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Sample Call Scripts for Quality Gap Closure 

Cervical Cancer Screening: 
May I speak with _____ please? 

“Hello, my name is ___________.  I am calling from Dr. __________ office. How are you doing?  

Our records indicate you are due for a cervical cancer screening. The good news this screening can be done in our office.  

We have several openings available in the next two weeks. Can I go ahead and schedule an appointment for you? 

If no: Is there a reason you are choosing not to come into the office? 

“Thank you for your time today.  Good bye.” 
 

If Yes: Excellent. Let’s find the best date/time for you… 

We look forward to seeing you at your appointment. Thank you for your time today.  Good bye.” 
 

FAQs: 
1. Is it safe to come into the dr’s office now due to the coronavirus? 

Yes. As we’ve learned more about the coronavirus and how it spreads, healthcare facilities have implemented several new 
practices to help protect you so you can continue to get safe, top-quality care. 

2. Can I wait until next year to get the necessary screening? 

Screening tests offer the best chance to have cervical cancer found early when treatment can be most successful. Screening can 
also actually prevent most cervical cancers by finding abnormal cervical cell changes (pre-cancers) so that they can be treated 
before they have a chance to turn into a cervical cancer. 

3. Does my insurance cover a cervical cancer screening? 

Most insurance companies provide coverage for both the Pap test and the HPV test.  

4. Can I bring a family member or a friend with me to the appointment? 

Provide practice’s policy on visitors accompanying patients to appointments.  
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Breast Cancer Screening (BCS): 
May I speak with _____ please? 

“Hello, my name is ___________.  I am calling from Dr. __________ office. How are you today? 

I am calling to assist you in getting all the necessary tests and screenings you should receive during the year.   

Dr. _________ believes it is important for her female patients over the age of 50 to have a mammogram examination once each year. A 
mammogram is an x-ray that helps look for the early signs of breast cancer. Our records indicate you have not had a mammogram within 
the last 27 months. Is that correct? 

If no: Would you mind telling me when you had your last mammogram? Date ________.  Do you know if the results were normal or 
abnormal? 

Thank you, ma’am, I will let Dr. _____ know.  

“Thank you for your time today.  Good bye.” 

If Yes:  Would you like for me to assist you in scheduling an appointment?  (The Gap Closure List sent to your practice includes  radiology 
facilities closet to the patient. Please refer to this list for your convenience.) 

If No to a Screening: Is there a reason why you do not want to schedule a mammogram? (please document reasons on the gap closure file) 

“Thank you for your time today.  Good bye.” 
 

FAQs: 
1. Is it safe to get a mammogram now due to the coronavirus? 

Yes. As we’ve learned more about the coronavirus and how it spreads, healthcare facilities have implemented several new 
practices to help protect you so you can continue to get safe, top-quality care. 

2. Can I wait until next year to get a mammogram? 

By getting mammograms regularly, breast cancer can be found and treated early when the chances for a cure are good. Dr. 
__________ believes it is important for women over 50 to have a mammogram every year.   

3. Does my insurance cover a mammogram? 

Annual mammograms are covered under your preventive benefits at $0 co-pay if received at a contracted facility.  

4. Can I bring a family member or a friend with me to the appointment? 

Check with the facility in advance. Most facilities do not allow someone in the office but they can drive you and wait for you outside 
until your test is complete. The good news is the test is fast; taking less than an hour from start to finish.  

5. Where do I go for a mammogram? 

(The Gap Closure List sent to your practice includes radiology facilities closet to the patient. Please refer to this list for your 
convenience.) 
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Colorectal Cancer Screening (COL): 
May I speak with _____ please? 

“Hello, my name is ___________.  I am calling from Dr. __________ office. How are you today? 

Dr. __________ believes that it is important for you to have a screening for colorectal cancer.  Our records indicate that you have not had 
testing done for colorectal cancer screening.  Is that correct? 

If no: Confirm date of most recent screening and results. Thank them for their time. Please note all details in the patient excel file 
 provided by SWHR.  

  Date of screening  _____  and were results normal or abnormal? 

    
If yes: Great. (share Cologuard info or FIT test options). 

If Cologuard: We will have a test sent to your home. Please follow the instructions carefully and be sure to send it back within the specified 
timeframe. We will receive the results of the test and will be in touch once we receive the results. 

If you have any questions, please give us a call. Thank you for your time today.  Good bye. 

If FIT: We can do a FIT test in the office. Here’s how it works: (outline process for the patient). We have several openings in the next two 
weeks. What day/time works best for you? (schedule appointment). 

We look forward to seeing you at your appointment. Thank you for your time today.  Good bye. 

If No: Is there a reason why you do not want to schedule an appointment? (please document reasons on the gap closure file) 

“Thank you for your time today.  Good bye.” 
 

FAQs: 
1. Is it safe to come into the dr’s office now due to the coronavirus? 

Yes. As we’ve learned more about the coronavirus and how it spreads, healthcare facilities have implemented several new 
practices to help protect you so you can continue to get safe, top-quality care. 

2. Can I wait until next year to get the necessary screening? 

Colon cancer screening can detect polyps and early cancers in the large intestine. This type of screening can find problems that 
can be treated before cancer develops or spreads. Regular screenings may reduce the risk for death and complications caused by 
colorectal cancer. 

