Module 102.3 Learner Handout
CHW 102: Communication, Advocacy and Community Resources
Module 102.3: Writing and Calling: Communicating with Providers
SBAR messages, outreach calls, voicemail privacy and video visits
What you will learn
1. Write a short provider message using the SBAR format
1. Make an outreach call that confirms identity and protects privacy
1. Leave a voicemail that shares no health information
1. Help a client get ready for a video visit
Study sheet
	The big idea: Clear, short and private messages get clients the right help faster and protect their trust.


Key points
1. SBAR: Situation, Background, Assessment, Recommendation or Request. Keep the A to what you observed or heard.
1. Share only what the reader needs, through your agency's secure channels, never personal email or text.
1. Call from a work line, confirm identity first, and share nothing with anyone but the client without consent.
1. Voicemails stay general: name, agency, callback number. No health details.
1. Help clients prepare for video visits: test tech, find privacy, make a list, ask for a summary.
1. Emergencies are not messages: call 911 for danger or severe symptoms happening now.
Remember
1. S B A R: Situation, Background, Assessment, Recommendation
1. Confirm identity before sharing anything
1. Never call clients from your personal phone
1. Log every call and message
Ask yourself
1. Would a busy nurse know exactly what I need after reading my message?
1. Would I be comfortable if my voicemail were played out loud in the client's home?
Vocabulary
	Word
	What it means

	SBAR
	A short message format: Situation, Background, Assessment, Recommendation or Request.

	Provider
	A licensed health professional, such as a doctor, nurse practitioner, nurse or pharmacist.

	Minimum necessary
	Sharing only the client information the reader needs to do their part.

	Secure channel
	An agency-approved way to send client information, such as an encrypted email or record system.

	Outreach call
	A call a CHW makes to connect with a client, follow up, or offer services.

	Identity check
	Confirming you are speaking with the right person, such as by date of birth, before sharing details.

	Work number
	An agency phone line or app that keeps your personal number private.

	Video visit
	A health appointment held over a phone, tablet or computer camera.

	Patient portal
	A secure website or app where clients see results and message their care team.

	Consent
	A client's clear permission, such as to share information or include a family member.


Real-life situations: what you should do
1. The worried message
On a home visit in Lee-Harvard, Mrs. Owens shows you her home blood pressure log. She says she has had headaches all week and missed her last appointment.
What to do
1. If she has severe symptoms right now, follow your program's urgent protocol or call 911
1. Otherwise, write an SBAR message to her care team through the approved channel
1. Include what you saw and what she reported, and ask for a call back today
1. Tell your supervisor and document the message and the plan
Why: SBAR gets the facts to the provider quickly. The CHW reports what was observed and leaves medical decisions to the care team.
2. The text from a client
A client in Slavic Village gets your personal number from a friend and texts you photos of her lab results late at night.
What to do
1. Reply briefly from your work line during work hours, not your personal phone
1. Kindly explain how to reach you safely and how fast you respond
1. Do not forward the photos; ask her to share them through the portal or agency channel
1. Tell your supervisor and follow agency policy on deleting the images
Why: Using work channels protects the client's privacy and your boundaries, and keeps records in the right place.
3. The first video visit
Mr. Rivera, 68, in Old Brooklyn has his first video visit next week. He has a smartphone but has never used the clinic app.
What to do
1. Ask permission to help and practice logging in together before the visit
1. Help him pick a quiet, private spot with good light
1. Help him list questions, medicines and allergies
1. Remind him to log in early and to ask for a visit summary
Why: A practice run and a short list help clients get the most from a video visit.
Activity: Write it in SBAR
About 20 minutes
1. Read the practice story your instructor posts in the course.
1. Write an SBAR message to the client's nurse in five sentences or fewer.
1. Write a 20 second voicemail script for the same client that shares no health details.
1. Swap with a partner and check: is the request clear, and is anything private left in?
Sources
AHRQ TeamSTEPPS, Tool: SBAR
AHRQ TeamSTEPPS, Tool: Teach-Back
Telehealth.HHS.gov, Preparing for a video visit
HHS, HIPAA FAQ: leaving messages for patients
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