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No 1 tip: you need to believe therapists know best when to
discharge clients 

The scripts won't work or you won't use if you don't believe its ok fpr therapists 
 to discharge clients in some circumstances. 

Hear the clients concern 
Empathise with their concerns  
Remind them of the practice policy of discharging clients 
Support the practitioner decision 

How you begin is important:

 

For example:

Gina, thanks for raising your concern. I can hear that the decision is hard
for you. I have looked on your file and seen that George has discharged you
and given you options of referral. I am happy to go through those again
with you now if that would help.
Unfortunately, I can't book you in with George as he has made a decision in
your best interest.
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Empathise with the client's concerns without meeting their request 
Let the client know that you understand this is difficult for them.  
Stay firm and use broken record technique (please go back to your
GP and seek another recommendation of you are not happy with the
recommendations the practitioner provided) 
If client is very distressed, offer to leave message for the therapist to
respond to. If this has already happened and not been resolved,
explain to the client that you can’t help them further and they will
need to speak to their GP.

When the client begs to continue with you

 
 

For example:

Gina, thanks for raising your concern. I can hear that the decision is hard for
you. I have looked on your file and seen that George has discharged you and
given you options of referral. I am happy to go through those again with you
now if that would help. If you aren't happy wtih these George has
recommended you talk to your GP about it and see if she can suggest someone.
Unfortunately, I can't book you in with George as he has made a decision in
your best interest. 
for very distressed clients who don't settle on the phone with you:
just this once I can leave a message for George and he will explain this to you.
But please note, George will not offer you an appointment. 
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Centre yourself, if you need to pause say so.  Speak slowly 
Empathise with the client, use words like a part of you is angry 
Remind them of communication from therapsit 
I’ve just looked at the note on your record here and I see that the
practitoiner has communicated and given you referral options 
Stay firm in the practitioner decision to discontinue therapy. 
Thank the client for raising their concern. Remind them of referral
and support options. If not resolved, offer to leave message for
practitioner. 

If the client becomes angry:
 

 
 

For example:

 
 

Discharged clients

Gina, thanks for raising your concern. I can hear that the decision is hard for
you and feel frustrated /  a part of you is angry. I have looked on your file and
seen that George has discharged you and given you options of referral. I am
happy to go through those again with you now if that would help. If you aren't
happy with these George has recommended you talk to your GP about it and
see if she can suggest someone.
Unfortunately, even though I can hear you have strong feelings about this II
can't book you in with George as he has made a decision in your best interest. 

for very distressed clients who don't settle on the phone with you:

Just this once I can leave a message for George and he will explain this to you.
But please note, George will not offer you an appointment. 


