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RENTAL EQUIPMENT                 
 

PATIENT REFUSES TO SET UP AUTOPAY FOR RENTAL EQUIPMENT  
 

CSR: Mr. Patient based on our contract with your insurance company the coinsurance for the rental of the equipment is $25 per month.  

Before we can release/deliver the equipment, I will need to secure a form of payment we can charge today for the first month rental. 
Additionally, we will need to set you up on AutoPAY for future monthly charges when patient responsibility is due. With AutoPAY, you 
will receive an invoice for the monthly patient responsibility due and will be notified when the card will be charged.  Will you be using an 
e-check, credit/debit card today to satisfy your patient responsibility?    
 

OBJECTION: I don’t mind paying my coinsurance today but I’m not going to allow you to just randomly charge my card every month.  
 

REBUTTAL: Again, our company financial policy is to secure a form of payment on file for all reoccurring rentals using AutoPAY.  With 

AutoPAY, you will receive an invoice for the monthly patient responsibility due, and will be notified when the card will be charged.  This 
allows you to make arrangements to have the funds available. Should an issue arise where funds may not be available, your patient 
responsibility is higher than expected, or you need to change the payment method, we ask that you contact our office prior to the due 
date to make alternate payment arrangements. What form of payment can I put on file for you today?  
 

2ND OBJECTION: My Dr. never said anything about having to put a credit card on file for my equipment.  
 

2ND REBUTTAL: Mr. Patient, I do apologize for any miscommunication between the Dr. and our office; however, it is our policy 

to collect the coinsurance for the first month rental upfront.  We will also need to secure a form of payment on file for future 
monthly rentals with AutoPAY.  With AutoPAY, you will receive an invoice for the monthly patient responsibility due, and will be 
notified when the card will be charged.  This allows you to make arrangements to have the funds available. Should an issue 
arise where funds may not be available, your patient responsibility is higher than expected, or you need to change the 
payment method, we ask that you contact our office prior to the due date to make alternate payment arrangements. What form 
of payment can I put on file for you today?   
 

3RD OBJECTION: I’m still not giving you my card or any other banking information for that matter.  
 

3RD REBUTTAL: Mr. Patient because of the changes in healthcare, our company has elected a strong financial policy to 

provide you with the best customer service in the industry.  As you can understand, the courtesy we provide of billing 
insurance on your behalf requires paid staff members to perform this duty. It is our policy to bill every single patient the same 
way. What card or bank account can we charge to satisfy your patient responsibility today?  

 
PATIENT DOESN’T TRUST THEIR CARD WILL BE CHARGED CORRECTLY EVERY MONTH  
 

CSR: Mr. Patient we will need to secure your coinsurance for the equipment today as well as set up AutoPAY for future monthly 

charges. With AutoPAY, you will receive an invoice for the monthly patient responsibility due, and will be notified when the card will be 
charged.  This allows you to make arrangements to have the funds available. Should an issue arise where funds may not be available, 
your patient responsibility is higher than expected, or you need to change the payment method, we ask that you contact our office prior 
to the due date to make alternate payment arrangements. What form of payment can I put on file for you today? 
 

OBJECTION: There is no way I am going to give you a card to just charge every month. How do I know what the amount will be? When 

will it be charged?  
 

REBUTTAL: As discussed today the amount that will be charged to your card monthly will be _______ unless your patient 
responsibility with your insurance has changed after the claim has been processed by your insurance.  [Company Name] takes each 

and every one of our patients care very serious and feel a great sense of pride that you have chosen us as your rental provider; 
however, it is our policy that every single rental is set to have AutoPAY on file. By having your equipment set on AutoPAY you are 
assured no interruption in service/supplies and you are never in danger of being charged late fees on payments that were delinquent. 
Now, what card or bank account can we charge to satisfy your patient responsibility today? 
 

2ND OBJECTION: That’s fine and while I understand it’s your policy, maybe I will just take my business elsewhere.  
 
2ND REBUTTAL: Mr. Patient your Dr. chose us as your rental provider because they know we provide superior patient care 

and the quality you would expect to receive. We understand your right to go to another provider but can assure you, by 
remaining a patient of [Company Name] you will receive only the best customer care and attention. I imagine the Provider 

down the street will ask for a secured form of payment as well. Due to Medicare cutting our reimbursement on this equipment 
by 50%, Providers are left no choice but to secure a form of payment especially for equipment that is a rental basis. Can I go 
ahead and get your coinsurance and the AutoPAY on file for this order?  
 
3RD OBJECTION: I still just don’t feel comfortable. I mean you hear about credit card scams all the time. How do I know that 

won’t happen to me?  
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3RD REBUTTAL: Immediately after we secure the coinsurance and AutoPAY your account number is only visible by the last 4 

digits in our system. Our system is PCI Compliant in that no credit card numbers are visible to anybody once they are put into 
the AutoPAY system. You will still receive an invoice noting the date we will charge your card and if you like we can set up 
receipts to be emailed to you after each and every charge. Now, what card or bank account can we charge to satisfy your 
patient responsibility today? 