3. Does my insurance cover this screening? 

4. Yes, your insurance will pay for almost all of screening except for your usual co-pay to your doctor, if you have a co-pay 
requirement. Please check your insurance card to determine your co-pay amount, if any.  

5. Can I bring a family member or a friend with me to the appointment? 

Provide practice’s policy on visitors accompanying patients to appointments.  

https://medlineplus.gov/ency/article/000262.htm
https://medlineplus.gov/ency/article/000266.htm
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Diabetic Retinal Screening 
May I speak with _____ please? 

“Hello, my name is ___________.  I am calling from Dr. __________ office. Our records indicate you have not had a diabetic retinal 
screening within the past year. Is that correct?  

 If NO:  

When was the date of your last diabetic retinal screening? Record Date on the patient data file provided by SWHR.  

Do you remember which physician you saw for your screening? Record physician or ophthalmologist name and location on the 
 patient file from SWHR 

Do you recall if the test results were positive or negative for retinopathy? 

Thank you sir/ma’am for your time today. We will update our records. 

 If YES: continue with script 

Diabetes can cause irreversible damage to your eyes and is the leading cause of blindness among adults. Poor diabetes control may cause 
problems that aren’t always immediately noticeable. If you have diabetes, it is important to have your eyes checked every year. 

I would be happy to help you find a provider close to your home? 

 If YES- Refer to the Gap Closure List sent to your practice to identify the provider closest to the patient. 

If no, provide the phone number so they can call at another time.  

 

FAQs: 
1. Is it safe to come to the dr’s office due to the coronavirus? 

Yes. As we’ve learned more about the coronavirus and how it spreads, healthcare facilities have implemented several new 
practices to help protect you so you can continue to get safe, top-quality care. 

2. Can I wait to get the test and/or screening? 

We’re calling because you are due for this screening. It’s important that you have this screening done at least once a year. 

3. What is a diabetic retinal screening?  

Diabetic eye screening is a test to check for eye problems caused by diabetes. Eye problems caused by diabetes are 
called diabetic retinopathy. This can lead to sight loss if it's not found early. The eye screening test can find problems before they 
affect your sight. 

4. Does my insurance cover the cost of the test? 

Yes, your insurance will pay for almost all of your treatment except for your usual co-pay to your doctor, if you have a co-pay 
requirement. Please check your insurance card to determine your co-pay amount, if any.  
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A1C and Nephropathy 
May I speak with _____ please? 

“Hello, my name is ___________.  I am calling from Dr. __________ office to schedule an appointment with you to come in for an A1C test 
and a nephropathy screening. 

Our records indicate you haven’t had an A1C test in the last three months and you are also due for a nephropathy screening. Is this correct? 

If no: Would you mind telling me when you had your blood work done last? Date ________ and what facility or Dr. Office was the 
service performed? 

Thank you, I will let Dr. _____ know.   

“Thank you for your time today.  Good bye.” 
 
If yes: As you know, these tests can be done in our offices. We have several openings within the next two weeks. What is a 
convenient day for you to come in for the A1C test and screening? (schedule appointment). 
 

We look forward to seeing you at your appointment. Thank you for your time today.  Good bye. 

FAQs: 
1. Is it safe to come to the Dr’s office due to the coronavirus? 

Yes. As we’ve learned more about the coronavirus and how it spreads, healthcare facilities have implemented several new 
practices to help protect you so you can continue to get safe, top-quality care. 

2. Can I wait to get the test and/or screening? 

It’s important that you complete the test and screening now. Kidney disease is one of the more common complications of diabetes, 
so it is important to be screened at least once a year. As with other diabetic complications, the sooner it is spotted the more easily it 
can be treated. 

3. What is A1C test? 

It is a simple blood test that gives an overall picture of your average blood glucose (blood sugar) control for the past 2 to 3 months. 
The higher the levels, the greater your risk of developing diabetes complications. Your doctor will tell you how often you will need 
the A1C test, but usually at least twice a year and if you are meeting your treatment goals.   

4. What is a nephropathy screening?  

A nephropathy screening consistent of two tests are performed to screen for kidney disease (or nephropathy). For the first test for 
signs of kidney disease, you will be asked to provide a sample of your urine. The sample will be tested to see whether there is 
protein in the urine (proteinuria). 

For the second check, you will need to provide a blood sample. The test checks the glomerular filtration rate of your kidneys to see 
how well they are performing. 

5. Can I bring a family member or a friend with me to the appointment? 

Provide practice’s policy on visitors accompanying patients to appointments. 

https://www.diabetes.co.uk/diabetes-complications/kidney-disease.html

	“Thank you for your time today.  Good bye.”
	We look forward to seeing you at your appointment. Thank you for your time today.  Good bye.”
	“Thank you for your time today.  Good bye.”
	“Thank you for your time today.  Good bye.”
	“Thank you for your time today.  Good bye.”
	If yes: As you know, these tests can be done in our offices. We have several openings within the next two weeks. What is a convenient day for you to come in for the A1C test and screening? (schedule appointment).

