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Drive-Thru Clinics 

A Field Guide 
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About This Guide 

Creating a Drive-Thru clinic option at Community Health Centers can help organizations and 

their communities during the current coronavirus crisis. Patient cars are used as a form of 

isolation and social distancing. A Drive-Thru option protects patients and staff and helps to save 

critical PPE resources. This guide is intended as a starting point to create internal processes. This 

guide is designed around a generic workflow that can be tweaked for individual clinics.  

Phone and Robust Confirmation Call Workflows  

When a patient calls in, typically, Coleman Associates is a fan of “just say yes” and giving 

patients the appointment they want. But, in this case, funneling patients to telehealth or 

postponing some visits may be appropriate to protect patients, staff, and the community. This 

initial contact with a patient is the perfect time to screen them for possible COVID-19 and if they 

would be appropriate for an alternative visit type. This call can also inform patients of new 
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procedures in the clinic. Often, giving patients more information alleviates much of the fear and 

frustration they may have. The same is true for staff. Below you’ll find some sample scripts and 

an image illustrating this workflow.  

Script for all Patient Contact 

The following is a script for all staff members (perhaps including non-patient care departments) 

that may have contact with a patient. Scripting helps to make sure that all patients and 

community members receive the same message.  

“There is a lot of information about the Coronavirus going around. We want to help you 

understand how to keep yourself healthy. We are here for you if you develop a fever and a 

cough, but please call us before coming into the clinic. Wash your hands often with warm water 

and soap or use hand sanitizer with 60% alcohol or more. Cover your mouth and nose with a 

tissue or your elbow when you cough and sneeze. Avoid contact with people who are sick. 

Please call if you have any questions.” 

Sample Appointment Scheduling Script  

● “Good Afternoon, [Insert Health Center Name]. May I help you?” 

● If the patient says they need an appointment, “Great, I can help you with that. So that 

you know we are changing our workflows to make sure we do everything we can to keep 

the community safe from Coronavirus (COVID-19). I’ll explain more about those 

changes. First, we are screening everyone. Is it ok if I ask you a few questions?” 

● When the patient says Yes, ask the following questions [insert questions that match 

internal policy and current CDC guidance] 

● If the patient screens positive for possible COVID-19, their appointment details should 

note that they are [insert organizational specific information such as “Rule Out COVID”] 

and list the positive screening questions.  

● If the patient is negative for all screening questions, ask the patient their reason for the 

visit. 

● [If the organization allows, include the protocol for turning visits into telehealth or 

telephonic visits] 

● [If the organization has a protocol for postponing non-essential visits, insert that here] 

● Schedule appointments according to standard protocol. [insert regular scheduling script] 

● Notify patient of expected process [insert new clinic workflow of where to go when they 

arrive] 

● Thank the patient for their time.  
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Sample Robust Confirmation Call Script  

● Before calling, identify if, based on their reason for visit, the patient is eligible for a 

[telehealth or telephonic visit] or if they meet the criteria for [postponing non-essential 

visits].  

○ [If the organization allows, include the protocol for turning visits into telehealth 

or telephonic visits] 

○ [If the organization has a protocol for postponing non-essential visits, insert that 

here] 

● If the patient needs an in-office appointment, consider combining multiple visits. For 

example, if the patient is coming in for wound care but needs a Pap smear, combine these 

visits in one visit.  

● “Good afternoon, my name is Maria. I'm calling from [Insert Health Center Name]. May 

I please speak with Mr. Jones."  

● “Hi Mr. Jones, I'm calling to remind you of your appointment for tomorrow with Dr. (X) 

at 9:30 in the morning. Does this time still work for you? 

● No:  Ok, would you like me to reschedule [Insert Sample Appointment Scheduling 

Script], or is it better for you to call us back when you need to be seen [Insert Script for 

all Patient Contact]?  

● Yes: “So that you know we are changing our workflows to make sure we do everything 

we can to keep the community safe from Coronavirus (COVID-19). I’ll explain more 

about those changes. First, we are screening everyone. Is it ok if I ask you a few 

questions?” 

○ When the patient says Yes, ask the following questions [insert questions that 

match internal policy and current CDC guidance] 

○ If the patient screens positive for possible COVID-19, their appointment details 

should note that they are [insert organizational specific information such as “Rule 

Out COVID”] and list the positive screening questions.  

○ If the patient is negative for all screening questions:  

■ “I see that you are coming in for …” 

■ “Please make sure to bring in your medication bottles and anything else 

that you might need to discuss with your provider.” 

■ “Have you been to the Emergency Department or Hospital recently?  

■ For a child, bring in your immunization card. 

■ For patients who are fasting for labs, following up on radiology, consult, 

etc., did you get that work done?      

■ For adults due for well exams, or due for Tdap, if we don’t already know:  

● Do you know when you had your last tetanus shot (we could do 

that for you tomorrow when you come in)? 

