
What Should I Say? 
A Stress-Free Guide to 

Connecting with Your Clients 



What Should I Say? 

I've created this resource for bodyworkers like you -- big-hearted therapists 
who love the work they do, but can sometimes get stuck trying to figure 
out what the heck to say or write in various client situations. 
 
Whether you're just starting out and want to lay a strong foundation for 
your practice, or have been in business for years, WHAT SHOULD I 
SAY? will create ease around communication with your clients. 
 
When I became a bodywork therapist after more than a decade teaching 
high school English and humanities, I found that there were several things 
about running a heart-focused business that came easily to me, simply from 
my experience teaching writing. 

Welcome to WHAT SHOULD I SAY

Mindy

I hope you return to these pages again 
and again for guidance, inspiration and 
support as you travel on your journey 
toward your dream practice. And as you 
evolve on that journey, the world is 
better because of the inspired therapist 
you are becoming!  
 
My love and gratitude to you, 

©Copyright 2018, Mindy Totten. This information may not be distributed, 

published, sold, or reprinted without express permission from Mindy Totten. 

 



What Should I Say? 

What to say when someone reaches out to find out more about you and your work. 

 

Giving people all the information they need before their appointment with you. 

Here's what we'll cover...

First Contact Email Reply

First Appointment Confirmation Email

Appointment Reminder

Policies

Welcome to My Practice

First Appointment Follow-up Letter

Summary of Observations and Recommendations for Care

Price Increase Letter

Monthly Practice Chart

Making a Pivot Letter 

Referral Partner Letter 

Monthly Projections
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Cut down on cancellations and no-shows. 

 

Clearly explaining how you will work together. 

A short note for clients after their first appointment. 

 

Following up professionally and encouraging clients to return. 

A template for sharing your professional recommendations with clients. 

 

Make a scary proposition as painless as possible. 

How to tell you're clients you're changing directions in your practice. 

 

Reaching out to other healthcare professionals. 

Knowing where you are now, so you can figure out where you want to be. 

 

Looking forward and planning for highs and lows in your practice.



What Should I Say? 

First impressions are HUGE. Here is a template of the email I send people 

when they first reach out to the Oasis Center for CranioSacral Therapy.

FIRST CONTACT EMAIL REPLY 

Hi XXXX, 
Thank you for contacting me. I'm sorry to hear that you are struggling with coccygeal 
pain, insomnia, and anxiety. I know from my own experience how disheartening and 
exhausting chronic pain can be. I've had great results treating the issues you mention 
with CranioSacral Therapy, and I'm hopeful that it could help you, too. 
 
I recommend you start with an hour session (though for your scheduling, you'll 
probably be here about 90 minutes that first time, so we can go over your medical 
history, etc.) The fee for the initial session is $160 (cash, check or credit cards are all 
fine, and tips are not accepted). Each session after that is $135. 
 
I don’t work directly with insurance companies, but I am happy to provide you with 
a detailed receipt so that you can file it with your insurance. If you find that CST is 
helpful and would like to come in for a few more sessions, I do have discount 
packages available that I'll be happy to tell you about. 
 
I work with clients on Tuesdays, Wednesdays, Fridays, and one Saturday each 
month. My first appointment is at 10am and my last at 5:30. Here are some 
upcoming openings I have available: 
Tuesday, 5/3 at 1:30 or 5:00 
Wednesday, 5/4 at 2:30 
Tuesday, 5/10 at 11:00 or 3:30 
 
Please let me know which of those times you prefer and I'll put you into my 
appointment book. At that time, I'll send you an intake form for you to complete 
and directions to my office. 
 
You may have been to my website already, but if not, you can learn more about me 
and CST at www.OasisCST.com/faqs 
 
Thank you again for reaching out, XXXX. I look forward to hearing from you soon. 
 
All the best! 
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What Should I Say? 

Once a person books an initial appointment, follow up with details and information 

they will need for the session with you. 

 

I include directions and the intake form, so they can complete it on their own and 

bring it with them. That saves me time between appointments and allows the client 

to be more thorough with her information because she is not rushed. (**I haven’t 

included an intake form here because each licensure has different requirements. 

Check with your Professional Licensure Board for examples of appropriate intake 

forms.**) 

FIRST APPOINTMENT CONFIRMATION EMAIL 

Great, XXXX, I look forward to working with you on Friday, 2/20, at 4:00. 
I've included directions to my office (which is built onto my house) at the end of this 
email. I've also attached an intake form for you to complete and bring with you to the 
appointment. 
 
Please wear comfortable clothing (preferably something without a collar) and try not 
to eat a large meal just before your appointment. 
 
If you have any questions before then, please just let me know. I would be happy to 
answer them. Otherwise, I look forward to seeing you on the 20th at 4:00! 
 