 

ONE & DONE: ONE - TIME PAYMENTS 
 PATIENT ISN’T COMFORTABLE GIVING A FORM OF PAYMENT AND WANTS TO PAY OFF THE INVOICE. 

AutoPay Scripting

CSR: Mr. Patient, based on our contract with your insurance company, the coinsurance for your equipment/supplies today is $25.
Before we can release/deliver your equipment/supplies, I will need to obtain a form of payment for the balance due. Will you be using
an e-check, credit/debit card today to satisfy your patient responsibility?

OBJECTION: I don’t feel comfortable giving you my account information and would rather pay when I receive the invoice.

REBUTTAL: Our financial policy states we must secure a form of payment today for your coinsurance before we can release/deliver
your equipment/supplies. What form of payment will you be using today to satisfy your patient responsibility?

2ND OBJECTION: The provider down the street doesn’t make me pay for my equipment/supplies right away, why do I have to
pay you?

2ND REBUTTAL: Mr. Patient because of the changes in healthcare, our company has elected a strong financial policy to
provide you with the best customer service in the industry. As you can understand, the courtesy we provide of billing
insurance on your behalf requires paid staff members to perform this duty. It is our policy to bill every single patient the same
way. What card or bank account can we charge to satisfy your patient responsibility today?

3RD OBJECTION: I’m still not comfortable giving you my card. How do I know if it will be charged correctly and when? I can’t
just have you randomly charging my card.

3RD REBUTTAL: The amount we have discussed today will be charged and is notated in your patient file. I am happy to email
you the receipt of the charge so you have that on file for your records. Now, what account or card would you like to use for
your purchase today?

PATIENT DOESN’T HAVE A CREDIT CARD

CSR: Mr. Patient we will need to take your coinsurance over the phone today via a credit and/or debit card. Which account would you
like us to use?

OBJECTION: I don’t have a credit card.

REBUTTAL: That’s ok. We can also use an e-check via your bank account. All we would need is the account and routing
number. What is the account number we can reference?

2ND OBJECTION: No, I don’t think you understand. I am not going to give you ANY of my financial information today. You
can send me the bill and then I will pay.

2ND REBUTTAL: Mr. Patient because of the changes in healthcare, our company has elected a strong financial policy to
provide you with the best customer service in the industry. As you can understand, the courtesy we provide of billing
insurance on your behalf requires paid staff members to perform this duty. It is our policy to bill every single patient the same
way. What card or bank account can we charge to satisfy your patient responsibility today?

Alt-REBUTTAL (No eCheck): I understand. Do you possibly have someone else in the household that can assist by providing their
card or account information?

2ND OBJECTION: No, I don’t think you understand. You can send me the bill and then I will pay.

2ND REBUTTAL: Mr. Patient because of the changes in healthcare, our company has elected a strong financial policy to
provide you with the best customer service in the industry. As you can understand, the courtesy we provide of billing insurance
 on yourbehalf requires paid staff members to perform this duty.  It is our policy to bill every single patient the same way.  
 What form of payment can we obtain to satisfy your patient responsibility today?
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OTHER OBJECTIONS:  
 
What if you overdraft my account?  

You will receive an invoice that shows the amount we will be deducting and the date it will be charged. If you think the amount will 
overdraft your account, you should call us right away and can very easily change the account on file.  
 
I’ve never had to do this in the past, why now?  

I’m not sure if you are aware, but Medicare has dropped the amount they pay us for this equipment by 50%! As you can imagine these 
changes in reimbursement now require us to have a form of payment on file so that we are assured we receive payment. By having the 
payment on file we can focus our efforts on providing you the quality of care your Dr. trusted us to provide and that you come to expect.  
 
I will take my business elsewhere and will be going to your competition down the street.  

Every Provider in this industry is required by law to collect the patient responsibility. The provider down the street will be doing the same 
thing very soon if they haven’t already implemented this policy. We would sure hate to lose your business but hope you understand our 
position on it as well and collecting at the time of service is our policy going forward.  
 
I don’t understand why you need to have AutoPAY on file?  
This not only protects [Company Name] by receiving the patient responsibility due, but it is also a convenience to you as the patient. 

You no longer have to worry if the bill is being paid on-time, or waste envelopes and stamps on sending in payment. You will come to 
find more and more of this is being required as technology evolves and allows for ANY service provider, even outside our industry, to 
secure the portion that is owed to them.  
 
Since I paid my coinsurance, can you just bill me for the rest?  

Unfortunately, due to a high percentage of patients who do not pay, we have changed our policy. We must collect AutoPAY for any 

future charges on reoccurring rentals wherein we know there will be a monthly charge. By having AutoPAY on file, it safeguards us for 

receiving payment, and ensures you will continue to receive your supplies in a timely manner without disruption.   
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