● Do you currently have health insurance?  

● Yes, please bring in your current insurance card. 

● No, is their eligibility up to date?  

○ Your copay will be $$. Please bring this at the time of your 

visit. 

○ Check for patient balance. If the patient owes a balance, let 

them know what it is. “You can pay for that with us 
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tomorrow at your visit. [Insert how a patient can pay 

including if the clinic is doing touchless payment only]” 

Answer any questions they have regarding this balance.       

○ Would you like to apply for the Patient Assistance Program 

if you qualify? [insert relevant instructions] 

■ Verify demographics. What is a second phone number for you that if we 

need to get hold of you and can't reach you? Email address? Correct 

address? 

■ Please call us if you are unable to make this appointment or if you become 

sick or are exposed to someone with Coronavirus (COVID-19). You can 

call us at [Insert Phone Number]. Please let us know in advance of your 

appointment time, if possible.  

■ We look forward to seeing you tomorrow at 9:30. Have a great day.  
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Phone Workflow 

Patient calls for an appointment -OR- staff outreach patients before 
their appointment. Patients are screened for whether they are 

telehealth or telephonic visit-appropriate and possible COVID-19 
symptoms.

Not appropriate for a telehealth or 
telephonic visit.

Meets Screening Criteria for COVID-19.

Schedule Patient Appointment. Notify 
Patient of Drive-Thru Procedures. Flag 

in EMR as Possible COVID-19.

Does not meet Screening Criteria for 
COVID-19.

Schedule Patient Appointment. 

Notify Patient of Drive-Thru 
Procedures. 

Appropriate for a telehealth or 
telephonic visit. Schedule that visit. 
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Drive-Thru Workflow Narrative 

The goal of the Drive-Thru is to segregate patients so that they spend as little time in common 

areas as possible. The Drive-Thru also allows for quick segregation of patients in the clinic that 

did not drive. In all likelihood, these changes will require a combination of signage and staff 

direction to keep patients flowing smoothly.  

Cars become waiting rooms for patients that have in-office appointments with registration over 

the phone or in the exam room. If you complete the registration over the phone, also consider 

completing the intake portion of the visit over the phone. These patients should be Red-Carpeted 

into the clinic from their car and taken straight to an exam room. As much as possible, complete 

all necessary care in the exam room, including paperwork, vitals, and labs.      

Patients seen for COVID-19 symptoms should receive most, if not all of their care, in their cars. 

Drive-thru care will require access to their patient records outside of the clinic building. This 

access can be accomplished by having laptops outside or by using a print out of critical records 

from the EMR. Staff should wear appropriate PPE per organization policy. The current CDC 

guidelines for COVID-19 testing are here.   

In most cases, point of care testing samples will be retrieved in the car and run inside the 

building. Phlebotomy, if appropriate, will likely be inside. Patients who require phlebotomy 

should be Red-Carpeted inside when the room is ready for them to minimize exposure.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://colemanassociates.com/tool/the-team-dance/
https://www.cdc.gov/coronavirus/2019-nCoV/lab/guidelines-clinical-specimens.html
https://colemanassociates.com/tool/the-team-dance/


Drive-Thru Clinics: A Field Guide   

  ©Coleman Associates                                                                    7 

Drive-Thru Workflow 

Patient arrives in car. 

In-Office Appointments (screened negative for 
COVID-19) directed to park. 

When a patient parks, they call or text the clinic. 
Registration is completed over the phone. 

When a room is ready for the patient, a staff member 
Red Carpets the patient from the car to the exam 

room.

All services are completed in the exam room including 
paperwork, vitals, exam, etc. 

Document according to internal guidelines

Drive-Thru only (Screened Positive for COVID-19) 
appointments directed to join Drive-Thru.

Patient remains in the car at all times. Staff use 
appropriate PPE. Collect samples for any testing 

(Strep, Flu, COVID-19). 

Samples taken to the lab in the clinic and processed.

Notify patients of results via phone. 

Document according to internal guidelines.
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Communication 
 

Communication amongst staff and leadership is critical in normal operations, but it is especially 

important in a rapidly changing environment. The following are a few tried and true methods of 

internal communication:  

Patient Care Team Huddles- The Patient Care Team Huddle is the very basic starting point 

of communication for the clinic session. The Patient Care Team meets at the beginning of 

each shift to discuss the patients scheduled in that shift, the 

reasons for their visits, and what can be anticipated for 

them. The Patient Care Team can also use this time to 

convert appropriate patients to telehealth, telephonic, or 

drive-thru visits. The Patient Care Team may also identify 

patients whose visits are appropriate to postpone with 

patient consent.  

