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Introduction é Clinic Mastery

Running a successtul clinic requires more than just medical expertise—it demands a
well-organised and efficient operation. One of the most powerful tools at your
disposal to achieve this is a set of clearly defined Standard Operating Procedures

(SOPs).

SOPs are the backbone of any well-functioning clinic. They are detailed, written
instructions that outline how to perform specific tasks and manage routine
processes. These procedures are essential for maintaining consistency, ensuring
quality, and optimising efficiency across your practice.

Why are SOPs so important? In a busy clinic environment, where multiple team
members handle various tasks daily, SOPs provide clear guidance and expectations.
They help prevent misunderstandings, reduce errors, and ensure that every aspect of
your clinic’s operations is carried out in a standardised and reliable manner.

Moreover, SOPs empower your team by providing them with the knowledge anad
confidence to perform their roles effectively. This leads to smoother workflows,
higher quality care for your patients, and a more cohesive team environment.
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Creating Effective SOPs For Your
Clinic

Creating effective Standard Operating Procedures (SOPs) is crucial for ensuring that
your clinic runs smoothly and efficiently. Well-crafted SOPs provide clear guidance
for your team, enhance consistency, and improve overall performance.

Here’s a step-by-step guide to help you develop SOPs that will benefit your clinic:

ldentify Key Processes & Areas for SOPs

Start by identifying the processes and areas in your clinic
that will benefit most from having SOPs. These are typically
routine tasks that are crucial to your clinic’s operations and
where consistency and accuracy are vital. Common areas
include:

e Patient Intake and Registration

e Billing and Payments

e Appointment Scheduling

e Medical Records Management

e Sterilisation and Equipment Maintenance
e Emergency Procedures

Consider seeking input from your team to identify areas
where current processes may be lacking or where
improvements could be made.

Define The Scope & Objectives

Once you have identified the processes, define the scope
and objectives of each SOP. Clearly outline what the SOP is
Mmeant to achieve and the specific tasks it will cover. This
helps ensure that the SOP is focused and relevant.

e Scope: Specity the boundaries of the SOP. What
processes or tasks will it cover? Who will use it?

e Objectives: State the goals of the SOP. What outcomes
do you expect from following it?
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Gather Input and Collaborate

Developing an SOP should be a collaborative process. Involve
team members who are directly engaged with the tasks or
processes being documented. Their input will provide
valuable insights into the nuances of each task and help
ensure that the SOP is practical and effective.

e Interviews and Discussions: Conduct interviews or
discussions with staff to understand the current process
and gather suggestions for improvement.

e Observation: Observe how tasks are pertormed to identify
any inefficiencies or best practices that should be
included in the SOP.

Document The Procedure

Begin drafting the SOP by documenting each step of the
orocedure in clear, concise language. Use a structurec
format to ensure that the SOP is easy to tollow. A typical
SOP format includes:

e Title: Clearly state the title of the SOP and the process it
COVErs.

e Purpose: Briefly describe the purpose of the SOP.

e Scope: Define the scope and applicability.

e Responsibilities: List the roles and responsibilities of
individuals involved in the process.

e Procedure: Detail each step of the process in a sequential
order. Use bullet points or numbered lists for clarity.

e Materials and Resources: Include any materials or

resources needed to complete the task.

e Definitions and Terminology: Define any technical terms

or jargon used in the SOP.
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Ensure Clarity & Simplicity

To ensure that the SOP is effective, it must be clear and
simple. Avoid using complex language or jargon that may
confuse users. Use straightforward, actionable language and

ensure that the instructions are easy to understand and
follow.

e Language: Use simple and direct language.

e Visual Aids: Incorporate diagrams, flowcharts, or
screenshots it they help clarity the procedure.

e Consistency: Maintain a consistent format and style

throughout the SOPs to make them easier to read and
use.

Review & Revise

Beftore finalising the SOP, review it with relevant team
members and stakeholders to ensure accuracy and
completeness. Gather feedback and make any necessary
revisions to address any gaps or issues identified.

e Peer Review: Have team members who will use the SOP
review it for accuracy and practicality.
e Testing: Test the SOP by having a few staff members

follow it to identity any areas that may need
Improvement.
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Implement & Train

Once the SOP is finalised, implement it in your clinic and
orovide training to all relevant staff. Ensure that everyone
understands the SOP and how to apply it effectively. Training
should include:

e Introduction: Explain the purpose and importance of the
SOP.

e Demonstration: Provide a step-by-step demonstration of

the procedure.

e Practice: Allow staff to practise following the SOP under

supervision.

e Feedback: Encourage staff to provide feedback and

report any issues encountered.

