PALM BEACH WOMEN’S CLINIC SCHEDULING SCRIPT
Greet the caller, saying:
“PBWC, this is [name]. How may I help you?”
Identify Type of Client:
If caller asks to make an appointment and does not indicate what type of appointment they are looking for, ask: 
"What type of services are you looking for?" 
If caller is seeking abortion services .....
"Have you confirmed your pregnancy through ultrasound?   An ultrasound will determine how far along you are in the pregnancy and what type of abortion you are eligible for.  It can also confirm that you have not miscarried or are not in the process of miscarrying. Many women experience miscarriage in their first trimester and if this is the case for you, you may not need to have or pay for abortion services."  
If it is not clear what a clients intentions are:
"If your pregnancy is confirmed, do you know what your intentions are with the pregnancy?" (abortion, parenting, adoption)  
Disclaimer:
"We don't perform or refer for abortions  nor do we administer the pill, but we do provide a preabortion screening that includes a lab grade pregnancy test and ultrasound, at not cost to you, to see if these services are even needed. Would today work better for you/ or tomorrow?”
If they want to have it done "all in one place":  
"Currently state law requires you to have 2 visits with an abortion provider. The first visit can cost as much as $300 depending on where you go.  Our services are of no cost to you and can help to determine if abortion services are needed."
If caller asks if she will be able to get the 24 hour PRE-OP paperwork :
" We are going to help you see if abortion services are even warranted at this time. If they are, your Abortion provider should plan to fill out the 24 hr pre-op consent with you- think of it as an "Informed consent' and it's mandatory that a Physician fill that out.  Again, we don't refer for those services.  
If they HAVE HAD AN ULTRASOUND:
"Pregnancies are volatile and can change within 24 hours.  Many women will miscarry in their first trimester and if this is the case for you - you may not need or have to pay for abortion services."
If they don't schedule, offer STD testing:
 " It's important you have STD testing to make sure you don't have an undetected or untreated STD that could increase the chances of complications after an abortion procedure, and with future pregnancies."
Virtual Health Assessment Only Pregnancy Appointment 
This script will be used when the scheduler is setting up a “Virtual Health Assessment Only” appointment with the nurse for a client.  The Client will be required to fill out the registration, upload license and to download zoom.  The client will then meet with the Floor Nurse on zoom for approximately 15 minutes to do a health history assessment.
Scheduler Portion:
Scheduler answers call and will go through the usual script to find out LMP and intentions etc. etc. If Client is Abortion Determined/Minded/Undecided, client will be scheduled for a VHA appointment first and when completed, nurse will schedule in the live clinic.  
V-SCHED 1 “The first part of your appointment will happen over a secure video chat to go over some preliminary information with one of our nurses.  It will only take about 15 minutes.  If you have a smartphone or connection to WIFI we can set you up for that appointment to happen today or tomorrow.  Does today at ________ work for you?
Schedule “Virtual Health Assessment” appointment in the calendar, clarifying with client the day, time, and how to log into appointment. 
V-SCHED 2 “Ok, great! I will send you a text to confirm your appointment shortly.  In that text there will be a link that connects you to your registration form. When you get it, could you please click on the link, and fill in the information requested?  You’ll also be asked to read and sign a couple of pages.   You will need to complete this before we can start the virtual health assessment.   
The nurse will then invite you to a Zoom call to go over your initial virtual health assessment.  Do you have any questions that I can clarify for you?”
Scheduler sends text with link to registration form
If it is the same day, Scheduler notifies RN regarding upcoming virtual appointment, name of client, date and time of virtual appointment. 
IF YOU IDENTIFY CLIENT AS INTENDS TO CARRY 
Use discernment- 1. Any red flags schedule client as UNDECIDED and add notes to appointment to clarify. 2. Refer out if able to and stress the need for early Prenatal Care and Medicaid/Insurance.  Gently remind them we have limited services available right now and they will be seen sooner elsewhere.  3. Schedule them to be used as a model for training purposes only on training days. A virtual health history will take place before the live appointment so remember to schedule that the day before as well.  Add an appointment note accordingly.  

