HEALTHCARE
CALL CENTER

Talking Points Cheat Sheet

FOUR POINTS IN INTRODUCTION

Doctor’s office that makes old-fashioned house calls

Recorded line

Healthplan has recently added this valuable service.

Referral source

WHAT WE DO

Healthcare Call Center specializes in noticing any changes in your symptoms and health, and treating
you promptly in your home. We can catch things early and can order tests like labs and x-rays and even
prescribe medicine.

FEATURES OF HEALTHCARE CALL CENTER’S SERVICES

Team - Dr’s, Nurses, NP’s, & people who specialize in getting things you need

100% coverage (OR co-pay)

24/7 line with medical help (in the description of service at beginning of call)

Coordinate of care w/ PCP, Specialists, Home Health, etc.

NP will individualize care plan with visits & calls

DETAILS TO MENTION

Offer 24/7 phone number (even if NOT scheduled)

Instruct patient to have medications out and a list of doctors

Reminder text (or call if texting not available or desired)

Say Patient’s/caregiver’s name twice during the conversation

Ask patient to check their calendar when offering an appointment

HELPFUL TIPS:

Use specific rebuttal to the patient’s specific objection

Remember to describe how services can add value to the patient & caregivers

Invite the objection if the patient does not give a specific reason

Use rebuttals with the intent of overcoming the objection

ALWAYS offer the phone number - even if patient does not schedule OR agrees to a call-back
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