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Get Paid On Time!  
4 Tips for Rehab Therapists 
Clear Communication Between Staff and Patients is Key
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One of the main goals of rehab therapists 
is to ensure a clear and smooth process 
with any financial matters regarding client 
payments and co-payments. While a 
patient’s care remains of the utmost priority, 
it is also important that you and your private 
practice teams communicate payment 
expectations at the time of service, as well 
as what types of payment negotiations – if 
any – can be made. 

The more private practices inform patients about  
the proper payment steps, and the more staff  
members are educated about how to approach  
patients on this subject matter, the more everyone  
can have a greater understanding of how payment  
is collected and processed.

FIND OUT HOW TO GET PAID AT THE RIGHT TIME

In this eBook, I share with you four different ways in 
which rehab therapists and private practice owners 
can get paid appropriately, and on time, for their rehab 
services.  Below we will look at the following suggestions:

 • Monitoring cancel/no shows

 • Collecting patient money at the time of service

 • Processing correct data entry

 • Understanding referral and authorizations

https://www.nethealth.com
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CLEARLY EXPLAIN YOUR REHAB THERAPY’S 
PAYMENT POLICY

One way to do this is for rehab therapists 
to communicate with patients that their 
commitment to their professional plan of 
care is critical to meeting their goals. Along 
the same lines, it’s also critical that a private 
practice’s administrative staff explains the 
cancellation/no show policy to the patient 
before treatment begins. 

Emphasizing the importance of the 
treatment plan and having the patient 
understand the cancellation/no show policy 
will decrease the likelihood of patients 
missing appointments because they will be 
aware of the consequences. Additionally, 
charging for no shows and cancellations lets 
the patient know that their rehab therapist 
cares about them and sets time aside for 
their appointment. 

Let’s be honest: Private practices 
may sometimes experience an 
appointment cancellation or a 
“no show” by a client. In fact, 
a 2008 study by the Semantic 
Scholar organization noted 
that approximately one fifth of 
physical therapy appointments 
are missed.1 Oftentimes a private 
practice owner may be reluctant 
to enforce a cancellation/no show 
policy because they don’t want to 
lose their patients, or therapists 
may decide to not bill the patient. 
However, this is an issue that 
would help to be addressed  
early on. 

Monitor Cancel/No Shows
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https://www.semanticscholar.org/paper/THE-IMPACT-OF-PATIENT-NON-ATTENDANCE-ON-EFFICIENCY-Williams/aaa6b46741eb0833b7dfbf9ffa92b7496d1047b2?p2df


4

2

HOW TO PROPERLY ADDRESS OFFICE VISIT 
PAYMENT

I also encourage you to train your staff to ask 
for payment with authority:

 • Avoid asking: “Do you want to make a 
payment today?” This gives the patient 
a way out of making any necessary 
payments.

 • Ask the patient how they would like to 
make their payment. For example, “How 
would you like to pay for your co-pay 
today? We accept cash, check or you 
can charge it.” This sends the message 
that payment is expected at the time of 
service. 

By setting up a clear and seamless process 
from the beginning, misunderstandings 
and miscommunication about payment can 
easily be avoided.

The responsibility of collecting 
patient payments is a front desk 
requirement. While several follow 
through on this standard, others 
may find it difficult to ask for 
money, even though payment is 
part of the patient’s obligation. 

Private practice owners can benefit 
from educating staff on why it is 
necessary to collect at time of 
service. For example, as a provider, 
it is the owner’s responsibility to 
collect a co-pay from the patient  
at time of service and the 
insurance company will pay the 
difference ensuring 100% of the 
contracted payment. 

Collect Patient Money  
at Time of Service
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NIP DATA ENTRY ERRORS IN THE BUD

To minimize data entry errors, I recommend 
that you add a section on “how to enter new 
patient data” in your front desk handbook. 
Equally as important is confirming that the 
assigned professional for this task clearly 
understands how the information they enter 
gets transferred onto a HCFA 1500 (02-12).

If a denial is traced back to a data entry 
error, bring that denial back to the person 
who made the mistake so they can fix it. 
This skill cannot be improved if the person 
entering the data does not know what 
mistakes they are making. Make sure that 
your management team keeps tabs on errors 
and also uses this as a tool for measuring 
performance.

These errors can occur on all types of 
insurance, including but not limited to: 

 • The patient cannot be identified  
as insured.

 • Subscriber information is incorrect.

 • Insurance company entered is incorrect.

 • Patient authorization information entered 
is incorrect.

 • Referring physician NPI is incorrect.

McKnight’s Long-Term Care News notes 
that inappropriate codes, coding errors, 
duplication, and missing signatures can also 
be part of this list.3 

Process Correct Data Entry

In a 6-month billing audit 
conducted by rehab therapy 
RCM firm, Account Matters, 

more than 90 percent  
of denials came from  

data-entry errors made by 
front desk personnel.2 

https://www.mcknights.com/blogs/rehab-realities/reviewing-the-top-10-errors-in-rehab-documentation/
https://blog.accountmattersma.com/3-reasons-why-billing-staff-relies-on-accurate-information-from-the-front-desk
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Not only does this help inform the patient 
of their financial responsibility, but it also 
helps determine if a referral or authorization 
is required. Understanding the difference 
between a referral and authorization, while 
managing either accordingly, will greatly 
reduce these types of denials.

By taking a closer look at these 
aforementioned tips, private practices and 
rehab therapists can rest assured they will 
continue to get paid right the first time.

KEEP DAY-TO-DAY ADMINISTRATIVE TASKS 
SIMPLE AND CONNECTED WITH AN ALL-IN-
ONE EHR SOLUTION.

Net Health® Therapy, a specialized all-in-one 
EHR solution, offers rehab therapists and 
private practice owners the ability to boost 
efficiency, performance, and outcomes in 
real-time. This must-have resource suite can 
make billing, revenue cycle management, 
and reporting much easier, and give your 
staff more face time with patients. 

If you’re looking for a solution to assist in 
your overall practice management, find out 
how Net Health Therapy delivers.

Staying on top of referrals and 
authorizations can also help ensure 
proper payment is made. For 
example, if an insurance referral 
is required but not obtained, the 
insurance plan may not pay for 
the services rendered. Where 
authorizations are required, once 
they are received, it needs to be 
uploaded into the patient’s chart. 
If services are rendered outside of 
the approved date range and/or go 
over the number of visits approved, 
services can quickly be denied by 
the health insurance carrier.

Understand Referrals  
and Authorizations

It’s critical for your private 
practice to check a patient’s 

benefits before their first visit. 
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Center” to help educate the importance of the front desk position in a private practice 
setting. Stacey’s mission is to provide the tools and/or services of outstanding 
administrative support to physical therapists nationwide, allowing them to get paid 
right the first time. www.accountmattersma.com 

ABOUT NET HEALTH 

Net Health is reuniting caregivers with their calling through cloud-based software for 
specialty medical providers across the continuum of care. Net Health’s interoperable 
EHRs deliver end-to-end solutions that ensure compliance, improve outcomes, 
empower providers and inspire care. The company serves over 14,000 facilities, 
including 98 percent of the largest hospital chains, two-thirds of skilled nursing 
facilities and many leading hospice organizations and private practices. Net Health 
is a portfolio company of The Carlyle Group, Level Equity and Silversmith Capital 
Partners. www.nethealth.com
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