Monitor & Update

SOPs should be dynamic documents that evolve with your
clinic’s needs. Regularly monitor the effectiveness of the
SOPs and make updates as necessary to reflect changes in
procedures, technology, or regulations.

e Review Schedule: Establish a regular review schedule

(e.g., annually) to assess the relevance and accuracy of
the SOPs.

e Continuous Improvement: Update SOPs based on
feedback, changes in processes, or new best practices.
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Implementing & Maintaining

Creating effective Standard Operating Procedures (SOPs) is just the beginning. For
SOPs to truly benefit your clinic, they must be properly implemented and regularly
Maintained. This ensures they remain relevant and continue to drive efficiency and

consistency.

Here’s a comprehensive guide to help you successfully implement and maintain your
SOPs:

Rollout & Communication

The successtul implementation of SOPs starts with clear
communication and a structured rollout plan. Make sure that
all team members are aware of the new procedures and
understand their importance.

e Announce the SOPs: Communicate the rollout of the new
SOPs through meetings, emails, or internal
communications. Highlight the purpose and benefits of
the SOPs.

e Provide Access: Ensure that all team members have easy
access to the SOPs, whether through a digital platform or
printed copies.

e Training Sessions: Conduct training sessions to explain
the SOPs, demonstrate how to use them, and answer any
guestions. Make sure to cover all relevant procedures and
provide hands-on practice.

Training & Support

Effective training is critical to ensure that your team can
implement SOPs correctly. Continuous support will help
address any challenges and reinforce the importance of
following SOPs.

e INnitial Training: Provide comprehensive training on the
SOPs, including detailed walkthroughs and practical
exercises. Make sure that training is tailored to the roles
and responsibilities of each team member.
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Training & Support (continued)

e Ongoing Support: Offer ongoing support through regular
check-ins, refresher training sessions, and an open-door
policy Tfor questions and clarifications.

e Feedback Mechanism: Create a feedback mechanism
where staff can report issues, suggest improvements,
and share their experiences with the SOPs. This helps
identify and address any problems early on.

Monitor Compliance & Performance

To ensure that SOPs are being followed correctly and
effectively, you need to monitor compliance and assess their
impact on clinic operations.

e Regular Audits: Conduct regular audits to check
adherence to SOPs. This involves reviewing how well
orocedures are being followed and identitying any
deviations or issues.

e Performance Metrics: Develop performance metrics to
evaluate the effectiveness of the SOPs. Metrics might
include process completion times, error rates, and staff
feedback.

e Spot Checks: Pertorm random spot checks to ensure that
orocedures are being followed as outlined in the SOPs.

Update & Revise

SOPs should not be static; they need to evolve as your clinic
grows and changes. Regularly review and update SOPs to
keep them relevant and effective.

e Review Schedule: Establish a review schedule tfor SOPs
(e.g., annually or semi-annually). This ensures that they
are kept up-to-date with current practices, regulations,
and technologies.
e INncorporate Feedback: Use feedback from staff, audit
results, and performance metrics to make necessary
revisions. Continuous improvement helps in adapting
SOPs to better meet your clinic’s needs. 7
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Update & Revise (continued)

e Version Control: Maintain version control to track changes
Mmade to SOPs. Ensure that the most current version is

always accessible and that outdated versions are
archived.

Reinforce SOPs Through Culture &
Leadership

ntegrate SOPs into the culture of your clinic to reinforce

their importance and ensure they are embraced by all team
members.

e L ead by Example: Clinic leaders and managers should
model adherence to SOPs and emphasise their

importance in daily operations.

e Recognition: Recognise and reward staff who consistently

follow SOPs and contribute to improvements. Positive
reinforcement encourages adherence and motivates
others.

e Continuous Education: Incorporate SOP training into
ongoing professional development and staft meetings to
keep the importance of SOPs top-of-mind..

