing golf, the weather… 

 
PTC is on when: 

 

 The clinic is “rocking” 

 The phones are ringing continuously 

 Visits exceed bookings 

 We are talking Chiropractic, health, success stories 

 Lots of referrals 
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Difference Between Great C.A.’s & Superstar C.A.’s  
 

(How to take it to the next level!) 
 

Superstar C.A.’s: 

 

 Come in with the mindset at 100% to love and serve patients 

 Know the big picture, the mission, the vision of the clinic 

 Have their cleats on with spikes!  9.5% attitude ready to jump out of the starting 

block the minute they walk through the door (prepping…) 

 Are self motivated and goal oriented, takes the initiative, and doesn’t need to be led 

or held by the hand every step of the way. 

 Has a priority list and checklist and follows it (never wastes time standing around!) 

 Is solution oriented as opposed to nagging on a problem 

 Communicates! 

 Studies/reads on a daily basis for never-ending improvement 

 Knows exactly where she/he will be in 5 years! 
 

SCRIPTING 
 
Throughout training and on-going basis you will be given a variety of different scripts to 

help you master communication with patients.  Our scripts have been designed with you 
in mind to help you say less, but mean more.  Great scripts will help you reduce time, 

give clear and concise direction to patients and answer any questions before they are ever 
asked. 
 

What to Say 
Adjustment 
Appointment 

Reserve/Schedule 
Active patient 

Reception room 
We had an emergency! 
Doctor is with a patient 

Your in luck, we had a change in schedule 
Doctor is adjusting 

Good Morning! (greeting) 
You’re looking much better! 
Investment 

Your balance today is 
Four hundred and fifty today please 

How will you be taking care of that visa? 
Always give a yes/yes option 
 

 

 

What Not To Say 

Treatment  
Visit 
I will book you! 

Old patient 
Waiting room 

Running late/behind schedule 
Doctor is busy 
Cancellation  

Doctor is out! 
How are you? 

How are you feeling? 
Cost - You owe us 
Never “dollars” unless showing value 

Do you want to pay us today? 

Never give a yes/no option 



CHIROPRACTIC MASTERS 

 143 

COMPARE CHIROPRACTORS TO DENTISTS 
 

Expensive Care – be glad it’s the spine and not the teeth! 
 

Preventative Care – same as with teeth – you see your dentist every 4-6 months for 
maintenance of your teeth… 
 

Chiropractic maintenance care (1x/week or 1x every 2 weeks) depends on many different 
variables…your age, phase of degeneration, traumas you may have had, lifestyle, job, 

sports… 
 
Dentists find a cavity before it is symptomatic 

 
To have straight teeth, people wear braces for months/years 

 
Better younger care than older 
 

The average age of our patients in our clinic is 30 years old…what would happen if you 
never brushed your teeth for 30 years? 

 
Just like tooth decay you can have spinal decay (degeneration) 
 

You have your eyes, ears and teeth checked?  Who is checking your life-line…your 
spine? 

 
PRAISE AND PRE-FRAME WITH POWER WORDS 
 

PRAISE the doctor, each other, your technique and the clinic every 
opportunity you can! 

PRE-FRAME  the doctor, each other, great results! 
POWER WORDS  impact, add punch & make a lasting impression! 
 

See if you can spot the power words, pre-framing and hear the difference! 
 

Our patients get good results. 
Our patients get phenomenal results with migraines! 
 

We have lots of different techniques available. 
Our clinic uses the most advanced adjusting technique (fill in blank with clinic technique) 

that provides quicker results and optimizes health and healing! 
 
Dr. ______________ is a really good Chiropractor! 

Dr. ______________ is an incredible Chiropractor, a fabulous adjuster…. You are just 
going to love him/her! 

We have very informative workshops! 
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Our amazing workshops are a life-changing event!  You are going to learn many 
incredible facts and the latest research on Chiropractic that will change your family’s 

outlook on health and healing forever! 
 

COMMUNICATION IS KEY!  
 
Communication is your key responsibility! 

 
Communication with patients 

Communication with the doctor 
Communication with the staff 
Communication with phone calls and visitors 

Communication with yourself 

 

“Communicate, communicate and then  

communicate some more.” 

- Bob Nelson- 
 

KNOW YOUR LIMITATIONS 
 

Your position should be FUN.  Often you are the first to hear our success stories.  You 
are the first to hear of the new baby, vacation, promotion, visiting relations… 

 
Being well trained allows you to think on the spot and be spontaneous. 
 

We have a big purpose in this clinic and multi- level goals.  In Canada and the US it is 
estimated that 7% to 11% of the population is under Chiropractic care.  In order to make 

a universal difference in how people think about their health and to have them choose 
Chiropractic as their preferred health care system, sociologist state that Chiropractors 
must see at least 11% of the population.  We want to help make that change possible. 

 
CHIROPRACTIC FIRST, Drugs Second, Surgery Last! 

 

Chiropractic although not a new concept is new to the many people who are now aware 
of what we do.  The Medical Associations and the Pharmaceutical Industry have spent 

millions of dollars daily to downgrade the Chiropractic profession and to convince the 
public that drugs and surgery are the correct alternatives.  Insurance companies have, for 

many years been allowed to discriminate against Chiropractic care.  This is changing very 
rapidly as more and more people are relieved of pain and physical ailments through 
drugless therapies. 

 
WE ARE CHANGING THE WAY PEOPLE LOOK AT THEMSELVES AND 

WE ARE HELPING TO CHANGE THE DESTINY OF THE PLANET 
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In many instances, two days of hospitalization costs as much as six months of 
chiropractic care.  Nine out of ten patients respond well to chiropractic care.  In our 

world, stress factors are very high.  Stress causes Vertebral Subluxations, which limit the 
body’s functional capability.  With continual stress, decreased capacity can make us 

history. 
 
So, our purpose in this clinic is to help as many people as possible and to educate them 

about the Chiropractic alternative so that they, in turn may educate and help others. 
 

