THE 5-STEP CHECK-IN PROTOCOL

Front-Desk Quick Reference Guide
1. ACKNOWLEDGE (The 10-Second Rule)
Goal: Make the patient feel seen, reduce anxiety, and set a professional tone immediately.

e Action: Stop current tasks the moment a patient approaches.

e Action: Make direct eye contact and offer a warm, welcoming expression.

o Standard Script: "Good morning/afternoon. Welcome to the clinic. How can I help you
today?"

2. AUTHENTICATE (Identity Security)

Goal: Prevent medical identity theft and ensure absolute patient safety.

e Action: Request the patient's full name and Date of Birth (DOB).

e Action: Request a physical, government-issued photo ID.

e Action: Visually match the ID photo to the patient and verify the details against the EHR
profile.

e Standard Script: "For your medical safety, may I please have your full name, date of
birth, and a photo ID to verify your chart?"

3. AUDIT (Data Integrity Check)
Goal: Prevent downstream billing errors and returned mail.

e Action: Actively prompt the patient for demographic updates. NEVER ASK: "Is
everything the same?"

e Action: Scan the physical insurance card. Verify the Group ID and Member ID match the
active EHR record.

e Standard Script (Demographics): "Could you please verify your current home address
and best contact phone number for me?"

o Standard Script (Insurance): "I need to quickly scan your current insurance card to
ensure your coverage is up to date in our system."”

4. ACQUIRE (Documentation & Collections)
Goal: Close all documentation gaps and secure required financial obligations.
e Action: Check the EHR for missing signatures (e.g., annual HIPAA consent, financial

agreements).
e Action: Identify and collect today’s co-pay or outstanding past-due balances.



o Standard Script: "/ see we need an updated signature on your annual consent form.
Also, your co-pay for today’s specialist visit is $50. Will that be cash or card?"

5. ADVANCE (The Clinical Handoff)
Goal: Execute a seamless transition to the medical team and manage wait-time expectations.

o Target Time: Complete steps 1-4 in under 3 minutes.

e Action: Provide clear physical directions to the appropriate waiting area.

e Action: Set an accurate expectation for the current wait time based on provider status.

o Standard Script: "Thank you. You are all checked in. The medical assistant will be with
you in about 10 to 15 minutes. Please have a seat in Waiting Area B."

(Reverse Side of Job Aid)

DE-ESCALATION QUICK TIPS

For Managing Bottlenecks & Frustrated Patients

The Mindset: Maintain a calm, measured, and professional vocal tone. Do not match the
patient's elevated volume or defensive body language.

1. The "Listen & Validate" Script Use when a patient is upset about wait times or
administrative friction.

e "I completely understand why you are frustrated about the wait, and I apologize for the
delay. Let me check with the clinical team right now to get you an exact update on your
provider's status."”

2. The "Firm but Fair" Script Use when a patient refuses to provide required documentation
(ID, updated forms).

e "lunderstand filling out forms can be tedious. However, we are required by medical
regulations to have this updated in your chart before the provider can see you today. 1
can help you fill it out if you'd like."

3. The "Redirection" Script Use when a patient tries to bypass the check-in protocol or
interrupt you.

e "I want to make sure I get you checked in as quickly as possible. To do that, I just need to
quickly verify your address and scan your insurance card, and then I can get you seated."”
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