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Booking Patient Telehealth Consults

Receptionist script and process for booking Patient
Appointments

RECEIVE CALL FOR APPOINTMENT
Patient phones for an appointment with their doctor

RECEPTION ASKS...
“Would you like a phone or video consultation, OR do
you feel you need to be seen in person?”

/ PHONE: \ / IN PERSON: \
e  Book patient on template and write e  Advise patient a clinician will
PHONE in the notes section of the Phone them back to triage.
appointment template. . Put patient onto Clinical Triage
e Check patients Phone number is template.
correct and advise they will need to by . Proceed with Clinical Triage
their phone at the time of the process.
K appointment. / k /
v

/ VIDEO (Script for reception) \

. Book patient on template and write VIDEO in the notes section of the appointment template. Ask
patient “Will you be using your smart phone, a laptop, a tablet or a desktop webcam? IF...

. SMARTHONE: Check cell number in your systems and advise a text will be sent to their phone
shortly with a link included in the message. On the day and time of their appointment, they will need
to click on the link and it will take them to a virtual waiting room there their GP will join them.

. LAPTOP/TABLET/DESKTOP: Check the correct email address. Advise an email will be sent shortly
from your practice containing a link. On the day and time of their appointment, they will need to click
on the link, and it will take them to a virtual waiting room there their GP will join them. Tip: advise to

K check spam folder if email is not in their inbox. /

SEND VIDEO LINK
After booking a patient in for their appointment, you will need to send them the video link

v y

VIA EMAIL FOR LAPTOP/DESKTOP:
Compose email message to include:

VIA TEXT FOR SMARTPHONE:
e  Compose text message from PMS
e  Use specific GP video invite text
template and send .
e  Send to patient

e Note on template ‘TEXT SENT’
Note on template ‘EMAIL SENT’

\ /

e  Specific GP's waiting room link
e  Copy and paste email instructions
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