 
IT’S A BIG PURPOSE – ONE THAT MATTERS – 

AND WE WANT TO PERSONALLY  

WELCOME YOU TO A WINNING TEAM! 
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CLINIC NAME) 

WELLNESS PLAN I 
 

PATIENT NAME: _____________________________________ 

 

Wellness Care: 

 
 1 x every   1 week for  52 weeks =  52 adjustments 
  
 52 adjustments @       36      Per adjustment =          1872.00 
       
           Additional care* =         + 160.00 

                Credit 
              

     Total          2032.00            0.0            2032.00 
 

*Includes progressive and comparative exams, subluxation scans, x-rays 
 

Payment Options:              Savings 
 1 1 payment with 10% savings            1828.80       203.28 

 

2          50% downpayment, 50% in 30 days  2 @         965.20      101.60 

            (with 5% savings) 
 

3          Payment over 6 months   6 @         338.66 

 
4          Payment over 12 months   12 @           169.33           

 

 

Extended Benefits:              - 0.00 

 
Actual Investment:             1828.80         203.28 

 
Office Policy: 
If for any reason you should decide to terminate your care before the 12 months, we will happily return 
your post-dated payments only if you have a zero balance.  At this point, all service fees would become 
due and payable immediately.  Many insurance companies have benefits covering all or part of 
chiropractic care.  We will provide all necessary receipts to facilitate your claim.  Please check your 
individual plan details.  Other than the above stated amount, all fees for nutritional supplements, ice 
packs, massage or acupuncture, are not included.  In the even of a motor vehicle accident, any extra 
adjustments will be billed directly to your insurance company and paid in full to _________ (clinic).  
 
I have agreed to pay _____________________ Clinic ________________ amount) with post-dated 
cheques or credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry Date: _____________ 
 
Patient Signature _____________________________________________ C.A. ___________________ 
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Date: _________________________to ___________________________ 

(CLINIC NAME) 

WELLNESS PLAN II 
 

PATIENT NAME: _____________________________________ 
 

Wellness Care: 

 
 1 x every   2 weeks for  52 weeks =  26 adjustments 

  
 26 adjustments @       36      Per adjustment =            936.00 
       
           Additional care* =         + 160.00 

                Credit 
              

     Total          1096.00            0.0            1096.00 
 

*Includes progressive and comparative exams, subluxation scans, x-rays 
 

Payment Options:              Savings 
 1 1 payment with 10% savings             986.40       109.60 

 

2          50% downpayment, 50% in 30 days  2 @         520.60            54.80       
            (with 5% savings) 
 

3          Payment over 6 months   6 @         182.66 
 

4          Payment over 12 months   12 @             91.33           

 

Extended Benefits:              - 0.00 

 
Actual Investment:             986.40           109.60 

 
Office Policy: 
If for any reason you should decide to terminate your care before the 12 months, we will happily return 
your post-dated payments only if you have a zero balance.  At this point, all service fees would become 
due and payable immediately.  Many insurance companies have benefits covering all or part of 
chiropractic care.  We will provide all necessary receipts to facilitate your claim.  Please check your 
individual plan details.  Other than the above stated amount, all fees for nutritional supplements, ice 
packs, massage or acupuncture, are not included.  In the even of a motor vehicle accident, any extra 
adjustments will be billed directly to your insurance company and paid in full to _________ (clinic).  
 
I have agreed to pay _____________________ Clinic ________________ amount) with post-dated 
cheques or credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry Date: _____________ 
 
 
Patient Signature _____________________________________________ C.A. ___________________ 



CHIROPRACTIC MASTERS 

 149 

Date: _________________________to ___________________________ 

(CLINIC NAME) 

WELLNESS PLAN III 
 

PATIENT NAME: _____________________________________ 
 

Wellness Care: 

 
 1 x every   3 weeks for  52 weeks =  17 adjustments 

  
 17 adjustments @       36      Per adjustment =            612.00 
       
           Additional care* =         + 160.00 

                Credit 
              

     Total          772.00               0.0            772.00 
 

*Includes progressive and comparative exams, subluxation scans, x-rays 
 

Payment Options:              Savings 
 1 1 payment with 10% savings             694.80       77.20 

 

2          50% downpayment, 50% in 30 days  2 @         366.70           38.60      
            (with 5% savings) 
 

3          Payment over 6 months   6 @         128.66 
 

4          Payment over 12 months   12 @             64.34           

 

Extended Benefits:              - 0.00 

 
Actual Investment:             694.80           77.20 

 
Office Policy: 
If for any reason you should decide to terminate your care before the 12 months, we will happily return 
your post-dated payments only if you have a zero balance.  At this point, all service fees would become 
due and payable immediately.  Many insurance companies have benefits covering all or part of 
chiropractic care.  We will provide all necessary receipts to facilitate your claim.  Please check your 
individual plan details.  Other than the above stated amount, all fees for nutritional supplements, ice 
packs, massage or acupuncture, are not included.  In the even of a motor vehicle accident, any extra 
adjustments will be billed directly to your insurance company and paid in full to _________ (clinic).  
 
I have agreed to pay _____________________ Clinic ________________ amount) with post-dated 
cheques or credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry Date: _____________ 
 
Patient Signature _____________________________________________ C.A. ___________________ 
Date: _________________________to ___________________________ 
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(CLINIC NAME) 

WELLNESS PLAN IV 
 

PATIENT NAME: _____________________________________ 
 

Wellness Care: 

 
 1 x every   4 weeks for  52 weeks =  13 adjustments 

  
 13 adjustments @       36      Per adjustment =            468.00 
       
           Additional care* =         + 160.00 

                Credit 
              

     Total          628.00               0.0            628.00 
 

*Includes progressive and comparative exams, subluxation scans, x-rays 
 

Payment Options:              Savings 
 1 1 payment with 10% savings             565.20       62.80 

 

2          50% downpayment, 50% in 30 days  2 @         298.30           31.40      
            (with 5% savings) 
 

3          Payment over 6 months   6 @         104.67 
 

4          Payment over 12 months   12 @             52.34           

 

Extended Benefits:              - 0.00 

 
Actual Investment:             565.20           62.80 

 
Office Policy: 
If for any reason you should decide to terminate your care before the 12 months, we will happily return 
your post-dated payments only if you have a zero balance.  At this point, all service fees would become 
due and payable immediately.  Many insurance companies have benefits covering all or part of 
chiropractic care.  We will provide all necessary receipts to facilitate your claim.  Please check your 
individual plan details.  Other than the above stated amount, all fees for nutritional supplements, ice 
packs, massage or acupuncture, are not included.  In the even of a motor vehicle accident, any extra 
adjustments will be billed directly to your insurance company and paid in full to _________ (clinic).  
 