Address Challenges & Obstacles

Challenges may arise during the implementation and
Maintenance of SOPs. Addressing these proactively will help
ensure smooth operations.

e |dentify Barriers: Recognise common barriers to SOP
adherence, such as resistance to change or inadequate
training. Address these issues promptly to minimise
disruptions.

e Problem-Solving: Develop strategies to overcome
obstacles. This might include additional training,
modifying procedures, or improving communication.
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Address Challenges & Obstacles
(continued)

e Adjust as Needed: Be prepared to make adjustments
based on practical experiences and feedback. Flexibility
ensures that SOPs remain effective and practical.

Ensure Compliance with Legal &
Regulatory Standards

Make sure that your SOPs comply with all relevant legal and
regulatory standards to avoid any legal issues and maintain
high-quality care.

e Regulatory Review: Regularly review SOPs to ensure they
meet industry regulations and standards.

e | egal Updates: Stay informed about changes in laws and
regulations that might impact your SOPs and update
them accordingly.
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Overcoming Common Challenges in
SOP Implementation

Implementing Standard Operating Procedures (SOPs) can significantly enhance the

effic
oWwWn

iency and consistency of your clinic. However, the process can come with its
set of challenges. Understanding and addressing these challenges proactively

will help ensure a smooth and successftul implementation.

Here’s how to tackle commmon obstacles that may arise:

Resistance To Change

Challenge:

Staf

" may resist new SOPs due to a reluctance to change

esta

olished routines or a lack of understanding of the

benefits.

Solutions:

e Communicate Benefits Clearly: Explain how the new
SOPs will improve operations and benefit both the staft
and the clinic. Highlight improvements such as increased
efficiency, reduced errors, and enhanced patient
satisftaction.

nvolve Staff Early: Engage your team in the development

orocess by seeking their input and addressing their

concerns. This involvement can increase buy-in and
reduce resistance.

e Offer Training and Support: Provide thorough training and
ongoing support to ease the transition. Address any
concerns or questions staff may have and offer
reassurance.

Clinic Mastery
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Inadequate Training

Challenge:

Insufficient training can lead to poor understanding and
implementation of SOPs, resulting in mistakes and
Inconsistent practices.

Solutions:

e Develop Comprehensive Training Programs: Create
detailed training materials and conduct hands-on
sessions to ensure staff fully understand the SOPs.

nclude practical exercises and real-life scenarios.

e Provide Ongoing Training: Offer refresher courses and
additional training as needed. Update training materials
whenever SOPs are revised.

e Monitor Understanding: Assess staff comprehension
through quizzes or practical evaluations to identify areas
needing further clarification.

Lack of Resources

Challenge:

Implementing SOPs may require resources that are not
readily available, such as updated software or additional
staff.

Solutions:

e Prioritise Resources: Determine the most critical
resources needed for SOP implementation and prioritise
their acquisition. Allocate budget and time effectively to
address these needs.

e Utilise Existing Resources: Make the most of available
resources by adapting SOPs to fit within current
constraints. Seek cost-effective solutions and optimise
existing tools.

e Plan for Gradual Implementation: If full resource
allocation isn’t possible initially, consider phased
implementation. Gradually roll out SOPs as resources
become available.

11
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Poor Documentation & Version Control

04

Challenge:
Without proper documentation and version control, outdated
or incorrect SOPs may be used, leading to confusion anc
errors.

Solutions:

e Maintain Clear Documentation: Ensure that all SOPs are
documented clearly and comprehensively. Include
detailed instructions, responsibilities, and any relevant
diagrams or flowcharts.

e IMmplement Version Control: Use version control systems

to track changes and ensure that the most recent SOPs
are used. Clearly label and archive older versions to avoid
confusion.

e Regular Updates: Establish a routine for reviewing and
updating SOPs. Keep documentation current and ensure
that all staff are informed of changes.

Difficulty in Monitoring & Compliance

Challenge:
Ensuring that all staff consistently follow SOPs can be
challenging, especially in a busy clinic environment.

Solutions:

e Establish Monitoring Systems: Develop systems for
monitoring compliance, such as regular audits, spot
checks, and performance metrics. Use these systems to

identify and address non-compliance issues.

e Provide Feedback and Recognition: Offer constructive

feedback to staff regarding SOP adherence and recognise

those who consistently follow procedures. Positive
reinforcement can encourage compliance.

e Address Issues Promptly: Quickly address any issues or
deviations from SOPs. Investigate the root cause and

Make necessary adjustments to procedures or training.

