



Phone Call procedures
1. When answering an incoming phone call please introduce yourself and the agency as: 

a. English: “Children’s Health Initiative CHI, this is (your name) how can I assist you?
b. Español: “La Iniciativa de la Salud para los niños CHI, es (tu nombre) ¿Cómo le puedo ayudar?
Please note: In Spanish speaking countries there are two ways to address a person in the third person, formal and informal, in this case “Tu” or “Usted”. We need to address the client in a formal way (“Usted”) unless they tell us otherwise. This is a way to show respect and appropriate etiquette. If the client is young and you feel the need to address him/her by “Tu” instead of “Usted” then it is appropriate to go by saying “Tu.” Please address the client by what works best depending on the case. 
2. When calling a client:

There are different ways on how you can introduce yourself and the agency when contacting a client. According to the situation you may want to consider the following: 
a. If you recently met, spoke or your call is expected you may want to start your call with:
“Hi, my name is (your name) and I am calling from the Children’s Health Initiative and I’m trying to contact (client’s name).” →If the person you are looking for answers the phone then he/she should be able to recognize you and the agency immediately. →If he/she does not recognize you or the agency you may want to follow up with: “I’m calling to follow-up with your child’s health insurance application.”  
b. If this is going to be the first time CHI staff contacts this client because they left message wanting information,  referred by a partnering agency, came by our office and we were not here, and are expecting our call you may want to consider the following: 

“Hi, my name is (your name) and I am calling from the Children’s Health Initiative, I am returning a call from (client’s name) or she was referred to us by (the person or agency that sent the referral).” →If the person you are looking for answers the phone then he/she should be able to recognize you or the agency immediately. →If he/she does not recognize you or the agency you may want to follow up with: “I’m calling to follow-up with your child’s health insurance application.”  

c. If this is going to be the first time CHI staff contacts this client because their child is queued to be contacted as part of our school list procedures then you may want to consider the following:

“Hi, I’m looking for the parent’s of (child’s name)” → If the person who answers the call say they are the parent, adoptive parent or legal guardian then proceed by introducing yourself as “Hi, my name is (your name) and I’m calling from the Children’s Health Initiative and we are working in collaboration with the Napa Valley Unified School District, in this case with your son/daughter’s school at (child’s school name). We are calling the parents of students who indicated in their emergency card if they do not have health insurance and in your case you have that information indicated as (Uninsured, Blank or Unknown). Our goal is to make sure all children have health insurance →If client immediately states they have insurance please ask what kind by listing the options: Medi-Cal NSC, Healthy Families, Kaiser, Private or Healthy Kids) → If the parent’s state that they do not have health insurance then proceed in informing client that they may qualify for one of the 2 health plans available in our county at no cost or low cost with monthly premiums. If your income is less than 5,800 gross monthly, before taxes for a Family size of 4 could be eligible to pay a maximum of $15 dollars a month for medical, dental and vision with $5 dollar copayments per child. Remember! The goal is to inform the client and make an appointment! 
d. If you are contacting the client in regards to one of our Follow-up surveys chances are that they will recognize you or the agency as they were assisted by us. If you are contacting the client in regards to HK Recertification then please conduct the following approach:

“Hi, I’m looking for the parent’s of (child(ren)’s name)” → If the person who answers the call say they are the parent, adoptive parent or legal guardian then proceed by introducing yourself as “Hi, my name is (your name) and I’m calling from the Children’s Health Initiative, I’m calling in regards to your child(ren)’s coverage with Healthy Kids. We would like to inform you that we will be sending you a Recertification form due (date), please make sure to complete the form and submit your new proof of income, also if you like you can schedule an appointment with us….would you like an appointment? → if the client says yes, please schedule appointment and continue , if the client says no and would like to make an appointment with the CAA they were assisted by let her know that you will also contact the CAA→ Also, before we mail out the Recertification could I confirm your address and telephone number? → after confirming client’s information, ask her if she has any questions if not let her know to call us if she has any questions. 
e. If this is going to be the first time CHI staff contacts this client because their child is queued to be contacted as part of our HHS renewal list then please do the following:

“Hi, I’m looking for the parents of (child’s name)” or “Hi, I’m looking for (name on the case) → If the person who answers say they are the parent, adoptive parent or legal guardian or the person named on the case, then proceed by introducing yourself as “Hi, my name is (your name) and I’m calling from the Children’s Health Initiative and we are working in collaboration with the Health and Human Services Agency with the Medi-Cal Program, we would like to inform you that (you and/or your son/daughter’s/children or family—please see case in C-IV) Medi-Cal Redetermination or Renewal is due on___________. We are calling you to let you know of this important due date so (you and/or your son/daughter’s/children or family—please see case in C-IV) continue to have health insurance with Medi-Cal. If you have any questions or need any assistance with your renewal please call us at (our number at HHS). If leaving a message please add → If you already submitted your MC RE please disregard this message. 

 

Remember! The goal is to inform the client and make an appointment if they need our help! 

3. Answering calls

a. Answer all calls during your working hours; this includes your late days.

b. Must use 3 way calling when necessary.
c. Must forward calls to voicemail ONLY if necessary. We should all be able to assist a client but there are some exceptions.
d. Must place a call on hold and answer a 2nd incoming call if there is no one else to answer the phone. Place 2nd call on hold and continue with 1st call. If 2nd call hangs up must be able to call back. Check the call history to find number. 
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