 

Leadership Huddles- A leadership huddle is a short and 

sweet “meeting” of the leadership team. It generally consists 

of quick updates from every member of the team and a 

review of top priorities. Successful huddles should not be 

more than 20 minutes so everyone can get back to work. Particularly if you have multiple 

sites and to maintain social distancing, consider doing a phone huddle where everyone calls 

into a phone conference, just don’t forget to take a quick attendance.  

 

Administrative Huddles- Administrative huddles are a quick rundown of critical operational 

messages for all staff in the organization. They should last less than 5 minutes, and they 

generally occur daily. They start with a quick attendance and need a facilitator. The 

facilitator can be on a rotating schedule. Commonly included messages are workflow 

changes, staff outages or changes to the staffing schedule, and any supply shortages. In the 

era of social distancing, these can also be over the phone.  

 

Walkie-Talkies- Walkie-Talkies are a fast, 

efficient way to communicate, especially if 

you have some clinic staff outside, and you 

are trying to minimize staff interactions. See 

this Walkie-Talkie Primer for more 

information.  

 

Traveling Roadshows- A Traveling 

Roadshow is when you write up your key 

messages on flip chart paper and walk around and tell everyone about those key messages. 

Not only is this flexible and straightforward communication, but it allows staff to have a 

https://colemanassociates.com/tool/a-walkie-talkies-primer/
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conversation and ask questions about the communication, unlike 

emails. (See the picture of a clinic in the upper Midwest doing a 

Traveling Roadshow.) 

 

Instant Messenger- Many clinics have great luck with Instant 

Messaging. A few things to keep in mind are that, much like 

wearing a Walkie-Talkie, if you don’t have your computer or 

app with you to receive messages, Instant Messaging doesn’t 

work well. Generally, the most successful clinics use laptops to 

instant message. Make sure to check your Wi-Fi outside if you 

are going to equip your Drive-Thru clinic with Instant 

Messenger.  
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Patient Self-Monitoring Tool* 

 

Name: Address: 

Age: Date of Contact: 

Take your temperature twice a day, in the morning and the evening, and write it down. Mark if you have any of the 

symptoms below. If you have a fever or any symptoms, contact your doctor. 

Day 1 2 3 4 5 6 7 

Date        

Time AM PM AM PM AM PM AM PM AM PM AM PM AM PM 

Temperature               

Chills               

Cough               

Sore Throat               

Breathing 

Problems 
              

Headache or 

Body Aches 
              

Stomach 

Problems 
              

Vomiting               

Diarrhea               
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Day 8 9 10 11 12 13 14 

Date        

Time AM PM AM PM AM PM AM PM AM PM AM PM AM PM 

Temperature               

Chills               

Cough               

Sore Throat               

Breathing 

Problems 
              

Headache or 

Body Aches 
              

Stomach 

Problems 
              

Vomiting               

Diarrhea               

*Adapted from Grant County Health District
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Find additional information and resources at:  

● Centers for Disease Control and Prevention (CDC)  COVID-19 

https://www.cdc.gov/coronavirus/2019-nCoV/index.html including strategies for 

optimizing the supply of PPE https://www.cdc.gov/coronavirus/2019-ncov/hcp/ppe-

strategy/index.html  

● Health Resources and Services Administration (HRSA) Health Center Program COVID-

19 Frequently Asked Questions (FAQ) – includes Federal Torts Claim Act (FTCA) 

updates https://bphc.hrsa.gov/emergency-response/coronavirus-frequently-asked-

questions.html 

● Centers for Medicare and Medicaid Services (CMS)  FAQs – provides information on 

diagnostic lab services and hospital services https://www.cms.gov/About-CMS/Agency-

Information/Emergency/EPRO/Current-Emergencies/Current-Emergencies-page 

● NACHC’s Coronavirus webpage  - information, event postings and resources for health 

centers http://www.nachc.org/coronavirus/ or email preparedness@nachc.org  

● Health Center Resource Clearinghouse Priority Page COVID-19 – includes training 

events and tailored materials for serving special populations 

https://www.healthcenterinfo.org/priority-topics/covid-19/ 

 

https://www.cdc.gov/coronavirus/2019-nCoV/index.html
https://www.cdc.gov/coronavirus/2019-ncov/hcp/ppe-strategy/index.html
https://www.cdc.gov/coronavirus/2019-ncov/hcp/ppe-strategy/index.html
https://bphc.hrsa.gov/emergency-response/coronavirus-frequently-asked-questions.html
https://bphc.hrsa.gov/emergency-response/coronavirus-frequently-asked-questions.html
https://www.cms.gov/About-CMS/Agency-Information/Emergency/EPRO/Current-Emergencies/Current-Emergencies-page
https://www.cms.gov/About-CMS/Agency-Information/Emergency/EPRO/Current-Emergencies/Current-Emergencies-page
http://www.nachc.org/coronavirus/
mailto:preparedness@nachc.org
https://www.healthcenterinfo.org/priority-topics/covid-19/

