The 5-Step Check-In
Protocol

Standardizing Patient Flow and Data Integrity for Front-Desk Excellence



The High Cost of Intake Errors

Decrease in Billing Denials

Direct Impact on Efficiency

Incorrect data entry at the front desk is the primary cause
of clinical delays and financial loss. By standardizing our
check-1n procedure, we ensure that the entire care cycle—
from intake to billing—is frictionless.

A simple verification error can cost the clinic upwards of
$150 per claim in rework and delay patient care by 20+
minutes.




Our Core Objectives

Standardize the intake workflow across all
locations.

Eliminate data entry errors in the EHR system.

Reduce bottlenecks through scripted
communication.

Ensure 100% compliance with identity
verification.




The 5-Step Check-In Protocol
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Step I:
Acknowledge

The First 10 Seconds

Stop current tasks when a patient approaches.
Make direct eye contact, offer awarm smile, and
use a professional greeting.

Goal: Make the patient feel seen and valued

Immediately, reducing anxiety and setting a
positive tone for the visit.




Step 2: Authenticate

Securing Identity

Ask for the patient's full name and date of birth. Request a
physical government-issued ID and compare the photo

and details to the EHR profile. g . \

Why: Prevents medical identity theft and ensures the
clinical team is treating the correct individual, .
maintaining high safety standards. 3 |
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Step 3: Audit

Demographic Check

Verbally confirm current address, phone number,
and emergency contact. Do not ask "Is everything
the same?" - instead, ask "What is your current
address?" to force active verification.

—
Insurance Integrity

Scan the insurance card. Verify the group and
member |D against the system. Flag any
mismatches or expired coverage before the
patient leaves the front desk.
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Closing Documentation Gaps

Collect required co-pays and outstanding balances. Secure signatures on
any expired HIPAA or consent forms. Ensure the "Patient Persona”
requirements are fully met within the EHR sandbox.

Impact: Reduces back-end administrative burden and ensures legal
compliance for every clinical encounter.




Step 5: Advance

Target Intake Time

Seamless Clinical Handoff

Provide clear directions to the clinical hallway or sub-

waiting area. Most importantly, set accurate wait time
expectations based on the current provider status.

Final Touch: Use a transition script: "The medical assistant
will be with you shortly. Please have aseatin Area B."




Workflow Comparison

Performance Metric Manual Method Standardized Protocol

Data Accuracy Variable (High Error Rate) 100% Verified (Target)
Wait Time Unpredictable Bottlenecks Optimized Flow (Under 15m)
Patient Stress High (Lack of Clarity) Low (Guided Experience)

Billing Denials Frequent (Demographic Errors) Minimal (Correct Auditing)



Target Performance Improvement

Patient Satisfaction 95% Target
Billing Claim Accuracy 98% Target

Protocol Adherence 100% Target

Standardization is the engine of efficiency. By following these five steps with every patient, we guarantee excellence.



Questions?

Ready to Implement the 5-Step Protocol

Next Phase: Simulation & Hands-On Practice

Refer to your Job Aid for the 5-Step scripts.
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