12
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Integrating SOPs with Existing Processes

Challenge:

SOPs need to integrate seamlessly with existing processes,
which can be difficult it current workflows are not well-
documented or are resistant to change.

Solutions:

e Map Existing Processes: Document and analyse current
workflows to identify areas where SOPs can be
integrated. This helps ensure that new procedures
complement existing practices.

e Align SOPs with Workflow: Develop SOPs that fit naturally
within current processes. Ensure that they enhance
rather than disrupt existing workflows.

e Test and Refine: Pilot SOPs in specific areas before full-
scale implementation. Test their effectiveness and make
adjustments as needed to ensure smooth integration.

Ensuring Compliance with Legal &
Regulatory Standards

Challenge:
SOPs must comply with various legal and regulatory
standards, which can be complex and subject to change.

Solutions:

e Stay Informed: Keep up-to-date with relevant regulations
and standards that affect your clinic. Subscribe to
industry updates and consult with legal or compliance
experts as needed.

e Include Compliance Checks: Integrate compliance checks
into your SOPs to ensure that they meet legal
requirements. Regularly review SOPs for adherence to
regulations.

e Seek Professional Advice: Consult with professionals or
industry associations to ensure that your SOPs comply
with current legal and regulatory standards.

13
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Addressing Staff Turnover

Challenge:

High staff turnover can disrupt the consistency of SOP
implementation and training.

Solutions:

e Document Procedures Clearly: Ensure that SOPs are
well-documented and accessible to all staff, including
new hires. This helps maintain consistency despite
turnover.

e Onboarding Programs: Develop comprehensive
onboarding programs for new stafft that include training
on SOPs. Ensure that new hires understand and adhere
to established procedures from the start.

e Cross-Training: Cross-train stafft to pertform multiple roles
and responsibilities. This can help mitigate the impact of
turnover and maintain continuity in SOP adherence.

14
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Your Template

SOP: Client
Onboarding

This is just a guide to help you
get started creating your own
SOP




Client Onboarding SOP

SOP: Client Onboarding

Purpose:

To ensure a smooth, consistent, and welcoming experience for new clients from
their initial inquiry through their first treatment session, establishing a strong
foundation for long-term client relationships and high-quality care.

Scope:
This SOP applies to all team members involved in the client onboarding process,
including administrative staff, receptionists, and practitioners.

Responsibility:
e Administrative Staff: Handle initial inquiries, scheduling, and client
communication.
e Receptionists: Assist with intake forms, appointment confirmations, and greeting
clients.
e Practitioners: Review client information before the first session and ensure a
personalised experience.

Procedure:

1. Initial Client Inquiry Response
e Objective: Provide prompt and professional responses to all client inquiries,
whether received via phone, email, or online form.
e Steps:
a.Respond to all inquiries within 24 hours during business days.
b.Use a standardised script for phone inquiries and a template for email/online
Inquiries.
c.Gather essential client details: Name, contact information, reason for inquiry,
oreferred appointment times, and any relevant medical history.

2. Appointment Scheduling
e Objective: Schedule the first appointment in a manner that is convenient for the
client while optimising the clinic’s calendar.
e Steps:
a.Confirm the preferred appointment time with the client.
b.Input the appointment into the clinic management system [specity the
system your clinic uses], ensuring all relevant client details are recorded.
c.Send an appointment confirmation via email or SMS, including the
appointment date, time, location, and any pre-appointment instructions.

Clinic Mastery
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3. Collecting Intake Forms and Medical History
e Objective: Gather necessary client information to ensure the first session is
informed and tailored to the client’s needs.
o Steps:
a.Send the client an email with a link to the online intake form or attach a PDF
version if necessary.
b.Instruct the client to complete the form at least 48 hours before the
appointment.
c.Verity receipt of the completed form and review it for completeness.
d.If any required information is missing or unclear, contact the client to obtain
the necessary details.

4. Providing Clinic Policies and Expectations
e Objective: Clearly communicate clinic policies and what the client can expect
during their first visit.
e Steps:
a.Include a copy of the clinic’s policies in the appointment confirmation email,
covering topics such as cancellation policy, payment options, and privacy
oractices.
b.Highlight key points in a follow-up call or email it necessary, ensuring the
client understands their responsibilities and what to expect during their visit.