I have agreed to pay _____________________ Clinic ________________ amount) with post-dated 
cheques or credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry Date: _____________ 
 
Patient Signature _____________________________________________ C.A. ___________________ 
Date: _________________________to ___________________________ 
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(CLINIC NAME) 

HEALTH INVESTMENT PLAN 

(RECOMMENDED SAVINGS PROGRAM FOR OPTIMAL SPINAL CORRECTION) 

 
PATIENT NAME _____________________  (80 ADJ - 10%) 
 

RECOMMENDED CARE:         OUR PLAN     SAVINGS     TOTAL 

                                                                                                                                         SAVINGS 
36  X 88 ADJUSTMENTS 3168.00        2880.00 
 
RE-EXAMINATIONS + X-RAYS    589.00       INCLUDED  
 
CERVICAL TRACTION - IN OFFICE   325.00       INCLUDED   
 
CERVICAL TRACTION - HOME UNIT     89.00       INCLUDED 
 
      4171.00       2800.00      1291.00 

 

PAYMENT OPTIONS: 

 

1. A)  Payment with 10% savings  2,592.00         288.00      1579.00 

     

    B)  Care Credit 
 

2. Three payments with 5% savings    912.00         144.00      1435.00 

 

3. Ten monthly payments     288.00         1291.00 

 
EXTENDED BENEFITS     _____                ______ 

 

ACTUAL INVESTMENT     _____                     ______ 

 
DOCTOR RECOMMENDED CARE:  NO CHARGE FOR ADDITIONAL ADJUSTMENTS REQUIRED IN 

OUR OFFICE IF THE DOCTOR DEEMS THEM NECESSARY.   

 

SIGNED AGREEMENT: AMOUNT PLACED IN A SPECIAL  ACCOUNT, NOT TAKEN OUT UNTIL 

SERVICES RENDERED.  IF, FOR ANY REASON, YOU DECIDE TO STOP CARE, THE UNUSED 

PORTION OF MONEY WILL BE RETURNED.  (PRORATED FOR SERVICES RENDERED). 

 

OUR GUARANTEE:  IF FOR ANY REASON, YOU ARE NOT SATISFIED WITH OUR LEVEL OF 

SERVICE DURING THE FIRST 2 WEEKS OF YOUR CHIROPRACTIC CARE, ALL MONEYS FROM THE 

BEGINNING OF YOUR CARE WILL BE CHEERFULLY REFUNDED. 

 

OFFICE POLICY: 

I HAVE AGREED TO PAY HAMPTON HOLISTIC CHIROPRACTIC CLINIC ____________________WITH 

POST-DATED CHEQUES OR WITH MY CREDIT CARD ON THE 1ST OR 15TH OF EACH MONTH. 

 

CARD #_____________________________________________________ EXPIRY DATE: ________________ 

 

PATIENT: __________________________________________________ CA: ___________________________  
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DATE: _____________________________ TO ________________________________  

(CLINIC NAME) 

FAMILY HEALTH INVESTMENT PROGRAM (HIP) 

 

FAMILY NAME: LEGROW VALUE OF CARE: 

 

A. Josie 

B. Christina 
C. Stephen                         (FULL CORRECTION) 

 
7840.00 
 

Additional care includes:  progressive and comparative examinations, subluxation scans, 
and in-house cervical traction. 

 
Family H.I.P. capped fee   4788.00 Savings 3052.00 
 

Payment Options: 

 

1. 1 payment with 10% savings 4788.00     478.80 
 
2. 50% today, 50% in 30 days  2394.00 x 2 

 
3. 12 monthly payments    399.00 x 2 
 

Extended Benefits:     500.00      500.00 
  

Actual Investment:   4288.00    4030.80 
 
Office Policy: 

 
For any reason should you or the above patients decide to terminate you care before the 12 
months, we will happily return your post-dated payments only if you have a zero balance.  At this 
point, all service fees would become due and payable immediately.  Many insurance companies 
have benefits that contribute a portion towards Chiropractic care or massage therapy.  Please 
check you individual plan details.  We will provide all necessary receipts to facilitate your claim. 
 
Other than the above stated amount, all fees for nutritional supplements, ice packs, massage or 
acupuncture are not included. 
 
I have agreed to pay ________________ Clinic ________________ with post-dated cheques, or a 
void credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry _____________ 
 
Patient Signature ______________________________________ CA ______________________ 
 
Date ______________to _________________ 
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(CLINIC NAME) 

FAMILY HEALTH INVESTMENT PROGRAM 

 

FAMILY NAME: LEGROW VALUE OF CARE: 

 

A.  Josie 
B.  Christina 

C.  Stephen                         (WP1) 
 

5576.00 

 
Additional care includes:  progressive and comparative examinations, subluxation scans, 

and in-house cervical traction. 
 
Family H.I.P. capped fee   3588.00 Savings 1988.00 

 
Payment Options: 

 
1. 1 payment with 10% savings 3229.20     358.80 
 

2. 50% today, 50% in 30 days  1794.00 x 2 
 

3. 12 monthly payments    299.00 x 2 
 
Extended Benefits:     500.00      500.00 

  
Actual Investment:   2729.20    2846.80 

 
Office Policy: 
 
For any reason should you or the above patients decide to terminate you care before the 12 
months, we will happily return your post-dated payments only if you have a zero balance.  At this 
point, all service fees would become due and payable immediately.  Many insurance companies 
have benefits that contribute a portion towards Chiropractic care or massage therapy.  Please 
check you individual plan details.  We will provide all necessary receipts to facilitate your claim. 
 
Other than the above stated amount, all fees for nutritional supplements, ice packs, massage or 
acupuncture are not included. 
 
