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Script for Initial Telephone Call

1.
Introduce yourself


Good (morning / afternoon / evening), M(r/s)._____________________________.


I am ___________________, a Care Manager at the _________________ clinic.  Is this a good time for you to talk on the phone? 
       (If yes, continue.  If no, ask when you can call back)
2.
Explain how you obtained the patient’s name


Okay, great!  I work with  _________________, and your name was given to me by ________________ who has spoken with you about our study to improve the treatment of depression. 

3.
Explain purpose of call (scheduling visit)


I am calling to schedule your initial visit with myself and your provider.

4.
Explain the nature of the initial visit


During the initial visit, you and I will spend about 45 minutes going over the symptoms you have been experiencing in more detail.  That information will help you and your provider decide about whether you need treatment, and if so, what the right treatment is for your symptoms.  After you and I meet, you will meet with your clinician. 

5.
Wait for feedback; if none, continue:


Do you have any questions?

6.
Schedule visit if none has been scheduled


When would be a good time for you to come to the clinic?


(Arrange a visit time, ideally coordinating it with the provider’s schedule so that the clinician can see the patient immediately after the visit with the CM.  If the CM is not responsible for scheduling appointments, patient’s scheduling preferences should be given to the appropriate staff person.)

7.
Thank patient and provide contact telephone number


Thank you very much. I look forward to meeting you on _________ (date/time). If you have any questions between now and our visit, feel free to call me at ____________________ (CM’s telephone number).

8.
Send a reminder appointment card

