
 
 

Scripts for  
Front Office Manager 

Training 
 

 
Part One:   the Basics  

Connecting with the Client 
Patient concerns 

 
Part Two:   Scheduling  

Reminder Calls 
Cancellations 

 
Part Three:   Scheduling Referrals 

  Out of Network Options  

The Basics  
 

 Exceed expectations, go above and 
beyond. 

 Be loyal; care about who you are 
talking to and meeting their needs. 

 Pay attention and be friendly  
 Be remarkable. 
 Remember our clients cut our paychecks. 
 Answering the phone: “Good morning (afternoon), 

Avid Sports Therapy, this is your name, how may I 
help you?” 

 

Connecting with the Client 
 

Make them feel at home; orient them to the 
facility – bathroom, drinking fountain, a place 
to put keys/purses.   
 
Personally connect -“How are you doing 
today?” “How is your dog/daughter/etc 
doing?” 
 
Empower their PT - “Karrie is a great 
therapist; she’ll help you rehab your knee as 
quickly as possible. 
 
Introduce all the services the facility 
offers – wellness/gym, etc. and encourage 
them to explore all the services. 



Connecting with the Client  
 
Ask why they came to PT, what their goal is?  
Be excited for them that they can reach their goals.   
 
Ask about their treatment – “how did your 
therapy go today?  How do you feel?” Give 
therapist any feedback helpful to treatment. 
 
Check on their expectations – “How has your 
experience been so far?  Has it been what you 
expected?  Is there anything we can do to make it 
better for you?”  If the person has an issue with 
their PT, offer to schedule them with a new PT. 

Addressing Patient Concerns 
 
Again, be kind.  Listen to what the person says, even repeat it 
back to them.  “Mrs. Smith, what I hear you saying is that 
you’re unhappy with _(issue)_, is that correct?” 
 
When a patient voices an issue, follow these 5 steps: 

1. Acknowledge and own the problem for the team. 
2. Apologize sincerely. 
3. Offer a solution. 
4. Commit to improve. 
5. Thank them for being honest. 

Addressing Patient Concerns 
 

“I’m in pain from my last visit.”  
Put them in touch with a PT immediately or as soon as 
possible to discuss. 
 

 “Today’s treatment hurt me; I’m in more pain 
than before I came!” 
“Let me see if your therapist is available so he/she is aware 
of your discomfort and can discuss your treatment plan.” 
 

“I don’t feel that the treatment is beneficial.” 
“Is there a time today that I can have one of our physical therapists call you to 
discuss your treatment and recovery?” 
 

 “My family will be out of town on vacation.” 
“Do you have an alternate phone number we should contact you at for your 
courtesy reminder call?” 

Scheduling tips to remember 
 

 YOU manage the schedule; begin by offering time slots that 
are within 24 hours of the originally scheduled visit.  If the date 
doesn’t work for the client accommodate their request but 
maintain control by offering the times you have 
available. 

 
 Relay to the patient that their improvement 

is a team effort by using words like we, us, 
and our. 
 

 Listen to the patient; there is valuable 
information in what their voicing that may be 
overlooked. 



Patient Intake Form  
 
Use the “Patient Intake Form” for new patients. 
 
Minimally, be sure to fill in the top shaded portion 
of the form. 

 If you know how to schedule a patient, 
please do so. 

 If you do not know how to schedule a 
patient, save the form and give to the Front 
Office Manager to follow up in the same 
day. 

 
Put yourself in their shoes – if you knew nothing about treatment and 
the clinic, what would you need to know?  Driving directions, how early to 
come, etc.? 

Basic Scheduling Script 
 “Now let’s get you scheduled for your evaluation 

and first treatment.” 
 “We have openings at X, Y & Z, do any of those 

days/times work for you?”  
 Let the patient know how long to expect, “allow 1 

¼ hours for this initial visit.” 
 “Please arrive 15 minutes early to fill out necessary paperwork.  If you prefer, 

you can download our new patient forms at www.centralvalleypt.com and 
bring them in completed.” 

 “Be sure to bring your insurance cards and your referral/prescription” 
 “Dress in comfortable, loose fitting clothes.” 
 “Do you need driving directions?”  Offer the address, directions and parking 

info. 
 “Our phone number is 555-5555 if you need to cancel.  Please allow 24 hours 

if doing so to avoid our cancellation fee.” 
 “Thanks for calling today, we look forward to seeing you (patient’s name) on 

(date and time).” 

Reminder Calls  
 

1. Call all patients two days prior to 
FIRST visit to confirm and remind 
patients of cancellation fee. 

 
2. Ask if the patient wants reminder 

calls after their first visit. 
 

3. If a patient is continually late or cancelling appointments, 
make sure to get a number they can be reached at during the day 
for their reminder call. 
 

4. Calls are to be a service, not an annoyance. 

Reminder Call Script  
 

“Hello Mrs. Smith, my name is Sarah and I am calling from CVPT. 
 

