Medi cal Debt Negotiation Scripts ”\

For cancer patients and caregivers HelpBetter
Revi ewed March 7, 2026
Bring this PDF to billing, insurance, financial-assistance, or collections

calls. Start with the facts. Ask for a hold. Do not agree to final terns until
you have themin witing

Educati onal only, not |egal advice. If you receive court papers or need help with
old debt, talk to legal aid or a consuner attorney before respondi ng.

Before you di al

- Your item zed bill, EOB, denial letter, or estimate if you have one.

- A one-sentence hardshi p expl anation about treatnent, |ost work, travel
caregi ving, or nedication costs.

- The mpbst you can truly pay each month so you do not agree to a number that
wor ks today and fails next nonth.

- A note asking whether the account is still with the provider, in
pre-col | ections, or already assigned out.

- A note where you can wite the representative s nane, reference nunber, and
promi sed next step

The first billing call
First billing cal

Pull this out when the bill first hits and you need the account to stop noving.
START HERE
“I"'min cancer treatnent. Before we tal k about paynent, | need to review this
bill for accuracy, insurance status, and financial assistance."

ASK FOR A REVI EW HOLD
"Pl ease place this account on a tenporary review hold while |I review the

item zed charges, claimstatus, and hardship options.”
Note: If they say they cannot, ask what kind of review hold is avail able and who can

approve it.

ASK WHAT |'S ACTUALLY OWED
"Please send ne the itemzed bill and tell nme what anmount is truly ny
responsibility today, what is still pending, and whether any claimneeds to

be corrected or resubmtted.”
ASK FOR THE RI GHT CANCER- TEAM CONTACT
"I'f you have a financial counselor, oncol ogy social worker, or patient
advocate who handles treatnment-related bills, please connect me or give ne
the direct numnber."”
Bef ore you hang up, get a nane, a reference nunber, and a date for when the hold
or request should show up in the system

VWhen a rule is on your side
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Short lines when the rule is on your side

Pick the one that fits the bill in front of you
POTENTI AL SURPRI SE BI LL
"This may fall under federal surprise-billing protections, so | need it

revi ewed through that process before we tal k about paynent."

FI NANCI AL ASSI STANCE
"Before | commit to a paynent plan, please send ne the hospital’s financia
assi stance policy, the plain-language summary, and the application.”

APPEAL HOLD
"Thi s bal ance depends on an insurance review. Please keep the account out of
collections while the appeal or corrected claimis pending."

What to say next
Billing script

Pull this out while the bill is still with the hospital, clinic, or provider.
OPEN THE CALL
"I want to take care of this bill, but before we tal k about paynment, | need

to confirmthe balance is accurate and that |’'ve been screened for every
assi stance option."

CHECK THE ACCOUNT STATUS
"Can you tell me whether this account is still internal, in pre-collections,
or already with an outside collector?"

ASK WHAT IS ACTUALLY OWED
"Pl ease wal k ne through what part of this balance is nmine today, what part is

still pending, and whether any claimor coding correction is still possible."
ASK FOR A HOLD
"Because this bill is still under review, please place the account on hold

while | conplete the next steps you're giving nme today."
Note: If they refuse, ask who can approve the hold and request that transfer before
ending the call.

Har dshi p and hospital help script

Start here before you say yes to any nonthly paynent.
SCREEN ME FOR EVERYTHI NG
"I"'min cancer treatnent, and | need to be screened for every financial

assi stance, charity-care, hardship-discount, and retroactive programtied to
this account."”

KEEP THE ACCOUNT ON PAUSE
"Pl ease keep this account out of collections while nmy application is pending,
and tell me exactly what paperwork you need fromne."

IF 1 DO NOT QUALIFY I N FULL
“I'f I don't qualify for full assistance, what reduced-bal ance or hardship
option do you offer after review?"

| nsurance probl em scri pt

Reach for this when the bal ance | ooks Iike an insurance problemfirst and a
patient bill second.

ASK WHAT VEENT WRONG
"Thi s bal ance seens to cone frominsurance processing. Can you tell ne
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whet her the problemis a denial, underpaynent, network issue, prior
aut hori zati on, or codi ng?"

ASK WHO IS FIXING I T
"If the claimcan be corrected, reprocessed, or appeal ed, who is handling
that, and when will it be submitted?"

PROTECT THE TI MELI NE
"Pl ease keep the account out of collections while that corrected claimor
appeal is active, and note that request on the account today."

Di scount and paynent plan script

Only use this after the balance is real and every di scount has been appli ed.

ASK FOR THE REAL NUMBER
"Once the accuracy issues and hardship review are finished, what is the
| owest total anount the provider can accept on this account?"
SET YOUR LIMT
"If a paynment plan is the only option left, | need a no-interest plan with a
nonthly anount | can actually keep during treatnent."”
Not e: Name the ampunt you can truly afford. Do not negotiate agai nst yourself by
of fering nmore than your real ceiling.
CONFI RM THE TERMS
"Pl ease send the full plan ternms in witing, including the total amount,
payrment schedul e, and confirmation that the account stays out of collections
while | pay as agreed."

When they push financing or sane-day paynent

Say this when they try to nove you fromthe hospital bill to a new debt product
or force a rushed deci sion.

PAUSE FI NANCI NG PRESSURE
"I"mnot agreeing to a nedical credit card or financing product today. | need
to review direct hospital or provider options and assistance prograns first."
REFOCUS THE CALL
"Pl ease stay with the hospital or provider options on this account instead of
novi ng ne to outside financing."
ESCALATE | F NEEDED
"I"'mnot refusing to address the bill. |I'"masking for the right review path
Pl ease transfer ne to a supervisor or financial counselor who can help with
that."

|f collections is already invol ved
Col | ecti ons openi ng scri pt

Start here before you say anythi ng about paynent.

START W TH VALI DATI ON
"Before | discuss paynment, | need the validation details for this account,
i ncluding the original provider, the amunt you say is owed, and enough
information for ne to match it to ny records.”

ASK FOR I T I N WRI TI NG
"I'f that information has already been sent, please resend the validation
notice in witing while | review the account."”

PRESERVE YOUR DI SPUTE RI GHTS
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“"I'f I find anything inaccurate or inconplete, | will dispute the account in
witing within the validation w ndow. "

CONTROL THE CHANNEL
"While | reviewthis, please comunicate with ne by mail or email rather than

repeat ed phone calls."
| f a caregiver is hel ping

Car egi ver handoff scri pt
Pul | this out when you need help with the paperwork but still want to stay in
control

PATI ENT STATEMENT
"I'min treatnent, and | want ny caregiver to help nme manage this account.
What rel ease or perm ssion do you need so you can speak with both of us?"

CAREG VER OPENER
"“I"m hel pi ng keep track of the paperwork and deadlines. Please send every

next step in witing so nothing gets mssed."”
Do not | eave without this in witing

- The exact bal ance being resol ved and the account nunber attached to it.

- Whether the anpbunt is the full and final amount owed or only part of the
bal ance.

- Whether any interest, fees, or default penalties apply.
- The nonthly anpbunt, due date, and total nunber of paynents.
- Whet her the account will stay out of collections while the plan is active

- What happens if you nmiss a paynent because treatnent disrupts incone or
schedul i ng.
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