5. Pre-Appointment Reminders
e Objective: Reduce no-shows and ensure the client is prepared for their
appointment.
e Steps:
a.Send a reminder email or SMS 48 hours before the appointment.
b.Include key details: appointment time, location, parking instructions, and any
special instructions (e.g., what to wear, bringing relevant documents).
c.Follow up with a phone call 24 hours before the appointment if no
confirmation has been received.

6. Day of Appointment Procedures
e Objective: Ensure a welcoming and efficient experience when the client arrives
for their first appointment.
o Steps:
a.Greet the client warmly upon arrival and confirm their appointment details.
b.Ensure the client’s intake forms are complete and signed, and collect any
additional documentation needed.
c.Provide the client with any relevant information or materials, such as a clinic
orochure or practitioner profile.
d.Notity the practitioner of the client’s arrival and direct the client to the waiting
area.

17
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7. Post-Appointment Follow-Up
e Objective: Strengthen client relationships and encourage continued engagement
with the clinic.
o Steps:
a.Send a follow-up email or SMS within 24 hours of the first appointment,
thanking the client for their visit and offering any further assistance.
b.Include a tfeedback survey link or a request for a review/testimonial, it
applicable.
c.If a follow-up appointment is necessary, assist the client in scheduling it and
orovide any necessary instructions.
d.Ensure the client is added to the clinic’s communication list for future
updates, promotions, and educational content.

Quality Control.:

e Regularly review and update intake forms, email templates, and scripts to ensure

they align with current best practices.

e Conduct periodic audits of client onboarding records to ensure compliance with
the SOP.

e Gather and review client feedback to identity areas for improvement in the
onboarding process.

Review and Update:
This SOP should be reviewed annually or as needed based on changes in clinic
procedures, technology, or client feedback.

Approval:
e Prepared by: [Your Name/Title]
e Approved by: [Approver’s Name/Title]
e Effective Date: [Date]
e Review Date: [Date]

Clinic Mastery
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SOP: Appointment Scheduling &
Management

Purpose:

To establish a standardised process for scheduling, managing, and optimising

appointments, ensuring efficient use of clinic resources, miniMising No-shows, and
enhancing client satistaction.

Scope:

This SOP applies to all administrative and reception staff responsible for scheduling
and managing appointments within the clinic.

Responsibility:
e Administrative Staff: Handle all aspects of appointment scheduling,
confirmations, and cancellations.

e Receptionists: Manage day-to-day appointment flow, client check-ins, and
porovide support in rescheduling and follow-up.

Procedure:

1. Initial Appointment Scheduling
e Objective: Efficiently schedule client appointments, ensuring convenience for the
client while optimising the clinic’s resources.
o Steps:
a.Gather Information:
= Obtain client details, including name, contact information, preferred
appointment times, and the nature of their visit (e.g., initial consultation,
follow-up, specific treatment).
b.Check Availability:
m Access the clinic management system to identity available time slots that
mMatch the client’s preferences.
c.Confirm Appointment:
= Confirm the selected time slot with the client and book the appointment
in the system.
= Provide the client with appointment details, including the date, time,
oractitioner’s name, and location (if applicable).
d.Send Confirmation:
s [mmediately send an appointment confirmation via email or SMS,

including any pre-appointment instructions (e.g., what to bring, how to
orepare).

20
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2. Appointment Reminders
e Objective: Reduce no-shows and ensure clients are well-prepared ftor their
appointments.
o Steps:
a.Automated Reminders:
» Set up automated email/SMS reminders to be sent 48 hours and 24 hours

oefore the appointment.
» Ensure the reminder includes the appointment date, time, location, anad

any preparation instructions.

b.Manual Follow-Up:
s [T the client has not confirmed their appointment 24 hours before, make a

manual follow-up call to confirm attendance.

c.Reminder Content:
» Ensure reminders are clear and concise, including a direct link to

reschedule it necessary.