Here are directions: 
From points north... As you get out of your car, you'll follow a walkway around to the 
right, which will take you to the entrance of the office. 910-620-xxxx if you get lost. 
 
Thanks XXXX, enjoy the holidays! 
Mindy 
Mindy Totten, LMBT, CST-D 
Oasis Center for CranioSacral Therapy 
Helping People with Stress and Pain Feel Whole Again 
www.OasisCST.com 
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What Should I Say? 

No-shows and last-minute cancellations are a bummer, no matter how long you’ve 

been in business. I send an email reminder to all clients the morning before their 

appointment. If something has come up, I usually have time to fill the spot, and 

doing this has really cut down on last-minute schedule changes. You can also 

include any other reminders you may have for the client. 

 

This reminder will only take you a minute or two to write, and is WAY more personal 

than a reminder from an online scheduler. Try something like this:

APPOINTMENT REMINDER 
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Good Morning, XXX. 
 
I hope you enjoyed your weekend. 
 
This is a quick reminder about your 
appointment tomorrow, Wednesday, 3/21 
at 10am. (Also, a reminder that this will be 
the first appointment on your next series 
card.) 
 
Enjoy your day, and I’ll see you tomorrow! 
 
Mindy 
Mindy Totten, LMBT, CST-D 
Oasis Center for CranioSacral Therapy 
Helping People with Stress and Pain Feel 
Whole Again 
www.OasisCST.com 



What Should I Say? 

I’ve worked with therapists who aren’t interested in creating any policies for their 

practice. It seems too “official” or “cold.” But it doesn't have to be! 

 

I encourage you to take the time to think about the kind of practice you’d like to 

have, and then let your policies reflect that. Use words that sound like you, instead 

of trying to sound like something you're not. My Policies sheet is separate from my 

intake form, and clients sign it before we begin our work togther. (**Be sure to 

include any liability verbiage appropriate for your licensure on your intake form.**) 

POLICIES 

Welcome to the Oasis Center for CranioSacral Therapy! I'm glad you’re here, and 
look forward to working with you in this unique healing space. 
 
Oasis is dedicated to supporting you in reaching your health and wellness goals. 
Please read through my policies, and sign below to indicate your understanding and 
agreement. I'm happy to answer any questions you may have. 
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Policies 
Bodywork sessions are by appointment only. 

 
Please try to arrive 5 – 10 minutes before your scheduled appointment to allow time 

to decompress before your bodywork. 
 

The time that you schedule is reserved especially for you. Please be kind enough to 
call 24 hours in advance should you need to reschedule your appointment. If you miss 

an appointment with less than 24 hours notice, you will be responsible for the full 
charges of the session. 

 
Initial Appointment $160 

30 minute Appointment $70 
60 minute Appointment $135 
90 minute Appointment $200 

 
Cash; Checks made out to Oasis Center; Visa, Mastercard, and American Express are 

all gladly accepted. Tips are not accepted. 
 

Client Signature:                          Date:    Therapist Signature:                 Date:



What Should I Say? 

At the end of the initial session, I have a Welcome to the Oasis Center package that I 

give to each client. Here is the notecard that I include in each package. Sign each 

card for an even more personalized touch! 

WELCOME TO MY PRACTICE! 
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Welcome to the Oasis Center for CranioSacral Therapy. 
 

I know how hard it can be 
to trust enough to reach out 

when you are experiencing stress and pain, 
and I’m so glad that you have taken this step. 

It is my honor and privilege  to work with you on this journey. 
If you have any questions at all, please just let me know. 

In the meantime, 
please accept this book 

written by Dr. John Upledger, 
which will give you great insight 

into some of the work we did today. 
And I’ve also included a fun tee shirt 

for you to wear proudly. 
Thank you for coming in; 

I hope to see you again soon. 



What Should I Say? 

Following up with clients after you see them is a key component for success that many bodywork 

therapists are missing in their practices, and it's such an important piece of a premium customer 

experience! 

Send a letter out, via snail-mail, on your business stationery the morning after you see a client for 

an initial appointment. (I also include the Summary of Observations and Recommendations for 

Care form and several business cards with the letter.)

FIRST APPOINTMENT FOLLOW-UP LETTER 

Dear XXXX, 
I’m so pleased that you came in today for CranioSacral Therapy. It was such a 
pleasure to talk with you and to get to know you a bit, and I hope you continue to 
feel as relaxed as you were when you left here! 
 
I’ve included a summary of the session, along with recommendations for going 
forward so that you don’t have to try to remember everything we talked about after 
the session. We can review it briefly at the beginning of your next appointment, if 
you’d like. 
 
