
SOP: Patient Intake & Check-In Workflow
Applies To: Front Desk Assistant / Reception Staff
Department: Administration
Effective Date: [Insert Date]
Prepared By: [Insert Name]

Purpose
To ensure a consistent, efficient, and professional patient check-in experience while maintaining accurate demographic, insurance, and financial information.

Scope
This SOP applies to all staff responsible for greeting patients, verifying information, collecting payments, and preparing patients for their visit.

Responsibilities
· Front Desk Staff: Execute all steps in the intake and check-in process
· Office Manager: Ensure training, compliance, and updates to this SOP
· Clinical Staff: Confirm patient readiness after check-in is complete

Procedure
1. Patient Arrival & Greeting
· Greet every patient within 5 seconds of arrival
· Make eye contact, smile, and use a welcoming tone
· Example: “Good morning, welcome to [Practice Name]. How can I help you today?”
· If busy/on the phone with another patient, acknowledge immediately: “I’ll be right with you.”

2. Identify Patient Status
· Ask for patient name and date of birth
· Determine if the patient is:
· New patient
· Established patient
· Same-day add-on / urgent visit

3. Verify Demographics
· Confirm:
· Full name (spelling)
· Date of birth
· Address
· Phone number
· Email address
· Update any changes in the system immediately

4. Insurance Verification
· Request to see insurance card at every visit
· Confirm:
· Active coverage
· Correct payer on file
· Copay, deductible, or referral requirements
· Scan or upload updated insurance cards if needed (new patient or first time patient is seen each calendar year)

5. Collect Required Documentation
New Patients:
· Provide intake forms (paper or digital):
· Medical history
· Medication list
· Insurance information
· HIPAA acknowledgment
· Ensure all forms are completed before proceeding
Established Patients:
· Provide any required updates or annual forms

6. Copay & Outstanding Balance Collection
· Inform patient of copay or balance due
· Use clear, confident language:
“Your copay today is $__. How would you like to take care of that?”
· Accept payment and issue receipt
· Document payment in system

7. EMR Check-In Process
· Mark patient as “Arrived” or “Checked-In” in EMR
· Confirm appointment type and provider
· Add any relevant notes (e.g., late arrival, paperwork pending)
8. Communication with Clinical Staff
· Notify medical assistant or clinical staff that patient is ready
· Indicate:
· Completed paperwork
· Payment status
· Any delays or issues

9. Manage Wait Time Expectations
· Inform patients of expected wait times if delays occur
· Provide updates every 15–20 minutes if waiting
· Offer options when appropriate (reschedule, step out, etc.)


10. Maintain Clean & Organized Front Desk Area
· Keep workspace clutter-free
· Ensure forms, pens, and supplies are stocked
· Protect patient privacy at all times

Key Performance Standards
· Patient greeted within 5 seconds
· 100% demographic verification at each visit
· 100% insurance card verification
· Copays collected at time of service ≥ 95%
· Accurate EMR check-in for every patient

Common Mistakes to Avoid
· Skipping insurance verification
· Failing to collect copays at check-in
· Not updating demographic changes
· Allowing patients to wait without acknowledgment
· Incomplete documentation

Training Notes
· New hires should shadow this process for 2–3 days
· Competency check required within first 2 weeks
· Ongoing coaching provided as needed

Attachments (Optional)
· Intake Form Template
· Insurance Verification Checklist
· Payment Collection Script



