
SCRIPT – ANSWERING A WHITE CLOUD TELE-MENTAL HEALTH CALL 

 

ANSWERING THE CALL 

Admin: White Cloud Foundation’s Tele-Mental health service, this is {your first name} speaking…. how can I 

help you?  

Let the caller speak. 

If it is a client that you can tell is in crisis/suicidal, transfer them immediately to 1300 642 255 (1300 MH 

CALL) ensuring you have one of their clinicians on the line before you complete the transfer. 

If it is a general client, then continue with the following script.  

If it is a query about the Tele-Mental Health Service from a referrer or someone else, handle it accordingly 

or take details and advise that you will get the Service Manager to call back (email message details to 

telehealthmanager@whitecloudfoundation.org). 

 

TAKING THE CLIENT’S DETAILS 

Admin:  No problems, we can help you. Can I please start with your name and phone number so we can call 

you back if we get disconnected? 

Admin: Thank you {clients name} So that we can determine the best program of help for you we will need to 

collect some information from you, this information will be provided to all our clinicians. You do not have to 

provide us with any information, but this may affect the quality of the service we can provide you. Are you 

happy to proceed? 

 

Admin: Thank you {clients name}, Can you please give me your: 

Date of Birth                              If they are < 13 years old redirect to Kids help line            

Email address    Kids help line 1800 551800 

Address – City/Town, State, and postcode 

Occupation 

Admin: Thank you {clients name}, I am just going to check if one of our clinicians is available to speak to you 

now. 

 

PROCEEDING WITH CALL IF CLINICIAN IS AVAILABLE 

Admin: I can see that I currently have a Counsellor/Dietician/Ex Phys available who I will transfer you to 

shortly. While I have you on the line can we look at a time for (other 2 Clinicians)? 

The next available time I have for (Counsellor/Dietician/Ex Phys) is {nominate time} would this be suitable? 

Book this or check next 

The next available time I have for (Counsellor/Dietician/Ex Phys) is {nominate time} would this be suitable? 

Book this or check next 

Thank you, you will receive an automated SMS the day before each appointment. 

 

Admin: Ok, our {(discipline) clinician’s first name} is available, so I am going to transfer you through, and 

they will be able to assist you further. 

Perform an ‘Assisted Transfer’ on the phone system and advise the clinician of the client’s name. 



 

PROCEEDING WITH CALL IF NO CLINICIANS ARE AVAILABLE 

Admin: Unfortunately, all our clinicians are currently on other calls, but I will organise a time for one of them 

to get back to you as soon as they can. Does {give a time when a clinician is next available} suit you? Are you 

also happy for me to book in your appointments with our {name other clinical disciplines} now?  

Schedule relevant appointments with Counsellor/Dietitian/Ex Phys. 

Would you like to have a video chat or just a phone call?  

You will receive an automated SMS reminder the day before your appointment. 

 

FINISHING THE CALL 

 

Admin: Thank you. You will receive an {text or email} shortly with the details of your first appointment, this 

also contains a consent form. Please complete this before your appointment.  

Thank you for calling White Cloud, we will be back to you shortly.  


