
 

Be empathetic not sympathetic 

-understand the patient’s situation, but pursue 

reasonable payment options with the patient. 

 

-we must be sincere when empathizing with the 

patient. 

 

Put yourself in the patient’s shoes 

-how would you want the situation explained, 

presented, and handled? 

 

 



I have already met my out of 

pocket this year.  



I understand Mrs. Smith & that is why 

we verify your benefits with your 

insurance carrier.  They have stated 

that you have not met your out of 

pocket yet this year.  We verify with 

your carrier in order to provide you 

with the most current coverage 

information.  How would you like to 

take care of your coinsurance today?  

We accept cash, check and credit card. 



I would like to wait until my 

insurance pays and then I will 

pay. 



Unfortunately insurance rarely covers all 

costs.  As a service to you, we’ve already 

verified your coverage benefits and your 

estimated portion due today is $____.  

How would you like to take care of that? 

We except cash, check and credit cards. 

 



I have never had to pay 

before. Just send me a bill. 

 



Since you were last here, we have made 

changes in our processes that no longer 

allow us to delay collecting copayments, 

deductibles, or coinsurance amounts.  This 

helps to ensure that we keep medical costs 

down for everyone.  By taking care of your 

portion now, you can avoid worrying about 

a bill later.  Would you like to take care of 

that by cash, check or credit card? 

 



I didn’t bring my wallet. 



I understand Mrs. Smith. Do you 

have somebody that could bring 

it to you?  I would be happy to 

call them for you. 



I had a procedure (ER visit)  

here before and I didn’t have to 

pay that much. 



I understand Mrs. Smith.  Prices & 

coverage can vary for each type of 

procedure.  We verify your coverage 

and benefits with your insurance 

carrier each time in order to 

provide you with the most current 

information. Would you like to take 

care of that by cash, check or credit 

card? 



There is no way I can afford this! 



I understand that this is a sizable 

amount of money, but we do 

have a variety of payment 

options, many of which I can 

process right here for you. 






