_________________Health Center

Front Office Procedures
Scheduling An Appointment – Script Suggestions

Remember, it is important to update the patient registration and financial status information each time an appointment is made either by telephone or in person.

Script Suggestions for Scheduling/Rescheduling an Appointment:
Always identify the practice location by name of physician or clinic area, give your name, and ask, 
“How my I help you?”

Example: “_____Community Health Care Center, this is Mary, how may I help you?”

Provider/Physician Preference: 

“Is there a particular physician/provider you would like to see?”


If the answer is “no”:

“Please tell me what kind of problems you are having so that we can determine which physician can best meet your needs.”
If the physician/provider chosen is not available:
“Dr. ____ is unavailable at that time, may I schedule you with Dr. _______ who is available or would you rather wait until Dr. ______ is available on __(date)   at _______o’clock?”
Time of day preference
“Would you prefer a morning or afternoon appointment?”
Dr. ______ has an appointment available at _______o’clock.  Is that a convenient time for you?”

Physician/appointment time confirmation
“Okay, Ms. Jones, I have you scheduled with Dr._______ on ___(date)___ at _______ o’clock.  Are you familiar with our location?  (Provide directions as needed.)

Insurance card/copay reminder
“Ms. Jones, please remember to bring your insurance card and your payment with you for your appointment.  If you need to change your appointment, please call us and we will be happy to make the change for you.  Did I answer all of your questions?
Patient who has been terminated
“I’m sorry, Ms. Jones, it appears as though you have been released from our facility for medical care.  

We will not be able to schedule you for an appointment in our clinic.”

If the patient becomes unmanageable for you:
“You may contact the Director of Patient Care if you would like to speak to someone about your concern.  The phone number to that office is 806-743-2669.”