I have agreed to pay ________________ Clinic ________________ with post-dated cheques, or a 
void credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry _____________ 
 
Patient Signature ______________________________________ CA ______________________ 
 
Date ______________to _________________ 
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(CLINIC NAME) 

FAMILY HEALTH INVESTMENT PROGRAM 

 

FAMILY NAME: LEGROW VALUE OF CARE: 

 

A.  Josie 
B.  Christina 

C.  Stephen                         (WP2) 
 

3028.00 

 
Additional care includes:  progressive and comparative examinations, subluxation scans, 

and in-house cervical traction. 
 
Family H.I.P. capped fee   2388.00 Savings   640.00 

 
Payment Options: 

 
1. 1 payment with 10% savings 2149.20     238.80 
 

2. 50% today, 50% in 30 days  1194.00 x 2 
 

3. 12 monthly payments    199.00 x 2 
 
Extended Benefits:     500.00      500.00 

  
Actual Investment:   1649.20    1378.80 

 
Office Policy: 
 
For any reason should you or the above patients decide to terminate you care before the 12 
months, we will happily return your post-dated payments only if you have a zero balance.  At this 
point, all service fees would become due and payable immediately.  Many insurance companies 
have benefits that contribute a portion towards Chiropractic care or massage therapy.  Please 
check you individual plan details.  We will provide all necessary receipts to facilitate your claim. 
 
Other than the above stated amount, all fees for nutritional supplements, ice packs, massage or 
acupuncture are not included. 
 
I have agreed to pay ________________ Clinic ________________ with post-dated cheques, or a 
void credit card on file on the 1st or 15th of each month. 
 
VISA/MC# _________________________________________________ Expiry _____________ 
 
Patient Signature ______________________________________ CA ______________________ 
 
Date ______________to _________________ 
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CHECKLISTS 
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IN CA – CHECKLIST 
 

OPENING 
□ Make tea, label and stock cups 

□ Turn on all lights 
□ Turn on music 

□ Turn on Detech 
□ Turn on correction of the week 
□ Turn on all computers, set Dr.’s to proper screen 

□ Take messages and Follow-Up 
□ Change message for the day 

□ Count your float 
□ Check your tray in Dr.’s office 
□ Check communication book 

□ Know theme and supplement on sale 
□ Open door at 6:40 a.m. 

□ Huddle with Dr.’s. 
 
PRIME TIME 

□ Answer phones 
□ Help patients front desk requested and welcomes 

□ Pull arrived exam charts and check for paperwork 
□ Put chart on top of cabinet and let tech or exam Dr. know when they are ready 
□ Greet new patients, give paperwork 

□ Collect NP paperwork 
□ Make sure they have given all pertinent information 

□ Photocopy 
□ Put on top of filing cabinet and let Dr. know they’re ready 
□ Write NP into logbook and make a sleeve 

□ Give photocopy to OUT CA 
□ Make 15 min late adjustment calls – R/S or TENT R/S 

□ Schedule appointments 
□ Policy review for delinquent patients 
□ Lead exam patients to see OUT CA to schedule their report 

□ Walk about every hour, make sure office is tidy 
□ Give out weekly handout – with a TIC! 

□ Gifting to patients who referred 
□ NNP – make sure you record it 
□ Talk TIC and promotions 

 
REPORT TIME 

□ Set up report in reception area 
o Report x-rays up 
o Full spine, c-spine and Ruch’s book on table 

o Highlighter on white board 
□ Seat anniversary report patients in proper place 
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□ Set up reports for Dr. outside their report room 
□ Set up their first report, x-rays on view box, file in door 

□ Finances 
 

PROBLEM/SOLUTION ON THURSDAYS 
□ Bring 1st problem solution report to proper room 
□ Finances 

 
M/A or R/S APPOINTMENTS (REPORTS) 

□ Place x-rays in recall slot 
□ Give chart to OUT CA 

 

DOWN TIME 
□ Recalls 

□ Help OUT CA enter maps 
□ Next day reminder calls for adjustments 
□ Front desk request next day clinical 

□ Report follow-up 
□ NP log follow-up 

□ MLGS follow-up 
□ Stock and organize your station 
□ Never-ending list 

 
END OF DAY 

□ Make sure all M/A calls are done 
□ Make sure all reminder calls are done and front desk req’d 
□ Make sure all recalls and follow-ups are done 

□ Put NP’s on the white board for next day and referral name 
□ Put birthdays on white board for next day and front desk request them 

□ File all NP sleeves and files from the day 
□ Clean up and straighten reception area, hot seats, adjustment rooms, front hall and 

supplement shelf 

□ Straighten up lending library and kids area 
□ Straighten up your desk area 

□ Turn off reception computer and computers in Dr.’s adjustment rooms 
□ Dump tea and rinse thermos dispenser.  Wipe off counter if sticky 
□ Turn off Detech 

□ Turn off stereo 
□ Fill out timesheet and communication sheet 

□ Adjust petty cash 
□ Huddle next shift 
□ Turn off all lights 

 
GENERAL  

□ Have a handout and a tic for the week 
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□ Check your recall box daily and follow up to make sure they’re getting done.  
They need to be all taken care of by the end of the week – Tues afternoon is good 

for this 
□ Make sure all plans in top of tray are front desk requested 2x per week on 

Monday and again on Thursday 
□ Make sure everything in bottom tray is front desk requested 1x week on Monday 

 

LENDING LIBRARY 
□ Lending library will be your responsibility 

□ Front desk request all library books that are due and change dates on any that 
want an extension 

□ Make any calls needed to get books back 

□ Overdue books will be charged $1/day 
 

TEAM MEETING 
□ Be prepped with all info you will need (scripts, etc.) 
□ Have your unconditional TU card ready 

□ Bring your blue binder 
□ Check inventory and let OUT CA know if you need any supplements or products 

from staples – put on the inventory sheet 
□ Prepare NP referral cards for Dr.’s and put on their desk.  Document gift on chart 

and front desk request it in the computer.  Mail cards when you get them back 

from Dr.  
 

