
 

SCHEDULING CALL TALKING POINTS 

Intro 

All 

Good morning! This is Susie calling from the Healthcare Call Center. I’m calling to speak with Mr. John 

Johnson. Is Mr. Johnson available? 
Note: It is fine to speak with a family member or caregiver if it appears the patient does not make 

his/her own appointments. Be sure you get the person’s name and relationship to the patient. ASK. 

“May I ask who I am speaking with please?” 

Mr. Johnson, I’m calling from Healthcare Call Center, on a recorded line. We are a doctor’s office that 

provides house calls to our patients.  

 

I’m calling because your doctor, ____________, thought you’d be a good fit for the Healthcare Call 

Center’s services. 

 Our practice specializes in making sure our patient’s health needs and goals are met. I’d like to 

schedule a visit with one of our nurse practitioners, (Nancy), who lives in [NP’s home town], but before 

I do, I’d like to tell you a little more about our practice and how we hope to support you. 

 

Healthcare Call Center Services 

All 

If you are dealing with any complex health issues, Nancy would be able to treat you right in your 

home. Sometimes those health issues can change quickly, and our goal is to help you avoid the 

emergency room and hospital if you don’t need or want to be there. Our patients find the convenience 

extremely valuable. She functions a lot like a doctor, so she can order tests like labs and x-rays and 

even prescribe medicine.  

If hesitant to schedule in-person visit: 

I certainly do understand, Mr. Johnson, and we don’t want to let that stop you from being seen by 

Nancy. We can also set up a visit via video (or telephone). 

 

24-Hour Number 

All 

Another advantage of being a Healthcare Call Center patient is the 24-hour phone number you’ll have 

access to once you’re on our service. If you’re not feeling well in the middle of the night or on the 

weekend, for example, you can call and talk to a nurse or nurse practitioner.  
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We also have a team of people here in the office who can help you with getting things you need, like 

medical equipment, or community resources. 

Frequency of Visit 

In-Person Virtual (Video or Telephone) 
Nancy specializes in noticing even the slightest 

changes in your health. She’ll be watching for any 

symptoms we can catch early before they get 

worse. We find our patients really love our Nurse 

Practitioners and the relationships they are able 

to build with them. 

Nancy will develop a personalized care plan for 

you, which will determine how often you will 

receive calls and visits. She’ll talk more about that 

when she comes out for that first visit.  

Nancy will develop a personalized care plan for 

you, which will determine how often you will 

receive calls and/or visits. She’ll talk more about 

that during your first visit.  

 

Scheduling the Visit 

All 

Do you prefer morning or afternoon? The next available appointment we have is ____date/time_____.  

Would that work for you?   

Do you keep your appointments written down some place? Would you do me a favor and check your 

calendar, just to make sure that this appointment time works for you? Do you have anything else going on 

that day? [ANSWER] 

In-Person  Virtual (Video or Telephone) 

Great! I’ll schedule that for ______date/time___.  
Please allow about 30 minutes before and after 
that time, in case of traffic or inclement weather.  

Great! I’ll schedule that for ______date/time___.  
Please allow about 15 minutes before and after that 
time, just in case she’s running early or a little behind.  

We’ll be texting you a reminder a day or so before the visit. What is the best mobile number for us to send 
the text to? 

If patient does not have a mobile phone or does not check text messages:   

That’s fine. My colleague, ____[CSS name]___ will give you a call a day or so before the visit to remind you. 
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