
 

 

BILH COVID-19 Vaccine Clinic Guidance for No-Shows 
 
Please Note: Guidance is mainly for 2nd dose no-shows, however, 1st dose no-shows can be called if time 
permits. Staff should reiterate to patients the importance of obtaining their 2nd dose. If cancelling, staff 
should email COVAX IS support (C19VaccinePatientITSupport@bilh.org) to cancel the 2nd dose. 
 
2nd Dose No-Shows 

1. After the patient’s scheduled appointment, use the COVAX call center application to call all 
numbers available for the patient. 

  
2. If the patient answers: 

“Hi, this is Peter Smith.  I am calling from the Beth Israel Lahey Health COVID Vaccination clinic in 
Chelsea.  You had an appointment scheduled with us today at 10:15.  Are you going to be able to 
keep your appointment today?”    

o If Yes:   
 Provide instructions as to the latest time you are able to see the patient that day 

(30 minutes before start time of last appointment).  
o If No: 

 Ask if they can reschedule the appointment to a different date or time. 
Reiterate to patients the importance of obtaining their 2nd dose. 

• If the patient accepts - Go to the update link and select “schedule or 
reschedule an appointment.” If no appointments are available, give the 
patient the call center number (781-744-8000) and ask them to call back 
in a few days to see if there are available appointments.  

• If the patient declines - email COVAX IS support 
(C19VaccinePatientITSupport@bilh.org) to cancel the 2nd dose  

3. If the patient does NOT answer: 
“Hi, this is Peter Smith.  I am calling from the Beth Israel Lahey Health COVID Vaccination Clinic 
in Chelsea. You had an appointment scheduled with us today at 10:15.  It looks like you have 
missed your appointment. We would be happy to see you at a different time. Please call us at 
781-744-8000 to reschedule.”  

o Leave a message on every phone number available  
o Email COVAX IS support (C19VaccinePatientITSupport@bilh.org) to cancel the 2nd dose 

 
1st Dose No-Shows (If Time Permits) 

1. After the patient’s scheduled appointment, use the COVAX call center application to call all 
numbers available for the patient. 

  
2. If the patient answers: 

“Hi, this is Peter Smith.  I am calling from the Beth Israel Lahey Health COVID Vaccination clinic in 
Chelsea.  You had an appointment scheduled with us today at 10:15.  Are you going to be able to 
keep your appointment today?”    

o If Yes:   
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 Provide instructions as to the latest time you are able to see the patient that day 
(30 minutes before start time of last appointment).  

o If No: 
 Ask if they can reschedule the appointment to a different date or time.  

• If the patient accepts - Go to the update link and select “schedule or 
reschedule an appointment.” If no appointments are available, give the 
patient the call center number (781-744-8000) and ask them to call back 
in a few days to see if there are available appointments.  

• If the patient declines - Go to the update schedule link and select 
“decline or cancel an appointment” 

o If they have received the vaccine, select the 1st option in the list: 
“I have already received or am scheduled to receive the 
vaccine” 

o If they have not received the vaccine and wish to book 
themselves again in the future, select the 2nd option up from the 
bottom of the list: “I want to cancel an existing appointment”  

  
3. If the patient does NOT answer: 

“Hi, this is Peter Smith.  I am calling from the Beth Israel Lahey Health COVID Vaccination Clinic 
in Chelsea. You had an appointment scheduled with us today at 10:15.  It looks like you have 
missed your appointment. We would be happy to see you at a different time. Please call us at 
781-744-8000 to reschedule.”  

o Leave a message on every phone number available  
o Go to the update schedule link and select “decline or cancel an appointment.” Select the 

2nd option, “I want to cancel an existing appointment”.  
o Document in the call center application that you left a message for the patient asking 

them to reschedule.  
o If the patient arrives later in the day, you can view that you left a message in the call 

center application. If vaccine supply is available and your manager approves, check the 
patient in as a walk-in.    