We have you scheduled for an appointment Thursday at 2 with Kim.   
 

Please let us know by Wednesday at 2PM 
(24 hours prior to visit) if you need to 
reschedule this appointment to avoid a $65 
cancellation fee.   

 
If you have any questions or concerns, 
please call us at 555-5555.   

 
Thank you and we look forward to helping 
you recover as quickly as possible!”   



Cancellations 
 

Cancellation Policy 
 

Should you need to cancel,  
please notify the clinic within 24 hours to avoid a  

$65 cancellation fee. 
 

Our goal is to keep your visits consistent  
in order to help you heal quickly. 

 
Thank you  

Cancellation situations 

 
 Some reasons for cancelation may restrict the patient’s 

availability for an indefinite period of time (illness, 
weather, family emergency, etc).  Try to be sympathetic while 
instating the importance in the patient returning to therapy as 
soon as possible. 

 
 Other reasons may require effort on behalf of the patient 

(transportation, childcare, personal issues, etc).  Ask when it 
would be best to check back with the patient to allow them an 
opportunity to resolve their issue while avoiding making it their 
responsibility to return the call.  

Cancellation Script 
  

“I’m sorry to hear you need to cancel your 
appointment.” 
 
Reschedule ASAP!  Remind them that the more consistent they are 
with their appointments, the better the outcome of their treatment. 

 
“Let’s find a time that works better for you, we have openings at X, Y, 
Z, do any of those times work for you? (Be sure to offer specific times 
and not just to ask what time works best for them.) 
 
“Great!  We’ll see you Wednesday at 5PM.  Is there anything else I can 
help you with?”  Call them by name, “Thank you Mrs. Jones, have a 
nice day!” 

Managing Cancellations  
 

Reschedule a patient when they cancel.  Contact them by phone 
immediately.  Stress the importance of their visit to their physical 
progress. 
 
We have a cancellation policy in place to try and prevent patients from 
cancelling.  This leaves us a GREAT OPPORTUNITY to go above 
and beyond for the person.   

“I am technically supposed to charge you 
for this cancellation, but I am going to 
wave that fee for you this once.” 
 
Of course, for patients who consistently do 
not show or cancel within 24 hours, use 
the policy and charge them $65. 



Referral Scheduling Protocol 
See the “Referral Scheduling Log” to track a person’s current status, 
and proceed with the steps below: 
 

1. Call each referred patient until they are 
scheduled. 
 

2. If the patient is not reached with the first 
call, call two days apart for a 
minimum of 3 calls or until patient is 
scheduled. 
 

3. Mark on “Referral Scheduling Log” when 
a referred patient has been called and 
make notes on the responses. 
 

4. Directors will review this log weekly.  
(continued on next page) 

Referral Scheduling Protocol 
(continued from previous page) 

 
5. Notify WC adjustor if it is a WC claim. 

 
6. For patients who don’t think they need 

PT, offer to have a PT call them.  
Give names/numbers to a PT daily 
to follow up.   
 

7. Call all patients two days prior to 
FIRST visit to confirm and remind 
patients of cancellation fee. 
 

8. Remember, this is the FIRST interaction with our company and 
will establish the relationship.  It is crucial that this interaction is 
positive. 

Referral Scheduling 
 

“Thank you for calling our office.  Before I 
schedule an appointment with a therapist, may I 
ask you a few questions? 
 
Gather information on new patient intake form: 
Name, best phone #, referring physician, DOB 
and Insurance Subscriber ID# are ESSENTIAL. 
 
“Will we be billing your insurance for this rehabilitation?   

 If so, “have you checked with your insurance regarding physical therapy 
benefits?” 

 “Do you know if you need pre-authorization for treatment?” 
 “Do you know if there is a co-pay per visit?” 
 If not, “I can check on your insurance benefits using your Subscriber ID and 

DOB.” 
 

Out of Network Insurance Script 
 

“We are not network providers for 
your insurance but would be happy to 
verify your benefits with your 
insurance company to see what your 
out of network benefits are…” 
 
“Sometimes the out of network 
benefit is something we can 
accommodate.  May I have your 
subscriber name, ID# and member ID 
to verify this information for you?” 
 
Offer to get back to them by the end of the day. 



Limited or No Out of Network 
Benefits Script 
 

“Unfortunately, your insurance plan doesn’t have out of network benefits.  
However, we do have discounted cash rates available.  Many clients find it 
insightful to come in for an evaluation with a therapist.  The therapist will set 
up a home exercise program and make recommendations as well as provide 
you with an overall estimated cost of care based on your situation.  Our 
discounted cash rate for the initial evaluations is $95, may I schedule you an 
appointment?”   
 
Remind them that there is no commitment necessary after the initial 
evaluation, and then they will have an idea of injury care and cost. 
 
If they say no, “may I have one of our therapists follow up with you to discuss 
any programs available based on your condition?” 

 
 
 
 

We appreciate you. 
Thank you for your hard work 

   
 


