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Front Desk 101
A Primer for New Front Desk Staff

Presented by:  Tracy Bird, FACMPE, CPC, CPMA, CEMC, CPC-I

Medical Practice Advisors, LLC

tbird@medicalpracticeadvisors.com

913-660-8566

Objectives

• The importance of the front desk job

• Overview of the foundational skills needed for success

• Professionalism

• Communication

• Basic healthcare knowledge

• Basic technology knowledge
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The 

Profession 

of 

Medicine

• Physicians are trained to deliver quality care with a 
commitment to ethical principles and values.

• Those who work in medicine ( doctors, nurses, etc.) 
are regarded by the public and their peers as 
professionals.

• Healthcare workers are the most trusted profession

• Healthcare professional's performance is good, 
polished and of high quality

“A professional is someone who can do his 

best work when he doesn’t feel like it”    

Alistair Cooke, American Journalist
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Front Office Fundamental Skills

Technology 

Acumen

Your Role 

Is 

Important

• You are the first and lasting 
impression

• The way you handle a situation 
determines a patients view of the 
practice

• You are often the only member of 
the billing process the patient has 
contact with
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Professionalism 

Dress, hygiene, appearance

Receptive to new ideas: keep an open mind 

View problems as opportunities

Multi-task

Concentrate in chaos

Good memory

Create a connection,

not a transaction
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“A brand is a living entity, and 

it is enriched or undermined 

cumulatively over time, the 

product of a thousand small 

gestures.”

Michael Eisner

Former CEO, Disney

Communication

• Communication is a connection between people

• Too often communication is taken for granted

• Four factors affecting the communication experience:

• Dynamic

• Continuous

• Irreversible

• Contextual
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Communication With Patients

• The message we send is not necessarily the message received

• It is impossible NOT to communicate

• Every message has both content and feeling

• Non-verbal cues are more believable than verbal cues

Healthcare Consumerism
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Communication

Barriers to 

Communication
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Results of Communication Barriers

Breaking Communication Barriers

Constant pursuit of 

self-improvement
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Patient Centered Care is at the Heart of 

Improving Communications

“Patient centered care is providing care that is respectful of 
and responsive to individual patient preferences, needs and 

values and ensuring that patient values guide all clinical 
decisions.”

Institute of Medicine

Effective 

Communication 

Skills
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Basic Healthcare 

Knowledge
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Medical Terminology

Why Do I Need To Know Anatomy and

Medical Terminology…..
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Understanding Insurance, Billing, and 

Point of Service Collections

Educating Patients
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Steps for Successful Front End Revenue Cycle

Eligibility and verification of benefits

Ability to explain to the patient

Work from a financial policy

Offer credit card on file or other payment plan strategies

Understanding of insurance requirements ( pre auth, pre-cert, ABN’s, 

Price transparency
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Regulatory Issues for Front Office 

Professionals

• HIPAA

• Confidentiality

• Corporate Compliance

• Regulations on treating minors

• Potential liability risks

• Legal requirements of payers
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HIPAA

• Privacy

• Transactions and code sets

• Security

HIPAA Basics

• The privacy regulation serves 3 distinct purposes:

• Confidentiality of patient’s protected health information.

• Defines how patient’s and others can obtain access to the protected 
health information.

• Federal protection of patients protected health information with 
over-site from Office of Civil Rights
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Privacy is Really About…

• Professional responsibility

• Minimum necessary

• Incidental disclosure

• Appropriate access

• Ethical duty

• Patient’s perceptions

• Honoring patients’ expectations

• Maintaining office integrity

State Law- Minors

• Exceptions to the General rule of parental consent: 

• When a minor seeks treatment for drug abuse or addiction

• When a minor seeks an exam for venereal disease (A physician may 
inform parent without consent of minor)

• When a minor is or has been married
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Corporate Compliance

…Is the process of making sure your company and 
employees follow the laws, regulations, 

standards, and ethical practices that apply to your 
organization

Payer Regulatory Requirements

• Will be different in every state

• Will depend on your payer contracts

• Based on services you provide

• Be familiar with payer policies

• Understand Medicare (other Federal Payers) Policies
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