MONTHLY 
□ Print birthday list before end of the month for the following month 
□ Petty cash 
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WEEKLY FRONT DESK CHECKLIST 
 

MONDAY 

□ Record stats on calendar/graph – bring to team meeting 

□ Weekly recalls – tentative appointments 
□ Start new communication sheet 

□ Inventory check/order supplies 
□ Prep for team meeting (wins, stats, barriers, solutions) 
□ Team meeting 1:30 – 2:30 pm 

 
TUESDAY 

□ Check laundry with NPA 
□ MVA/web/MSB billings 

 

WEDNESDAY 

□ Magazine clean out 

□ Insurance letters – type 
 
THURSDAY 

□ Windows/glass clean 
 

FRIDAY 

□ Write cheques 
□ Petty cash balance – replenish 

□ Hand in weekly communication sheet 
□ Study scripts/roleplaying for Monday team meeting 

 
MONTHLY 

□ Accountant package 1st and 15th 

□ Month end reports/AR/statements 
□ Reconcile bank deposit 

□ Lot cleaning, snow removal/window cleaning 
 

YEAR END 

□ Archive/purge 
□ Year end report 

□ Write off any accounts 
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OUT CA – CHECKLIST 
 

OPENING 
□ Check your tray in Doctor’s office 

□ Check communication book 
□ Familiarize yourself with theme of the week and corresponding supplement that is 

on sale with it 
□ Prep end of day sheet (yellow) 
□ Count float $100 

□ Check the file for cheques that may need to be posted and deposited that day 
 

OPENING – Wednesday 
□ Check messages and respond to them 
□ Change message for the day 

□ Turn on computers – the server in back and 3 at front desk 
□ Count float $100 

□ Print clinical schedules and post 
□ Make sure clinic is neat and tidy 
□ Huddle Sheet 

□ Huddle with doctors 
 

PRIME TIME 
□ Answer phones 
□ Check messages every 15 minutes 

□ Help patients at front desk…schedules, welcomes, education, tic’ing, anything 
□ Pull charts from wall when patients arrive for their CE, PE and let exam Dr. know 

the patient is ready (the IN CA usually does this, but help her out if she’s busy) 
□ Put chart on top of file cabinet and let Dr. or tech know they are ready 
□ Call clinical visits after 15 min’s of being late – pull exam out of bin, change date 

and put in bottom tray  
□ Greet new patient and give paperwork 

□ If NP doesn’t show up, remove from recall and put onto NP follow-up sheet 
□ Confirm next appt. with patients on their way out 
□ Schedule report for patients who had an exam – either Dr.’s Report/Anniversary 

Report or Mini CR 
□ Change visit and enter any scans and x-rays for patients who had an exam (double 

check these with the charts to make sure they get done – charts will be put in your 
desk) 

□ Be sure to complete all clinical billing for the day, the charts will end up on your 

desk, so you can confirm that they HAD the exam and what they had done (x-
rays, etc.) 

□ Put exam results in slot for exam Dr. after report is schedules 
□ Collect OTC (Over The Counter) payments 
□ NNP – Make sure you record it 

□ Talk TIC and promotions and give out referral gifts 
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REPORT TIME 
 

ANNIVERSARY - PROBLEM/SOLUTION 
□ Play “chiropractic lifestyle” and offer tea and snacks 

□ Finances when needed 
 
DOCTOR”S REPORT 

□ Play “Panama Video” (CHIROPRACTIC VIDEO) and offer tea and snacks 
□ Finances when needed 

 
DOWNTIME 

□ Post any cheques from green folder 

□ Enter maps 
□ Report follow up 

□ Recalls 
□ NP log follow-up calls 
□ Master lead calls 

□ Stock and organize your station 
□ Never-ending list 

 
CLOSING 

□ Change message for the night 

□ Balance $ and cheques, do bank deposit for Doctor(s) 
□ Balance interact and Visa’s for Doctor(s) 

□ Count float 
□ Check patients left without appt. sheet (LS2), enter any appt. not entered to clear 

this sheet as best as you can 

□ Print your day end sheets (LS2 and LS7) for Doctor(s) 
□ Put together day-end package with above and interact slips, deposit slip, deposit 

bag #, etc.   Put in file. 
□ End of day filled out and put into Doctor(s) wall file 
□ Put yellow interact slips away 

□ Straighten up your desk area 
□ Fill out time sheet 

□ Fill out communication sheet 
□ Huddle next shift 
□ Do BACKUP.  Bring box home 

□ Turn off lights, computers, set alarm 
 

GENERAL 
□ Change music CD’s 
□ All maps entered (with exams) into computer by end of week – staple original 

into patients chart 
□ Check green file with cheques daily and have all for the week entered by 

Thursday 
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□ Check your recall sheet and box daily and follow up to make sure they’re getting 
done.  They need to be all taken care of by the end of the week – Tues afternoon 

or Wednesday morning is good for this 
□ Stock front desk area with paper, pens, staples, tape etc.  If inventory is needed, 

put on the inventory sheet hanging on the wall. 
□ Check Dr.’s report and workshop sign-in sheets.  Make sure you have enough 

photocopied and they are dated properly. 

□ By 5:45 p.m. on Wednesday evening make sure Dr.’s report sign-in sheet is up t 
date with everyone (including guests) attending on it. 

□ Send card and flowers/plant to patients in hospital, death in family, etc.  Have 
card signed by each member of the team. 

 

TEAM MEETING 
□ Be prepared with all info you will need (scripts, etc.) 