I’ve also included a few business cards for you to pass on to people you think  might 
benefit from CranioSacral Therapy. I would be honored to work with friends or 
family who are in pain and are longing to feel whole again. If you know someone 
suffering from... 
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Chronic Stress and Exhaustion 
Migraines or Headaches 

Chronic Pain 
Post-operative Healing Issues 

Sadness, Anxiety, Fear or Grief 
...he or she may benefit from this gentle, light-touch approach to healing. 

Finally, I think you might really enjoy checking out Oasis Reflections, a twice- 
monthly email newsletter I send out with thoughts for living a healthy, well-balanced 
life. In it, I include workshop and program announcements, pricing specials, and 
practical ideas for living a centered life. I’d love for you to sign up for it today by 
visiting my web page at www.OasisCST.com. 
 
Thanks again for coming in, XXXX. I look forward to seeing you again on Friday, 
March 17 at 11:00. 
 
All the best, 
 
Mindy Totten, LMBT, CST-D



What Should I Say? 

As a client leaves after her initial appointment, I make detailed notes so 

that I can send out this Summary with the Follow-up Letter. 

 

Just after the appointment, clients are often in such a state of relaxation 

that it’s difficult for them to retain what we talk about after the session! 

 

I suggest you print this on stock paper that coordinates with your 

stationery, and I send it via snail-mail. I can’t tell you how many clients 

have thanked me for taking the time to send something they can hold in 

their hands and review in their own time. 

 

Yours will look different, of course, depending on the modalities you use 

in your work. I invite you to use this as inspiration for a summary that is 

perfect for you and your clients. 

SUMMARY OF OBSERVATIONS AND RECOMMENDATIONS FOR CARE 
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What Should I Say? 
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What Should I Say? 

And here’s the rub! (Paraphrasing Shakespeare - What can I say, once an English 
teacher, always an English teacher!) 
 
In my experience, the single most difficult thing for bodywork therapists to do is to 
raise their prices. If you’re struggling with this, please use this letter as a jumping 
off point for your own situation. Then take a deep breath and have some chocolate. 
You can do it! 

PRICE INCREASE LETTER 
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Dear XXXX, 
 
I feel privileged to have the opportunity to continue to partner with you on your 
journey to health and well-being. I deeply respect your commitment to becoming 
whole, and to living a full and rewarding life. 
 
I’m writing to let you know that I’ll be raising my prices in the new year. I’ve put a 
great deal of thought and reflection into this decision. It’s really important to me that 
my prices are fair and straightforward. 
 
I wanted to share that I’ll be honoring my current prices until January 1, 2017. That 
means you have about 80 days to get the treatments you need at the current prices, 
and if you’d like to save even more, you can stock up on multiple-session packages at 
the current lower rates. You may use packages at your own pace, for the rest of this 
year and during 2017. 
 
I’ve included a card with the current prices and the new 2017 rates so that you can 
take a look, and plan what will work best for you. There are a couple of ways to 
purchase packages now to take advantage of the lower rates: You can purchase a 
package in person at your next appointment, or you can go to www.oasiscst.com/cst 
and purchase through the PayPal option. Of course, you can always give me a call at 
910-620-xxxx or email me at Mindy@MindyTotten.com with any questions you 
may have. 
 
Next month, Oasis Center will be celebrating 12 years of helping people with stress 
and pain feel whole again. You can’t imagine how excited that makes me or how 
proud and humbled I am by your ongoing support. I look forward to continuing to 
partner with you to help you achieve health and well-being. 
 
All my best to you! 
 
Mindy Totten, LMBT, CST-D 



What Should I Say? 

PRICE INCREASE CARD 
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 Current Prices 
(available until December 31, 2016) 

 
30 min. $65 
60 min. $125 
90 min. $185 

 
Relief Package: 6 sessions for $675 

Wellness Package: 12 sessions for $1275 
Change Your Life Package: 24 sessions for $2400 

 
 

New prices beginning January 1, 2017 
30 min. $70 
60 min. $135 
90 min. $200 

 
Relief Package:  6 sessions for $725, save $85 

Wellness Package:  12 sessions for $1375, save $245 
Change Your Life Package:  24 sessions for $2590, save $650 



What Should I Say? 

What do you say when you're ready to take your business in a new 
direction? Use this letter as a starting point to express your gratitude for 
your current clients and to share your big news with them! 

MAKING A PIVOT 
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December 2007 
 
Dear XXXX, 
 
This is the time of year when we celebrate the people in our lives and let our dreams 
create our future. Ranald, Kizzy and I moved here 3 years ago not knowing a soul. If 
it hadn’t been for you and the other clients in my practice, who knows where we'd be. 
 
You've put your trust in me and I deeply appreciate that. Your willingness to allow 
me to be a part of your life is something I cherish. I value you not just as a client, but 
also as a neighbor and a friend. 
 
That's why I'm so excited to share the news with you:  I have decided to follow my 
passion for CranioSacral Therapy and women’s special issues, and take my practice in 
a new direction. 
 
