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Script

Schedulers, receptionists, Medical VAs, and front-end RCM

beginners.

Use before practicing patient scheduling calls, intake scripts, or
appointment-readiness workflows.
Follow the call flow, use bracketed editable fields, and document only

fictional practice details.

July 2026

Core learning rule: Where does this happen? Why does it matter? What happens if it is wrong?

Front-end language should use verify and may. Do not imply eligibility or authorization guarantees coverage or

payment.

Purpose

Use this script to practice a safe, organized scheduling call that supports front-end RCM before the visit.

Call flow
Opening Thank you for calling [CLINIC NAME]. Thisis = Sets a professional tone and identifies the

Limited identity check
Visit reason
Insurance intake

Provider/location

Closing

Documentation reminder

[YOUR NAME]. How may | help you today?
May | confirm the information your clinic
policy allows before discussing the
appointment?

What type of visit or concern are you
scheduling for? Is this new, follow-up,
procedure-related, referral-related, or urgent?
Has your insurance changed since your last
visit? Please provide the front and back
details through the clinic-approved process.
The appointment may depend on provider,
location, plan network, referral, or
authorization requirements. | will document
this for verification.

Your appointment is scheduled for
[DATE/TIME]. Coverage, benefits, referral,
and authorization requirements may still need
verification based on payer and clinic policy.

[ 1 Appointment type, provider, location, and visit purpose documented

[ 1 Insurance update noted or insurance unchanged noted based on client policy

[ 1 Referral/auth trigger identified for verification team if applicable

[ ] Patient told only approved, non-guarantee language

[ 1 Next action and owner documented

What not to say

e Do not say, "Your insurance will cover this."

e Do not say, "Authorization means it will be paid.”
e Do not promise exact patient responsibility unless verified and allowed by client policy.
e Do not request or store PHI outside approved systems.
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caller need.
Protects privacy and follows client
instructions.

Helps match appointment type, provider,
location, benefits, referral, and possible
authorization trigger.

Avoids wrong payer, old plan, or missed card
information.

Prevents implying eligibility or authorization

guarantee.

Uses verify/may language and avoids
payment guarantees.

Educational use only. Do not use real PHI. Verify current requirements with official sources, employer policy, payer rules, and client instructions.
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Fictional example
[FICTIONAL EXAMPLE ONLY] Simulated patient calls for a physical therapy visit. Scheduler confirms appointment type,
notes plan changed to a new commercial PPO, documents the clinic location and provider, and routes eligibility/auth review
before the visit.

Common beginner mistakes

e  Skipping updated insurance questions when the patient is returning.

e Treating scheduling as separate from claim protection.

e  Promising coverage, payment, referral approval, or authorization results.
e Failing to document appointment type, provider, location, and next action.

Safe practice reminder

Practice with fictional examples only. Do not copy real work queues, payer portals, clinic notes, employer SOPs,
screenshots, patient accounts, or client information into any practice file.

No-PHI reminder

Do not use or enter real patient names, dates of birth, insurance IDs, member IDs, claim numbers, medical record
numbers, addresses, phone numbers, diagnoses, treatment details, login details, or protected health information. Use
fictional data only when practicing.

Educational disclaimer

This resource is for beginner-friendly healthcare admin education only. It is not medical advice, legal advice, coding
certification, payer-specific billing authority, a replacement for employer training, or a guarantee of employment. Always
verify current requirements with official sources, employer policy, payer rules, client instructions, and updated guidance.

Source/review note

This beginner resource explains general front-end RCM workflow concepts. Requirements can vary by payer, plan,
provider type, specialty, place of service, contract, referral rules, authorization rules, and current policy. Verify current
requirements with official sources, employer policy, payer rules, client instructions, and updated guidance.

Recommended next step

Practice this script with fictional scenarios, then pair it with the Insurance Card Review Checklist and Eligibility & Benefits
Verification Checklist.
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Educational use only. Do not use real PHI. Verify current requirements with official sources, employer policy, payer rules, and client instructions.
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