□ Have you unconditional TU card ready 
□ Bring your binder 

 

BI-MONTHLY 
□ Enter cheques on the 1st and 15th of each month 

□ Update best daily appointment times 
 
MONTHLY 

□ Print Doctor(s) an active patient list – put on their desk 
□ Update calendars at front desk 

□ Deposit RMT cheques 
□ Print anniversary list for following month (ending plan next month) 
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WEEKLY COMMUNICATION SHEET FOR WEEK ENDING 

 

MONDAY 
 

 
 

TUESDAY 

 
 
 

WEDNESDAY 

 
 

 

THURSDAY 
 

 
 

FRIDAY 
 

 
 

BARRIERS                                                  WITH SOLUTIONS 

 
 
 

I NEED HELP WITH 

 
 

 

I HELPED TO STRENGTHEN MY TEAM 
 

 
 

THIS WEEK WAS GREAT BECAUSE (PATIENT, TEAM OR LIFE RELATED) 
 

 
 

MY GOAL THIS WEEK WAS/NOT MET.           NEXT WEEK MY GOAL IS: 
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C.A. COMMUNICATION SHEET 
 

 

WEEK ENDING FOR: _______________________________ 

 

 

I NEED HELP WITH/TRAINING ON:  

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 
________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

________________________________________________________________________

________________________________________________________________________ 

 

SPECIAL PROJECTS: 

 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 
________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

________________________________________________________________________

________________________________________________________________________ 

 
HOW DID I HELP MY TEAM ACHIEVE OUR GOAL: 

 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________ 

________________________________________________________________________

________________________________________________________________________ 
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TECH C.A. CHECKLIST 
 
OPENING 

□ TURN ON YOUR COMPUTER & ONE IN EXAM ROOM 

□ TURN ON PROCESSOR & X-RAY MACHINE  
 

PRIME TIME 

□ PREP NEXT DAY EXAMS    PE &CE, TRACTION 
□ PERFORM ALL PE’S 

□ SHOW TRACTION 
□ HELP EXAM DOCTOR WITH 1ST  PART OF NP EXAM 

□ DEVELOP X-RAYS 
□ MARK X-RAYS 
□ PREP ALL REPORTS & PUT ON BACK WALL 

□ REPORT PREP FOR NP CONSISTS OF: 
ALL POSTURE, SCANS & X-RAY PICTURES MUST BE IN COMPUTER 

□ PATIENT PROFILE MUST BE ENTERED INTO COMPUTER 
□ MAGAZETTE/FILE PREP WITH SCAN, POSTURE,  FINANCES &                         

NERVE CHART 

□ REPORT PREP FOR ANNIVERSARYS CONSISTS OF: 
FILE PREP WITH QUESTIONNAIRE, SCAN, POSTURE, FINANCES, MAP, 

& LAST YEARS FINANCES 
□ ALL POSTURE, SCANS & PICTURES OF X-RAYS MUST BE IN 

COMPUTER   

□ PREP ALL MCR’S & FRONT DESK REQUEST & DR. REMINDER ON DR’S 
SCREEN   

□ PREP ALL X-RAY RELEASES, PREP, PUT ON LOG 

REPORT TIME 

□ DR’S REPORT 

□ HELP SET UP ROOM FOR REPORT 
□ HELP GREET NP’S & GIVE FAMILY HEALTH HISTORY 

□ GIVE ANY GUESTS SUBLUXATION SURVEY 
□ COLLECT INSURANCE INFO AT 6:25 
□ PUT INSURANCE INFO INTO ALL REPORT FILES 

□ PUT FAMILY HEALTH HISTORY INTO ALL FILES 
□ SET UP REPORTS FOR DR’S OUTSIDE OF REPORT ROOMS 

□ GET 1ST  REPORT READY – SET UP X-RAYS, CHART IN DOOR 
□ N/S ,R/S REPORTS: PUT X-RAYS IN RECALL , GIVE CHART TO OUT CA 
□ CHECK ANY GUESTS AFTER DR’S REPORT 

□ CHECK POSTURE, WEIGHT & DO CERVICAL SCAN  
□ FINANCES 

□ HELP REARRANGE ROOM 
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DOWN TIME 

□ REPORT FOLLOW UP 

□ MLGS FOLLOW UP 
□ STOCK & ORGANIZE YOUR STATION 

□ NEVERENDING LIST 
 

CLOSING 

□ STRAIGHTEN UP TRACTION ROOM 
□ FILE X- RAYS FROM THAT DAY 

□ TURN OFF PROCESSOR, FAN & LIGHTS IN DARKROOM 
□ TURN OFF X-RAY MACHINE & SCANNER 
□ MAKE SURE ALL PREP IS READY FOR NEXT DAY, SEE IF ANYONE 

WAS ADDED ON 
□ PUT ALL NEXT DAY REPORTS IN “TODAY” SLOT ON BACK WALL  

□ TURN OFF YOUR COMPUTER 
□ EMPTY GARBAGE 

 

WEEKLY 

□ STOCK EXAM ROOMS AND X-RAY ROOM WITH EVERYTHING YOU 

NEED 
□ PUT ANY INVENTORY NEEDED ONTO LIST 
□ REMOVE ROLLERS FROM PROCESSOR EVERY THURSDAY EVENING.  

RINSE THOROUGHLY AND LEAVE OUT FOR WEEKEND 
□ PUT BACK INTO PROCESSOR MONDAY MORNING 

□ GET DIRTY LAUNDRY READY FOR PICKUP 
□ CHANGE TOWELS IN BATHROOM, DARKROOM AND TRACTION 

ROOM  

□ PUT AWAY CLEAN LAUNDRY 

BI WEEKLY 

□ CHECK ALL X-RAYS IN RECALL ON BACK WALL 
□ FOLLOW UP WITH NANCY & GET THEM RESCHEDULED 
□ PREP MAGAZETTES WITH EXERCISES, POLICIES, MAP, HOURS, 

NERVE CHART 
□ PREP NP PAMPHLETS 

□ PHOTOCOPY ANY FORMS OR SURVEYS YOU USE 
E.G.   SUBLUX SURVEYS, FAMILY HEALTH HISTORY, EXERCISES, 
POLICIES 
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EXAM DC CHECKLIST 

 
OPEN 

□ Developing Room: Processor On, Lids closed, refresh chemicals 1x/month, Hit 

Run, Water Knob closed, Lights off, Fan and Red light on 
□ Exam Room: Computer On – Run Insight Program, Printer On, Check Printer 

Paper, Check X-ray on 
□ 7 Copies of UPDATED Clinical Schedule – Highlighted and Posted 
□ NP exams – Travel Cards Prepped 

□ Team Huddle over clinical schedule 
□ Check all clinical files pulled and ready for am and pm 

 
CLINICAL 

□ New Patient:  

o WOW Greeting, check: shoes off, sign in. 
o Welcome form, confirm fees and referral, previous chiro care, check 

insurance 
o New patient Log Book: date, name, referral, file# 
o Give copy to Out C.A. 

