
Front Office Scripts
How to transition more patients into Telehealth



Why your front office team 
members don’t use scripts



They don’t understand the theory behind 
using a script

Consider this:

Most of you have a professional degree.

Your front office didn’t go to school to learn 
how to effectively handle people.

You practice theory-based medicine.

And design your treatment based on that 
theory.



They often see themselves as a receptionist

That means that they consider their main 
responsibilities as being the following:

● Answering the phones

● Taking messages

● Scheduling patients

And that’s where things go awry.



We need them to be Patient Care Coordinators

A Patient Care Coordinator is skilled at the 
following:

● They understand the path patients take 
throughout care.

● They know how to lead someone along that path 
using proper patient management techniques.

● They identify and manage common patient 
objections with ease.



So why am I telling you this?



Who the heck am I?



Dee Bills
PT, Consultant

● Wife and mother

● Physical Therapist

● Practice Owner

● Front Office GURU



How I became the Front Office GURU

SUCCESS

SUDY PRACTICE 
SCRIPTS

IMPLEMENT TEAMWORK

● I started managing our front office team

● On the job training 

● It was difficult to properly manage patients

○ Arrival rate was 75%.

○ Inconsistent collections

○ Evaluations per week were hit or miss.

○ Schedule utilization was poor.



SUCCESS

SUDY PRACTICE 
SCRIPTS

IMPLEMENT TEAMWORK

● They played an important role

○ But weren’t trained for it.

● They were frustrated.

○ Because they didn’t have the skills to properly manage patients.

● There was no formal training or systems to help them.

○ So I created my own.

They were so important to me



What happened as a result?

SUCCESS

SUDY PRACTICE 
SCRIPTS

IMPLEMENT TEAMWORK

● Arrival rate → went from 75% to 95%.

● Daily collections → went from 70% to 98% at 
the time of visit.

● Schedule utilization was 90% +

● Visits kept per week increased to 90% +



SUCCESS

SUDY PRACTICE 
SCRIPTS

IMPLEMENT TEAMWORK

Other owners started asking me for help



SUCCESS

SUDY PRACTICE 
SCRIPTS

IMPLEMENT TEAMWORK

And my program is all about helping the 
practice by building Patient Care Coordinators



How to transition a patient to 
telehealth



We’re going to talk 
about scripts for two 

scenarios

You’re still open and patients 
are calling to drop-out

You’re already closed OR 
patients have already dropped 
out and want to get patients 
into telehealth



You’re currently open and treating

And you’re working to transition 
everyone to telehealth.



For those patients calling to drop out of care:

There are 4 parts to this conversation.

● Acknowledgements
● Make known what you’re doing 

to keep them safe
● Ask a simple question
● Shift to telehealth

They need the patient to follow along this path.



Acknowledge their decisions → calm them down

Consider this:
Anyone calling has made a decision.

And often right now they’re scared.

So we acknowledge their decision.

“I understand.”

“I understand.”

Don’t move on until you’ve got a calm patient to talk to.

We may have to do this several times. 



Make known what you’re doing to keep them safe

This isn’t to sell them coming in.

There’s no pressure.

“Hey Tom, I want you to understand there’s no pressure here.”

Announce to them what you’re doing to keep your patients and staff safe.

“But I am going to let you know what we’re doing to keep our patients and staff 
safe during this time…”

Have 3 really important things you’re doing.

This is about understanding 
and commitment.



Ask one question

“What do you think about this?”

Ask THIS question.

Don’t change it. 

All we’re doing is looking to hear any objections, to get 
an answer without asking them if they’re still coming 
in.

They’re still likely to say “no, I’m still going to cancel.”

This leads to the telehealth 
discussion...



Transition to telehealth

Now...ANNOUNCE what you’re going to do.

This is super important.

NEVER ask if they ‘want’ to transition.

Acknowledge their decision, 

and tell them what you’re going to do…

“Ok. I completely understand. This is what we’re going to 
do. We’re going to transition you to telehealth so we can 
continue with your care.”

Present more info on 
telehealth.



You’ve closed the clinic OR the 
patient has already dropped off

And you’re working to transition 
them to telehealth.



They’ve already dropped out OR you’re 

closed and want to get them into telehealth

A little different conversation

● Pleasantries
● Calling to check in on them.
● Share your responsibility.
● Inform them that you will transition them to 

telehealth.
● Explain telehealth and options.
● What will you do if they say ‘no’.



Pleasantries

How are they doing?

Ask some simple questions.

How’s it going overall?

Do you have someone checking in on you? Is there anything you need?

It’s your responsibility...



Tell them you’re calling to check in on them

Let them know it’s your responsibility.

“Tom, I’m calling to check in because it’s my responsibility as your provider. So, 
I’m checking in to see how you’re doing and so we can make a plan moving 
forward.”

Have a list of questions.



Do a verbal phone assessment on them

Have a list of questions to ask them about their problem.

Not just, how’s your pain…

What about motions that are difficult?

How they’re sleeping...

What difficulties they’re having at home...

You REALLY want to delve deeply here.

This helps you determine their needs.
And it’ll lead you to the 
telehealth discussion.



Transition them into telehealth

Your phone assessment will give you what you need to talk to them 
about telehealth. Use their answers to sell the telehealth plan.

“OK Tom, based on the following, [this is where you review some of their key 
pain points] it’s my determination that we need to transition to telehealth.”

Now explain what telehealth is...



What the heck is telehealth??

If you don’t explain it, they won’t agree to it.

Type up exactly what your telehealth will entail - what it looks like.

Your front office or PT will impart this information. Make sure you include:

● What it is
● What you’ll provide them / what they’ll receive, 
● How much time they should allow for treatment, 
● What platform you’ll be using and options for accessing it,
● How many times per week you’ll meet and how to schedule, 
● And the cost.

They need this info to make a decision.



Do they have questions…?

Ask if they have any questions

This will open things up for objections, concerns, etc.

It’s ok if they have questions or objections.

These just mean they don’t understand something.

Handle their objections and concerns.

Don’t tell them what to do, just give them the reasons behind this.

Keep asking if they have any questions until they say “no”.



Close the sale

Say the following:

“Ok. Great, let’s go ahead and transition you to a telehealth program so 
we can properly manage this at home.”

Now, pause and wait for their answer.

Remember they’re likely to be stuck at home for awhile...so you’re 
laying the groundwork now.

What if they say ‘no’?



If they say, ‘no’...

Find out ‘why’.

Work to handle their objection.

Always start with: “I understand.”

Then explain your concerns based on ‘what they indicated were their 
problems when you did your verbal assessment’.

If they still say ‘no’, don’t fret.

You’re going to continue to follow-up.



Announce you’re going to continue to follow up

Use the following again: 

“Ok. I understand.”

Then tell them you’re going to continue to follow-up each week.

Send an email with telehealth info - and tell them they can check in as well.

Give them a number to call if their pain or problems increase.

Why are we doing this?



It’s all about your list

If you’re like us, you do NOT want to be a start up when this is all over.

So, you need to remain in contact with your current AND past patient list 
throughout ALL of this.

Don’t make it just about staying in touch with your current patients.

Start reaching out to past patients with informative letters, newsletters, 
email campaigns, phone calls. Keep yourself in the forefront of their minds.

Because this is where you can start when this is all over → with those that 
know, like, and trust you. 



How to get these slides 



Send me an email - I’ll send you these slides.

In the email, 

● Put your 1st and last name.

● Tell me if you’re an owner or a manager.

● Give me permission to add you to my list.

Send it to: Dee@FrontOfficeGURU.com