3. Rescheduling and Cancellations
e Objective: Manage rescheduling and cancellations effectively to minimise

disruption to the clinic’s schedule.
o Steps:
a.Rescheduling Requests:
= [T a client requests to reschedule, check for alternative available time slots

that meet their needs.
s Update the appointment in the system and send a new confirmation with
the updated details.

b.Cancellation Policy:
= Inform the client of the clinic’s cancellation policy, including any fees or

notice periods required.
» Record the cancellation in the system and immediately offer the vacant

slot to clients on the waitlist or use it to optimise practitioner schedules.

c.No-Show Management:
s [T a client does not show up for their appointment, document the no-

show in the system.
s Follow up with the client within 24 hours to reschedule or discuss next

steps, as per the clinic’s policy.

4. Daily Appointment Management
e Objective: Ensure smooth daily operations by managing the flow of appointments

and accommodating any changes.
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e Steps:
a.Daily Review:
» At the start of each day, review the appointment schedule to identity any
gaps, overbookings, or potential conflicts.
= Communicate with practitioners regarding their daily schedules and any
special requirements or considerations.
b.Client Check-In:
= Upon arrival, greet the client and confirm their appointment details.
» Update the system to reflect their check-in and notify the practitioner
that the client has arrived.
c.Handling Delays:
s [T a delay occurs, inform the waiting client of the estimated wait time and
offer alternatives if necessary (e.g., rescheduling).
d.End-of-Day Reconciliation:
= At the end of each day, reconcile the appointment schedule by checking
in all attended appointments and noting any discrepancies or issues for
review.

5. Optimising the Appointment Schedule
e Objective: Continuously improve the efficiency and effectiveness of the
appointment scheduling process.
e Steps:
a.Analysing Trends:
 Regularly review appointment data to identify trends such as peak times,
common no-show times, and practitioner availability.
b.Adjusting Schedules:
» Adjust appointment slots, buffer times, and practitioner availability based
on the data analysis to maximise efficiency.
c.Waitlist Management:
= Maintain a waitlist of clients who are flexible with their appointment
times.
» Offer vacant slots to waitlisted clients when cancellations occur.

6. Communication and Client Experience

e Objective: Ensure clear and consistent communication with clients to enhance

their experience and build trust.
e Steps:
a.Client Communication:

s Ensure all communication regarding appointments is clear, polite, and
orofessional.
= Use the client’s preferred communication method (email, SMS, phone) for
all appointment-related messages.

22
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b.Feedback and Improvement:

s Encourage clients to provide feedback on their scheduling experience.
» Review feedback regularly and make improvements to the scheduling
orocess as needed.

Quality Control:
e Regularly review appointment schedules for accuracy and efficiency.
e Conduct periodic audits of no-shows, cancellations, and client feedback to
identity areas for improvement.
e Ensure all staff are trained on the scheduling software and procedures, with
refresher courses as needed.

Review and Update:
This SOP should be reviewed annually or when significant changes are made to the

appointment scheduling system or clinic operations.

Approval:
e Prepared by: [Your Name/Title]
e Approved by: [Approver’'s Name/Title]
e Effective Date: [Date]
e Review Date: [Date]
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Billing & Payment SOP ~ ClinicMastery

SOP: Billing & Payment Collection

Purpose:

To establish a standardised and efficient process for billing and payment collection
to ensure accurate invoicing, timely payments, and effective management of client
accounts, thereby maintaining the financial health of the clinic.

Scope:
This SOP applies to all administrative and financial staff involved in billing, invoicing,
and payment collection within the clinic.

Responsibility:
e Administrative Staff: Responsible for generating and sending invoices, processing
payments, and following up on outstanding accounts.

e Financial Staff: Oversee the reconciliation of accounts, manage refunds, and
nandle any payment disputes.

Procedure:

1. Client Billing Setup
e Objective: Ensure all clients have accurate and up-to-date billing information in
the clinic management system.
o Steps:
a.Initial Setup:
s Collect billing information from the client during the onboarding process,
including payment method (e.g., insurance details, private pay, Medicare).
s Enter all billing information into the clinic management system accurately.
= Confirm with the client that their billing details are correct and explain the
clinic’s billing process, including when and how they will receive invoices.
b.Verification:
= Verify insurance details (if applicable) with the insurance provider to
confirm coverage and any co-payment requirements.

» Ensure that the client is informed of any out-of-pocket costs prior to the
first treatment.

