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Scripts 

 
The following scripts and key messages have been developed to help you provide the public 
with consistent service and information.  
 
The majority of information for callers is found in the Q&A sections (Personal Health; Social 
Distancing, Business; Vaccines, Medicines & Other Information) of your Operator Guide. You 
are likely to be given updated key messages and/or Q&A’s throughout the emergency event. 
You will be told whether or not the information needs to be communicated to every caller and/or 
if the new messages need to be relayed word for word.  
 
Answer phone 
Answer each call with the following greeting: 

“Flu Hotline, my name is _____________. How may I help you?” 
(PICC Nurse: “Flu Hotline Nurse, my name is _____________. How may I help you?”) 
 
End call 
End each call with the following closing: 

(If there’s time to extend the call, wrap up by asking: “Is there any other information you need?”) 

“Thank you for calling. Goodbye.”   
 
Key messages 
Unlike the greeting and closing scripts listed above, the following messages don’t need to be 
stated word for word. Use your own phrasing. Emphasize these points when one or more of 
them relate to the topic your caller asks you to address.  

What is H1N1 influenza (swine flu)? 
H1N1 is a new influenza virus that can spread from people who are infected to others 
through coughs and sneezes. When people cough or sneeze they spread germs through 
the air or onto surfaces that other people may touch. 

 
 Influenza viruses cause infections of the respiratory tract (breathing tubes and 

lungs). In some people, medical complications from influenza can be severe, 
including pneumonia.  

 
 The new swine flu virus is not passed from pigs to humans, nor do you catch it by 

eating pork products. Like other viruses, it is spread from person to person 
through coughs and sneezes. When people cough or sneeze, they spread 
germs through the air or onto surfaces that other people may touch. 

 
What are the symptoms of H1N1 influenza? 

 They are similar to the symptoms of seasonal flu:  
 fever    
 cough 
 sore throat 
 body aches 
 headache 
 chills 
 fatigue 

 
Occasionally people with H1N1 also have diarrhea and vomiting.  
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When should I seek medical care?   
 Consult a health care provider by phone or seek medical care when someone has 

these potentially severe flu-like symptoms: 

 Chest pain or trouble breathing 
 Rapidly worsening illness 
 If the ill person is unresponsive/won’t make eye contact or unable to get 

out of bed because they feel so weak 
 Bad sore throat (unable to swallow) or severe cough 

(See Q&A: Personal Health section, Q&A #9 for complications that require an immediate 
call to a health care provider.) 

 
 You don’t need to see a doctor unless you have unusually severe illness. Typically, 

you do not need medical attention when you have the following mild symptoms:  

 Runny nose or nasal stuffiness 
 Fever for less than 3 days 
 Mild headache 
 Body aches 
 Mild stomach upset 

 
• Caution: For a medical emergency, tell caller to hang up and dial 911 

 

What if I get sick with H1N1 influenza?   
 Public Health – Seattle & King County strongly recommends that you stay home 

from work or school (sports practices, games, etc.). This helps you get better faster 
and keeps others from getting sick. 

 
 If you get sick, stay home and avoid contact with others until you have had no fever 

for 24 hours (without using fever-reducing medicines). 
 

What if I don’t have insurance or doctor or medical provider? 
If you need medical care and don’t have a health care provider or health insurance, 
call the Community Health Access Program at 800-756-5437. You will not be asked 
for proof of immigration status. 
 

What can I do to keep from getting the flu? 
 Public Health recommends getting a seasonal flu vaccine now, and the H1N1 

influenza vaccine when it becomes available (expected to be available by mid-
October) 

(See Vaccines, Medicines & Other Information section) 

 Extremely important: Wash your hands. Try not to touch surfaces that may be 
contaminated with flu virus. 

 Avoid close contact with people who are sick. 

 Avoid touching your eyes, nose, and mouth. 

 Try to stay in good health. 

 Get plenty of sleep. 

 Be physically active. 

