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eMethods. Scripts for phone calls 
 
Refraction request: 
 
Caller: Hey, how are you? My name is *** and my current glasses are really old. When 
would I be able to come in for a refraction and get some new glasses? 
 
Cataract: 
 
Caller: Hi, how are you? My name is *** and I was told I had a cataract in my right eye 
and it needed surgery. When would I be able to make an appointment to be evaluated? 
You are not having any new change in vision or pain in the eye. 
 
Flashes/Floaters: 
 
Caller: Hi, my name is *** and I am trying to schedule a doctor’s appointment as I 
developed this flashing light in my right eye a few nights ago and am also noticing these 
squiggly lines that look like a spider. 
 
All callers will ask these same questions: 
 

1. When is the fastest that I am able to be seen? 
  

2. Is your office open to all patients, limiting the number of patients, only seeing 
urgent/emergent patients, or closed? 
 

3. Is your office operating with normal office hours or are they different than 
normal? 
  

4. Is this complaint amenable to a telemedicine visit? 
 

5. Is your office taking any extra precautions for COVID-19 for patients entering the 
office? 

 
All calls will respond the same to the following questions: 
 

1. What type of insurance? Cash 
 

2. What is your date of birth? 3/1/85 
 

3. Which office would you prefer for an appointment? Fastest office visit 
 

4. At the end decline any offered appointment and say you will consider and call 
back. 