2. Invoicing
e Objective: Generate and send invoices promptly and accurately for all services
rendered.
e Steps:
a.lnvoice Generation:
= After each appointment, ensure that the service details (including the type

of service, duration, and practitioner) are accurately recorded in the clinic
Mmanagement system.
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= Generate the invoice within 24 hours of the appointment, detailing the
service provided, the cost, any insurance adjustments, and the amount
due.
b.Invoice Delivery:
» Send the invoice to the client via their preferred method (email, postal
mail, or online portal).
= Include payment instructions and the due date, which should typically be
within 14 days of the invoice date.
c.Invoice Review:
= Conduct a weekly review of all generated invoices to ensure accuracy and
completeness.
» Address any discrepancies or issues immediately and reissue corrected
invoices as needed.

3. Payment Collection
e Objective: Facilitate prompt payment from clients using a variety of convenient
payment methods.
e Steps:
a.Payment Methods:

n Accept payments via multiple methods, including credit/debit cards,
electronic funds transfer (EFT), online payment portals, and insurance
claims.

= Ensure payment terminals and online payment systems are functioning
correctly and are secure.
b.Payment Processing:
m Process payments immediately upon receipt and issue a payment receipt
to the client.
= Update the client’s account in the clinic management system to reflect
the payment.
c.Insurance Claims:
s For clients using insurance, submit claims to the insurance provider
poromptly after the service is rendered.
= Track claim status and follow up with the provider it payment is delayed
or denied.
= Notity the client of any co-payments or outstanding amounts after the
insurance has processed the claim.

4. Handling Overdue Payments
e Objective: Manage overdue accounts to minimise financial loss and maintain good
client relationships.
e Steps:
a.Overdue Notifications:
s [T payment is not received within 7 days of the due date, send a polite
reminder to the client, including the invoice details and the amount due.
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s [T payment is still not received within 14 days, send a second reminder
with a stronger tone, including any late fees or penalties that apply.

b.Follow-Up:

m After 21 days of non-payment, attempt to contact the client directly via

ohone to discuss the outstanding balance and arrange payment.

s Offer payment plans or alternative arrangements it the client is
experiencing financial hardship.

c.Escalation:

s [T the payment remains unpaid after 30 days, escalate the matter by
sending a final notice. Consider referring the account to a collection
agency if no resolution is reached.

= Document all commmunications and actions taken in the client’'s account
notes.

5. Refunds and Payment Disputes
e Objective: Handle refunds and disputes efficiently and fairly, maintaining client
satistfaction while protecting the clinic’s interests.
e Steps:
a.Refund Requests:
s [T a client requests a refund, review the request promptly. Confirm the
validity of the request based on the clinic’s refund policy.
m Process approved refunds within 7 business days and notity the client of
the refund via email or phone.
= Update the client’s account and adjust the clinic’s financial records
accordingly.
b.Payment Disputes:
s [T a client disputes a charge, investigate the issue by reviewing the service
records and any relevant communications.
= Communicate with the client to understand their concerns and resolve
the dispute amicably.
= [T necessary, involve senior management or legal counsel to resolve
complex disputes.

6. Account Reconciliation and Reporting
e Objective: Regularly reconcile accounts to ensure accuracy in financial records
and provide management with up-to-date financial information.
e Steps:
a.Daily Reconciliation:
= At the end of each day, reconcile all payments received with the invoices
generated to ensure all transactions are recorded accurately.
b.Monthly Reporting:
= Generate monthly financial reports detailing total revenue, outstanding
Dalances, and payment trends.
» Review these reports with the financial team to identity any discrepancies
or areas for improvement.
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c.Audi

t Preparation:

» Prepare for regular financial audits by maintaining organised and accurate
records of all billing and payment activities.

» Ensure all documentation, including invoices, payment receipts, and
communication logs, is readily accessible.

Quality Control:

e Conduct

C regular audits of the billing and payment collection process to identity

and ada

ress any discrepancies or inefficiencies.

e Gather feedback from clients regarding the billing process to identify areas for

iImprovement.
e Ensure all staff involved in billing and payment collection are trained on the
latest procedures and technologies.

Review and Update:
This SOP should be reviewed annually or whenever significant changes are made to
billing software, payment methods, or clinic policies.

Approval:

e Prepared by: [Your Name/Title]
e Approved by: [Approver’s Name/Title]

e Effective Date: [Date]

e Review Date: [Date]
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