
Does client fall 
under current 
eligible phase?

Do you have a 
medical provider 
or primary care 

doctor?

“Currently the vaccines are limited to 
people that meet the [phase currently 
eligible] criteria. They are rolling out 
the vaccine in phases based on age, 
health conditions, and other risks. I 
can provide you with the website so 

you can see the details on the specific 
phases. You can also sign up for 

notifications once it’s your turn to 
receive a vaccine at myturn.ca.gov.”

No/ I don’t know

Yes

Have you 
contacted your 

medical 
provider?Yes

“The County of San Diego has set up 
vaccination stations for eligible 

clients by phase. If you’d like to set 
up an appointment with a county 

site, I can provide you with 
information on how to do so.”

Provide client with 
www.vaccinationsuperstationsd.com 

to schedule their appointment.

No

“Please reach out to your medical 
provider or primary care doctor to 
learn more about your vaccination 
options. I can provide you with the 

contact information for your 
specific healthcare provider.”

Yes, medical provider
not able to vaccinate

No

“Unfortunately, it looks like there are no current 
availabilities to schedule an appointment for you 

today. Appointments become available 
periodically through the day. I would 

recommend calling back in at your earliest 
convenience to check again with us. We are 
available 24 hours 7 days a week and new 

vaccine sites and more appointments become 
available regularly.” 

“The State of California 
COVID-19 hotline is able to 
assist you with registering. I 

can transfer them to you 
directly.”

If client needs help with registering on 
myturn.ca.gov

Client needs help 
With scheduling 

appointment

Review County of San Diego
Partner Vaccination Locations 

webpage & schedule appointment 
for Sharp site.

Would you like to check a 
specific site or look for any 

available appointment 
anywhere?

Suggested messaging if low chance of appointments 
being available:

“I would like to let you know that we have been out 
of available appointments for [insert length of time] 

and I have not heard any updates about new 
appointments being available. However, I’m happy to 
check and see if something has opened up, but it will 

take a few minutes to check each appointment 
setting system. Would you like for me to check or call 

us back at a later time?”

“If you don’t have an email address, I can see if 
there is any availability at one of the community 
locations. If I’m able to find you an appointment, 

you’ll need to have your cell handy as the 
appointment site will send you a code that you’ll 

have to provide to me.”

Review myturn.ca.gov to find 
community vaccine site. 

**Requires 1st and 2nd dose 
scheduling**

“Great, we’ll take a 
look and see what 

options are available 
at all the sites.”

Review County of San Diego
Partner Vaccination Locations 

webpage & only schedule 
appointment for Petco Park site.

Review Rady’s scheduling system.

Anywhere with availability

Determining Eligibility for 
Appointment Setting

Has email & landline
Or both cell/email

Has Cell only

Which of the following do you have 
access to?
Cell Phone

Email

If client asks when they 
should call back:

“It is very hard to say when 
appointments will become 

available. I’d recommend calling us 
whenever it’s most convenient for 

you and you are able to wait to 
speak with someone as we are 

currently experiencing very high call 
volumes and wait times.”

Client would like to 
check availability

Refer to 
 COVID-19 line: 
(833) 422-4255

Do you have access to 
internet and a computer 
or do you have someone 
that can help you access 

the internet and a 
computer?

Are you 75 
years or 
older?

"Ok great, the best way for you to get 
connected to a vaccine appointment is by 

visiting the county website 
www.vaccinationsuperstationsd.com.”

No

Yes

“Great, I would recommend having your friend 
or family help you with scheduling an 

appointment since appointments become 
available throughout the day.  You or your 

relative/friend can check for appointments on 
www.vaccinationsuperstationsd.com.”

Refer to 
 COVID-19 line: 
(833) 422-4255

"Ok no problem, there is also a state 
hotline you can call that may be able 

to assist you with vaccine 
appointment setting. They are only 

able to assist with scheduling if there 
are open appointments. Would you 

like that phone number?"

If client does not have 
internet or comp

Do you have access to internet and 
a computer or do you have 

someone that can help you access 
the internet and a computer?

Yes

“Great, I would recommend reviewing the 
www.vaccinationsuperstationsd.com 
website as frequently as possible on 

behalf of your relative/friend as 
appointments become available 

throughout the day.”

“In order to schedule an appt for them, I will 
need their verbal permission for 2-1-1 San Diego 
to schedule an appointment on their behalf and 
share their health-related information. Are they 

available to speak to me?”

Yes

No

"If I am able to find an available 
appt, I will need to gather health-
related information from you and 
schedule the appointment on your 

behalf. Do I have your permission to 
do so?”

Yes

"I would need their permission in order to continue, so I 
won’t be able to assist with scheduling an appointment, 
but I can give you information about how to schedule an 

appointment yourself. 

You can visit vaccinationsuperstationsd.com to view 
availability and schedule an appointment. You can also 
call the COVID-19 State Hotline at (833) 422-4255 for 

assistance, or call us back here at 211 any time, as we are 
open 24/7.” 

No

No, but helping
75+ relative/friend

No

"Ok no problem, I won’t be able to assist with 
scheduling an appointment but I can give you 

information about how to schedule an 
appointment yourself. You can visit 

vaccinationsuperstationsd.com to view 
availability and schedule an appointment. You 

can also call the COVID-19 state hotline at 
(833) 422-4255 for assistance.”

Yes

No

No

Refer to 
 COVID-19 line: 
(833) 422-4255

Yes

Once the person is on the phone, ask:
“Do I have your permission to share 
your health-related information and 

schedule a COVID vaccine appointment 
on your behalf?"

No appointments 
available

Transfer to “Vaccine Triage” 
skill or offer follow-up 

through formstack
Does not have cell AND email

“We have an internal team that may be able to offer additional support in 
helping you find an appointment. If they are not able to schedule you for an 
appointment today, they can follow-up with you once something becomes 

available. Would you like for me to transfer you at this time (ONLY AVAILABLE 
M-Sun. 7AM-7PM) or would you prefer for that team to call you back Monday-

Sunday between 7am – 7 pm?” 

If interested
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