Effective January 1, 2008, my practice will be known as Oasis Center for 
CranioSacral Therapy. CranioSacral Therapy is a gentle, light-touch approach that 
releases tensions deep in the body to relieve pain and dysfunction. The many benefits 
of this soothing treatment include reduced pain and stress, and deep relaxation. 
 
Check out my new webpage at www.oasiscst.com for a more in-depth look at this 
gentle healing modality. Also, please note that as part of this transition, I will no 
longer be accepting new massage clients as of January 1, 2008. 
 
In the meantime, I'd love to answer any questions you may have about this transition. 
 
So please call or drop me an email before then. I’d love to hear from you! 
 
With love and gratitude, 
 
Mindy Totten, LMBT, CST 
 



What Should I Say? 

Referrals from other healthcare practitioners can be a marvelous way to 
grow your practice. But it can feel awkward reaching out if you're not 
sure what to say. Here's a sample letter that I use. 

REFERRAL PARTNER LETTER 

©MindyTotten, 2018

Dear Dr. Antonelli, 
 
As I was driving down Shipyard Blvd yesterday, I noticed the new sign for Seashore 
Women’s Health, and I thought, “What a wonderful thing for Wilmington!” So I 
thought I’d reach out to introduce myself. 
 
My name is Mindy Totten, and I am a Diplomate Certified CranioSacral Therapist in 
private practice here in Wilmington. 

If you have patients, friends, or family who suffer from… 
 

Chronic Pain 
Exhaustion 

Migraines or Headaches 
Post-operative Healing Issues 

Sadness, Anxiety, Fear or Grief 
 

CranioSacral Therapy may be a wonderful adjunct to the work you do. 

I would love to offer you a complimentary CST session so that you can experience 
the work I do from the inside out. Perhaps we will be able to create a referral 
partnership. At the very least, you’ll have the most relaxing hour of your week. 
 
Please give me a call or email me at your convenience and we’ll set up a session for 
you, or I can follow up with an email next week. You can also learn more about my 
work and CranioSacral Therapy at my website www.MindyTotten.com. 
 
Thank you for your time and consideration. I look forward to hearing from you soon. 
And enjoy the rest of your summer! 
 
Warmly, 
 
Mindy Totten, LMBT, CST-D



What Should I Say? 

It’s critical to keep track of income and expenses. Perhaps just as important is 

keeping track of clients so that you can begin to see where your clients are 

coming from. In The Bodywork Project, we work with this chart and go deeper 

with monthly reflection questions based on the information it reveals. 

Tracking is a wonderful way to get a handle on your practice! 

MONTHLY PRACTICE CHART 
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What Should I Say? 

Just as important as looking back on how things have gone in your practice is 
looking forward. Use this form to project income from your business. In The 
Bodywork Project, we look 3 months into the future, but project out as far as you’d 
like. 
 
Your numbers may be somewhat different, depending on the type of work you do, 
whether or not you sell products, etc. Use this as a jumping off point. Remember, 
these aren’t goals. Rather, they are projections of what could be possible for you 
and your practice. 

MONTHLY PROJECTIONS 
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MONTH:                     YEAR: 
 
-In my ideal situation, how many days this month would I see clients? ____ 
(Don’t forget to schedule breaks, and allow for vacation days, being out of 
town for continuing education classes, etc.) 
 
-How many clients would I see each day? ______ 
 
-Multiply these two numbers to get total number of appointments for the 
month. _______ 
 
-Fees for services for the month, charging what I now charge: ________ 
 
-Subtract 10-15% of total fees for money already received for pre-paid 
packages. Adjusted income: ___________ 
 
-Add income from other sources: workshops, products, etc. ________ 
 
TOTAL PROJECTED INCOME FOR THE MONTH:__________ 



What Should I Say? 

I hope you've found WHAT DO I SAY? 
helpful as you begin to create a profitable and 
sustainable business that makes your heart sing. 
 
If you’d like continued support on your journey 
to a thriving practice, I'd love to help however I 
can. Here are some other ways we can work 
together: 

Ready for more? 

Mindy

Click HERE to find out more 

about THE BODYWORK PROJECT! 

The Bodywork Project 

If you're ready to uplevel your business FAST, 
individualized support may be a perfect fit for you. 
This 6-month customized program is uniquely designed 
to meet you where you are and to take you to the next 
level of success. 

Private Mentoring Program 

Masterclass-meets-Mastermind, The Bodywork Project 
offers you the tools, support, and accountability you 
need to build a successful practice that's ideal for 
YOU.  

Click HERE to find out more 

about PRIVATE MENTORING! 

Here's to you and the beautiful work you 
do. 
 
Cheers! 

https://www.mindytotten.com/bodyworkproject
https://www.mindytotten.com/privatementoring