o X-ray card filled out  
o Make label for sleeve 

o Escort patient to exam room, jewelry Off, gown/shorts on 
 
o Give DC sign for double yes 

o Introduce DC (if present, if not do double yes) 
o Spouse’s name, children’s names 

 
□ Maximize exam findings: 

o Scales, posture, ROM, Ortho/Neuro, X-ray, Scan, history, 5 Traumas 

□ Powerful Exam Checkout:  
o Explain Health History Checklist, Informed Consent, Office Policies for 

R123 
o Develop x-rays and put on appropriate Dr’s desk 
o Confirm Checkout with patient and with Out CA 

□ ½ Hour to Health (Monday Evenings) 
o Help team bring out chairs, overheads and projector, x-rays/viewboxes, 

our patient’s speak, slides and projector, dry-erase markers and erase, 
pointer 

o NPP, ITGH, DFE pamphlets on every chair, Family History to every 

patient, Health Questionnaire to every guest 
o Introduce Dr. 

o Check all guests, book all guests 
 

TECH CA CLOSE 

□ Day end huddle 
□ Copy and color code next day clinicals 
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□ Put copy of next day clinical on Dr’s view box, huddle with Dr. 
□ Pull next day clinical files - PE (1st) with form and NPP 

       - 3-4 mo CE with form, x-ray card, dated chart 
       - YR-CE with form, x-ray card, dated chart 

□ Check Mini-CR’s - Are x-rays marked, if not mark 
     - X-rays with chairs pulled at front 

□ R1 – Magazette complete – Nerve Chart, Drug Info, Exercises, Workshops, map, 

Dr’s hours, finances if ready (insurance, recommendations) 
□ R23 – Finances Ready 

□ R45 – x-rays, latest scans, original chart, plan ready 
 
COMMUNICATION SHEET 

□ Exam Room:  Computer shut down, printer off, x-ray off, lights off 
□ Dark Room: Developer off, lid open, water knob open, lights/fan off 

□ Collect garbage: Monday, Wednesday 

□ Stock exam room, dark room 

 

FILL OUT TIME SHEET 
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PATIENT MANAGEMENT SHEET (PMS!) FOR WEEK OF: 

 

Recalls/Left Message/FYI Doc! 

M                                                                     L 

 

 

 

 

We Missed You…WMY Again/Gentle Reminders/Chiro Card Sent/Continue Care 

Letter (CCR) 

M                                                                     L 

 

 

 

 

Report Letter Sent/Follow Up 

M                                                                     L 

 

 

 

 

On Doctors Desk this week (see chart) I need your response please! 

M                                                                     L 

 

 

 

 

Discontinued (D/C)/Drop Out Letter 7 Questionnaire (DOL?)/Recall System 

(R)/Archive(A) 

M                                                                       L 

 

 

 

 

Extra-ordinary Service (Flowers sent/Cards sent/Congrats…) 
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MANAGER’S WEEKLY SLIP AND CHECK REPORT 

 

FRONT DESK 

Checklists 

Scripting 

Patient Mgmt/recalls/walk- ins 

Adj.Schedule #, flow, n/s, r/s 

Clinical Schedule – NP/confirm 

Tic/Huddle/Subgoal 

Communication Sheets 

$ Cheques – monitor 

Re-index/backup 

Wed. Training Focus 

 

 

 

 

TECH CHECK 

Checklists 

Pe/Ce/Np Prep 

X-rays (rad.reports/filing/log) 

K-Financial Follow-up 

Filing/needs help with -  

 

 

 

 

MARKETING OFFICE 

Priorities (daily/weekly) 

DWS 

DFE 

Health Fairs 

Calendars/book updated 

Upcoming Events 

Vacation Notices 

Screenings 

Meeting 
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DOCTORS 

Positive Huddles? 

Correction of Week 

End of Day calls 

Time Study 

Chart Management 

Procedures 

 

 

 

 

RMT 

Schedule full? 

Referrals/Health Pass/Marketing/Screenings 

Meeting Review 

Comments 

 

 

 

 

OFFICE WALKABOUT 

Inventory 

Computers 

Appearance (Disney!) 

Never ending  list 

Other 

 

 

 

 

MY PRIORITY CHECKLIST 

Resigns/CE’s 

HIP write-offs 

Day ends/stats 

Best appt. times 

24/48 hour bin 

Team Meeting 

Internal Marketing 

AR/Insurance 

Accountant Package 

Month End Checklist 

My Concerns/Barriers/Comments 
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DR.                         END OF DAY 

 

DATE: 

 

ADJUSTMENT CALLS/ # / SPOUSE 

1. 

2. 

3. 

4. 

5. 

6. 

 

REFERRAL THANK YOU 

1. 

2. 

3. 

4. 

5. 

6. 

 

ACUTE/SICK PATIENTS TO CALL 

 

 

 

MLS CALLS 

 

 

 

SOLUTION REPORTS/PLANS 

 

 

 

 

WELLNESS CONVERSIONS 

 

 

 

 

NP EXAMS CALLS 

 

 

CHRONIC NS - RS 

DR.                         END OF DAY 

 

DATE: 

 

ADJUSTMENT CALLS/ # / SPOUSE 

1. 

2. 

3. 

4. 

5. 

6. 

 

REFERRAL THANK YOU 

1. 

2. 

3. 

4. 

5. 

6. 

