APPENDIX

PUFF TOOLBOX: Engagement Telephone Scripts

Patient answers or is available:

Hi, may I speak with__________.

My name is ______  I’m calling from his/her/your doctor’s office at UCSD medical center.

Hi, _________. Could I please verify your date of birth/ medical record number, Thank you. I am calling from __(Patients Providers name)____ office at (name of clinic). We have you on a list of patients that we have not seen in the clinic for a while -  



	May I ask why you stopped receiving care from the (name of clinic)?
	We like to see our patients in the clinic every 3 to 4 months. May I ask why you have not seen us lately?

	Are you receiving care currently?
· Mark answer in Engagement data file
	-Enter answer in Engagement data file


	Can I help you schedule an appointment?

· Primary care appointment

· Can I schedule you for an appointment with our intake coordinator before your primary appointment? (45 min with health education)

· Can I schedule you an appointment with our ADAP specialist? (appt after the primary)

	Is there anything else I can do for you today?

· Mail lab orders to you?

	Would you like a reminder call: 

one day or two days before your appointment?



	*Repeat back appointment date and times*

PLEASE ARRIVE 20 MIN EARLY TO COMPLETE ANY PAPERWORK

Remind Patient of RYAN WHITE RENEWAL if necessary



	If you have any questions before your appointment please call the front desk and they will direct you to the right person to answer your question

(clinic telephone main number)


Leaving Message: – on machine 
Hello this message is for __________. My name is ______  I’m calling from his/her/your doctor’s office at UCSD medical center.

Could you please call us back at your earliest convenience to schedule an appointment with your doctor. The number I can be reached at is (private secure line for appointment message retrieval after hours).
If I am not in and you need to leave a message please give your name with your best contact number and time to call.

Thank you, have a nice day.

Notes:

Key communications were also transmitted directly electronically to providers where patients wanted to relay important health information or requests for physician orders including laboratory order.

Are you still an (name of clinic) clinic patient?





Yes





No








