
  

Verbal Skills to Confirm Patient Payment 
 
Ultimately, the doctor’s scheduler is in charge of the doctor’s schedule and needs to confirm with the patient 
not only their appointment time, but also what they will owe for the appointment…. However, it helps her out 
a lot if when scheduling patients, whether from the consult rooms or over the phones, verify the patient’s 
plans for paying.   
During the consult, it can go much like this:  

“You will owe $ x amount at this appointment.  We have three ways you can pay – pay in full up front 
and we offer discounts (10% cash/check and 5% credit card), pay as you go, or financing through CareCredit or 
SpringStone.  Which would you prefer?”  If the patient says anything besides pay up front (which you then 
collect from them the whole txp) or financing (which you then get them approved) you then say – ok – your out 
of pocket for the next appointment will be $Y – will you be putting that on a credit card or paying cash?”  
If they patient calls over phone to schedule the appointment, then it should go like this:  

“Great, we got you scheduled for this appointment.  According to your treatment plan, it looks like you 
will owe approximately $X.  You know that we take cash, check, credit card, and have financing options?  Do 
you need financing or will you be paying cash, check or credit card?” 
The reason we want to find out their intention of how they will pay is to know that they have put some 
thought into it and know how they more than likely will pay.  If someone says, I am not sure then that is a red 
flag.  We need them to know so we can be assured that they can afford the treatment, and will show up for 
the appointment.  If their response is, “I am not sure”, then you need to dig a little further into their intention 
for paying so that we don’t have a last minute cancellation the morning of because they don’t have their 
finances worked out.  
Of course, put in good notes detailing your conversation with the patient in their chart and in the appointment 
notes so that everyone else knows the time of their appointment and their method of payment.  
We always want to be looking ahead when confirming appointments to make sure the money is worked out 
with the patient. The closer should have appropriate notes detailing what they owe and how they plan to pay 
in the appointment notes, so when checking the patients out we are aware of the previous agreement they 
made with us.  
It is much easier to handle collections prior to getting the treatment done than it is after! 


