














 

New Patient Cancellation Policy Script 
Scheduling and 1st email 

 
After you have scheduled the new patient’s appointment (with address), say: 
​
 “OK, great! Now to reserve your spot, we need to get a credit card on file. We won’t 
charge the card now; we just ask for at least 24 hours’ notice if you need to cancel or 
reschedule. If we don’t receive that notice, a $25 cancellation fee will be charged to the 
card. But when you reschedule, that amount will be applied to your new patient 
appointment. 

After we wrap up, I’ll email you all the details, including our cancellation policy.” 

 
 

If the patient asks why there’s a cancellation fee or voices concern or pushback: 

●​ “We reserve about an hour for you with our doctor and clinical assistant, so 
short-notice cancellations create a huge gap in our schedule where we can’t help 
other patients.”​
 

●​ “Many offices require payment upfront nowadays, but we only charge the card if 
we don’t get a 24 hour notice.” 

If the patient asks about emergencies 
​
 “If there’s an emergency, just call us as soon as you can. We’re usually able to waive 
the fee in true emergency situations.” 

If the patient is uncomfortable providing CC info over the phone: 

“I understand your concern but just so you know, our system is completely protected to 
safeguard your information. So would you be ok with sharing that number?” 

OR 

“We can’t run your card without your permission.” 

If they still don’t feel comfortable giving the CC info: 

“Ok, I’ll go ahead and make an exception because I want you to get the help you need.” 

Email cancellation notice 

We ask for at least 24 hours’ notice if you need to cancel or reschedule your new 
patient appointment. If we don’t receive that notice, a $25 cancellation fee will be 
charged to the card on file.  
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