 

ACUTE/SICK PATIENTS TO CALL 

 

 

 

MLS CALLS 

 

 

 

SOLUTION REPORTS/PLANS 

 

 

 

 

WELLNESS CONVERSIONS 

 

 

 

 

NP EXAMS CALLS 

 

 

CHRONIC NS - RS 
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BASIC TRAINING – MANAGERS CHECKLIST 
 

EMPLOYEE NAME   ___________________________________ 
ADDRESS    ___________________________________ 

CITY     ___________________________________ 
POSTAL CODE   ___________________________________ 
PHONE NUMBERS  HOME  ___________________________________ 

   CELL  ___________________________________ 
   OTHER ___________________________________ 

S.I.N/SOCIAL SECURITY #  ___________________________________ 
 
TD1 FILLED OUT   YES  SENT TO ACCOUNTANT 

EMPLOYEE AGREEMENT EXPLAINED & SIGNED 
 

SHADOW POSITION TEST 
5 TICS 
5 EXTRA-ORDINARY SERVICE 

ATMOSPHERE/MOOD/PATIENTS 
2 WALKABOUTS 

BARRIERS 
 
PERSONAL 3 VISITS 

 
NP  ½ HOURS  REPORTS MAPPED  PE CE 

 
□ COPY OF TEAM NUMBERS 
□ KEYS 

□ SWIPE CARD/INTERCOM SYSTEM 
□ ALARM AND NOTIFY COMPANY OF CHANGES 

□ NAME TAG 
□ PROFESSIONAL CARDS 
□ ATTIRE/UNIFORM 

□ PARKING RULES 
□ CODE BLUE INSTRUCTIONS 

 
REVIEW CHECK 
 

□ MASTER CHECKLIST FOR POSITION REVIEW GIVE COPY  
□ PERSONAL TRAINING BINDER 

□ OPEN/CLOSE 
□ WALL FILES, DOCTORS SLOT 
□ TEAM BOARD/THEME BOARD 

□ TIME SHEET 
□ PHONE SYSTEM BASIC 

□ EQUIPMENT OPERATION 
□ CD 4 COMPUTERS PHOTOCOPIER FAX 
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□ SUPPLIES & STOCK ROOM/DRAWERS 
□ WASHROOM TEAM & PATIENT 

□ X-RAY BIN WARNING 
 

CHIROPRACTIC ASSISTANT PROCEDURAL PLAYBOOK 
 

□ INTRODUCTION 

□ CHIROPRACTIC PHILOSOPHY 
□ EMPLOYEE AGREEMENTS 

□ TELEPHONE PROCEDURES 
□ PATIENT MANAGEMENT 
□ CLNICAL PROCEDURES 

□ FEE SCHEDULES 7 COLLECTIONS 
□ ATTITUDES 

□ OUR LASTING PURPOSE 
□ MASTER CHECKLIST 

 

STUDY TOOLS & COMPULSORY READING 
 

□ HOW TO WIN CUSTOMERS 
□ ONE MINUE MANAGER 
□ TRAINING TAPES 

□ CONFERENCE CALLS 
 

TRAINING EVALUATION REPORT 
 

□ WEEK ONE  1-10 

□ WEEK TWO  1-10 
□ WEEK THREE 1-10 

□ WEEK FOUR  1-10 
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EMPLOYEE ATTENDANCE & INFRACTION RECORD 
 

EMPLOYEE; __________________________________ 
 

 
ATTENDANCE, VERBAL & WRITTEN WARNINGS 
 

DATE   ACTION  REASON 
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MONTH END PROCEDURE & ACCOUNTANT PACKAGE 

 

MONTH END 

 

Computer Month end Reports 
 

 Print month end summary sheets for both doctors 

 Reports/summary sheets/F10 all/print 

 Print inventory sales for month 

 Reports/inventory sales/F10 all/print 

 Accounts Receivable  

 Patient/F10 all/print 

 Patient List of new patients for month 

 Patient List/Referred by/F10 all/dates/print 
 

*Have clinical C.A. cross check green book against new patient list so numbers match 
 
Staple copies and give each doctor their own 

Record how much RMT gave for rent cheque on bottom of Dr. __________ summary 
sheet for him/her and for accountant 

Print a copy of reports for accountant package (do not include a/r list or patient list) 
 
ACCOUNTANT PACKAGE 

 
Month End and the 15 of the Month 

Month end summary sheets – if it is month end- see above 
 
All receipts from doctors office – kept in Dr. ____’s drawer – green file folder 

 
Cheque stubs – Drs. Office above desk 

 
Deposit book sheets (yellow – cut out) 
 

Detailed interact (debit) slips –in filing cabinet  
 

All invoices highlighted:  Red - circle amount to be paid, write please pay (I-invoiced) 
Green – paid invoice, highlight visa payment made (V- paid 
visa) 

Make sure all invoices have been recorded in inventory log first. 
 

Faxed hour sheets 
 
All bank errors and nsf cheques (make sure all nsf cheques have gone on accounts with 

charge and have a check mark and initial who input into computer – bank errors should 
be cross checked with deposit book and day end report – Out C.A. is responsible for 

balancing cash at end of day – discuss errors with her). 



CHIROPRACTIC MASTERS 

 177 

TEAM MEETING AGENDA 
 

 
WINS 

 
 
 

STATS 
 

 
 
UPCOMING EVENTS 

 
 

 
BARRIER/SOLUTIONS 
 

 
 

CROSS TRAINING & ROLE PLAYING 
 
 

NOV 15 – Extra-ordinary Service/How to “WOW” our patients 
 

NOV 22 – A-Z Procedures 
 
NOV 29 – A-Z Procedures cont. 

 
DEC 6   - A-Z Procedures complete 

 
DEC 13 – Objection training 
 

DEC 20 – Yearly goals & bonus review 
 

DEC 27 – No meeting – Happy New year 
 
 

GOALS FOR WEEK/MONTH/YEAR 
 

 
CLOSE 
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A GOAL IS A DREAM WITH A DEADLINE! 
 

 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 

 

PROJECT: __________________________  PROJECT: __________________________ 
 

 
WHO:         __________________________  WHO:         __________________________ 
 

 

COMPLETED BY: ____________________ COMPLETED BY: ____________________ 

 

PROJECT: __________________________  PROJECT: __________________________ 
 

 
WHO:         __________________________  WHO:         __________________________ 
 

 

COMPLETED BY: ____________________ COMPLETED BY: ____________________ 

 

PROJECT: __________________________  PROJECT: __________________________ 
 

 
WHO:         __________________________  WHO:         __________________________ 
 

 

COMPLETED BY: ____________________ COMPLETED BY: ____________________ 
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Our Mission 

 

The purpose of this clinic is to support as  

many people as possible in their  

quest for optimal health and  

to educate them about Chiropractic and 

encourage them to educate others. 

 

To provide lifelong Chiropractic wellness care 

To our patient and their families. 

 

To enable the body to express its maximum 

genetic potential through the elimination of the 

vertebral subluxation complex. 
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NOTES 
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