
 

  

 

Script for Follow-Up Calls After an ER Visit  
 

INTRODUCTION 
 

ILLNESS 
SEVERITY 

Hello <Mrs/Mr XYZ>.  This is <caller’s name>.   I am a <role> at <practice name>.  Are you 
<patient’s name> parent/caregiver?  We received notification that <patient’s name> was 
recently in the ER/Urgent Care.  Dr. <PCP’s name> wanted me to call to see how <patient’s 
name> is doing. Is this a good time to talk about <patient’s name> health and plan of care? (If no, 
ask if there a better time to call back) 
 
How is <patient’s name> doing since being discharge? 

 Improved 

 No change 

 Concern about clinical change 

PATIENT 
SUMMARY 

Just to make sure we’re on the same page, I understand <patient’s name> was seen in the 
ER/Urgent Care for <issue> and that during that visit <tests/treatments/procedures> happened.   
 
Do I have that correct? 
 
Did <patient’s name> receive the care that you were expecting at the ER/Urgent Care? 

ACTION LIST 

I’d like to follow-up on a few things since being discharged from the ER/Urgent Care 
 
Discharge Instructions 

1. Do you have any questions with your ER/Urgent Care discharge instructions? 
 
Medications/Prescriptions 

2. Was <patient’s name> prescribed any new medications? 
a) If yes, do you have any questions or issues related to medicine? (for example, 

issues obtaining a medicine, questions about the dose, how to give a medicine,or 
possible side effects) 

b) Have you been able to pick up <patient’s name> prescription from the 
pharmacy?” (if no, ask why) 

 
Follow-up appointments (if clinically indicated): 

3. Follow-up with <patient’s name> primary care provider  is an important way to ensure 
<patient’s name> is recovering, and to answer any further questions you may have. Does 
<patient’s name> have a follow-up appointment scheduled with us?” (if no, offer to 
schedule appointment if indicated) 

a) You have the following appointments scheduled: __ 
b) Are there any other appointments that you need help scheduling? 

 
Health Needs Assessment 

4. (Complete HNA) 

SITUATION 
AWARENESS 

Let’s review the plans for what to do and who to call if there are issues: 
1. If you have not received <XYZ> by <date>, call <#>. 
2. Do you feel comfortable managing <patient’s name> illness now? 
3. Some things that I want you to be on the lookout for and contact us about are <insert 

concerns here>  



 

  

 

4. Some things that would require your child seek emergency care are <insert red flags 
here> 

5. Our office is open <practice office hours>.  We also have a provider and nurse on-call 
after office hours.  If you have any questions or concerns, please feel free to call us.  

 
Customer Service and Improvement 

1. We are always looking to improve the care and services we provide.  Was there a 
particular reason you went to the ER/Urgent Care for care instead of <practice name>.   

2. Are you aware of our normal office hours and on-call after hours? (if no, review hours) 
Example: 

 An experienced provider is available every night, weekend, and holiday, by phone, 
to help you decide whether to go to the ED/Urgent Care. Many times, they can 
recommend effective ways of managing problems such as cough, colds, mild 
headache at home.  They can also let you know when something sounds more 
serious and requires an evaluation in the ER. 

 Do you know the medical conditions that you do not need to be seen 
immediately in the ED, but can be first evaluated with a phone call or visit to our 
office? (cough, cold, sore throat, mild headache, etc.) 

 We can see you much faster, saving time on waiting in the ER.  You can also 
receive pediatric care by a provider familiar with <patient’s name>.  In addition 
to avoiding exposure to more serious infections and diseases often present in 
ER’s. 

SYNTHESIS 

To summarize, 
1. I will <action items>. 
2. In your own words, what are the next steps that you will do to continue to help your child 

recover?  
 

Thank you for taking the time to speak with me about your ER/Urgent Care visit. Do you have any 
other questions or suggestions for me?  Have a nice day. 

 
 
 
 