 Manage your stress. 

 Drink plenty of fluids, and eat nutritious food. 
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How can I prepare now for H1N1 influenza? 
  Store medical and health supplies, such as cough syrup, soap, and pain relief 

medicines (such as acetaminophen or ibuprofen, but no aspirin or products 
containing aspirin—Anacin, Excedrin, Kaopectate, Pepto-Bismol—for 
children or teenagers). 

 Know your employer's policies about sick leave and ask your employer about plans 
if employees get sick.  

 At home, plan for backup child care in case your child gets sick or schools/child 
care centers are closed.  

 

If nurses are part of PICC staffing, transfer callers with diagnostic or medical advice 
questions to a PICC RN (follow instructions provided by the Operations Lead or PICC 
Supervisor). For a medical emergency, tell caller to hang up and dial 911. 
 
 

 



PICC Operator Guide, H1N1 Flu    Public Health – Seattle & King County 
09/15/09 

22

Risk communication skills 
Show empathy. 

 “I understand your concern.” 
 “I understand this is upsetting . . . .” 
 “I wish we knew more; we are trying to find out all we can.” 

 
Acknowledge fears, uncertainty. 

 “It’s alright to be afraid . . . .” 
 “We are all very concerned.” 
 “It must be difficult to hear that . . . .” 

 
Don’t over reassure. 

 When callers are concerned they are motivated to take action. 
 “Here’s something you can do . . . .” 
 “It’s very important that you . . . .” 

 
Don’t try to use humor to diffuse the situation. Use everyday language, not health jargon. 
 
Customer service 

You are the voice of Public Health for caller; make a positive impression. 
 Tone/pitch, volume, pace of speaking affect caller. 
 Smile when speaking; use good posture. (Sound warm and under control, not 

“perky”— after all, it’s an emergency.) 
 Use simple, direct, easy language. 
 Give your full attention to caller; take notes if needed. 

 
Use calming phrases when possible. 

 “I can understand why you . . . .” 
 “May I ask you to . . . .” 
 “Let me find out for you.” 
 “Here’s what you can do.” 
 “I’m glad I could help.” 

 
Remember your phone manners for hold and transfer. 

 Ask permission to place caller on hold or to transfer call; wait for answer. 
 Check back as quickly as possible. 
 When you return to the line after holding, thank caller for their patience. 
 Avoid the word transfer: “Let me connect you with a Communicable Disease 

staff member who is tracking surveillance data.” 
 Stay on line with caller until transfer is complete; announce caller to third party 

unless you are transferring to a recorded menu. 
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Call essentials 
Provide only authorized information. 

 Do not guess. 
 Do not give your personal opinion, even if you are an expert. 

 
If you don’t know, say so. 

 “We don’t have that information at this time.” 
 “Here is what I can tell you . . . .” 
 “Information will be made public when it is available.” 

 
Never give medical or diagnostic information. 

 Do not diagnose the caller’s condition or prescribe treatment. 
 ”I am not a trained medical professional. Please call your doctor or clinic.  

Would you like the contact information for a Public Health or community clinic 
nearest you?” 

 “If you need medical care and you don’t have insurance or a health care provider, 
you call the Community Health Access Program at 800-756-5437. 

 
If nurses are part of PICC staffing, transfer callers with medical needs to a PICC 
RN (follow instructions provided by the Operations Lead or PICC Supervisor).  

 
 For a medical emergency, tell caller to hang up and dial 911. 

 
 

Limit length of phone calls politely and professionally. 
 Non-stop talker:  

-  Hear them out. Jump in when they begin to repeat their story. 
-  Get their attention by using their name; lead with a closed-ended question, restate 

and lead to stay on track. 
“Mr. Smith, excuse me for interrupting. Please tell me the cross streets where 
you live so I can help you find the nearest Health Care Center.” 

 “I am afraid I need to break off to answer another call.” 
 “We have a lot of people waiting on hold that need help.” 
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