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Mail-In HIV Prevention Self-Testing Script for Navigators 
This script is an example conversation navigators can use as a guide when talking to clients 
about Mail-In Self-tests. 
 

“Hello is this [insert name]? “ 

If the client states, “no” then say…”Okay, Thank you for your time.” [End the call] 

-OR- [If the client states, “yes”] continue with the conversation  

“My name is [insert name] and I work at [Insert Organization name here]. I received your name 

and number from [insert provider name here] I am calling to discuss the mail-in lab kit with you.”  

“Before we continue, are you in a private space where we can discuss your care? I want to 

make sure you feel comfortable and safe sharing confidential information at this time.”  

 [If the client states, “yes”] continue with the conversation 

 -OR-  

[If the client states, “no”] then say…”Are you able to relocate to a safer space or are you 

comfortable continuing this conversation? [If they say yes to this, then continue the 

conversation]  

[If the client states, “no” to relocation/comfort] then say, “Thanks for letting me know. We 

can schedule another time to speak.”  [Schedule another time to speak if needed and 

end the call]  

Confirmation of mail-in Kit: 

 “At your last appointment, [insert provider name here] suggested that the mail-in kit might be a 

good option for you.” 

“We have a new option of completing labs through a self-collection mail-in kit; which is a plain 

white box that can be sent to your home or a different organization where you can pick it up. We 

do realize you may not want to bring the kit home for privacy reasons. After you receive the kit, 

you will follow the instructions provided to complete the kit, for example, the kit may include a 

urine and blood sample. Once complete, you will send the items back in the packaging and 

return label provided to any USPS mailbox. The labs will then be analyzed and I will let you 

know of your results via phone. Please be aware that it can take two weeks to receive these 

results, but I will let you know as soon as they become available.”  

Are you okay with receiving a mail-in kit for your labs?” 

If the client states “no” then go over the other in-person lab testing options for your clinic 

and end the call 

-OR- [If the client states “yes”] continue with the conversation. 

Confirmation of mail-in kit labs being ordered:  

“Okay great. The labs I am ordering for you include [list the labs you are completing].  

Note for Navigator: Tests offered might include: Hepatitis B, Hepatitis C, HIV 4th 

generation tests, Chlamydia and gonorrhea for all 3 sites, syphilis testing, creatinine, and 

more. 
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Note for Navigator: Always orders a Syphilis EIA test that is reflexed to an RPR. Clients 

with previously treated syphilis will still be positive on the Syphilis EIA test. A positive 

Syphilis EIA result may indicate recent, past, or successfully treated syphilis infections. 

Therefore, the test cannot be used to differentiate between active and past cured cases 

and an RPR has to be completed. An RPR syphilis test can be completed through the 

Mail-in Kit or another organization. 

“Please be aware that if one of the tests cannot be analyzed for whatever reason (not enough 

blood collected, partial results, etc.) you will have to complete testing at a different location to 

complete your labs.” If you do have any issues completing the kit please notify me and I will be 

able to help with next steps.” Are you okay with this?”  

If the client states “no” the mail-in kit may not be the best option for this client. Go over 

the other lab testing options and end call (see decision tree below)  

-OR- [If the client states “yes”] continue with the conversation. 

Confirmation of Location where kit will be shipped:  

“Where would you like the kit to be shipped? It can be sent to your home address…” [Add other 

pick-up options here] 

 If the kit is going to their home address, confirm their address. 

“Can you please confirm your home address this kit is being sent to?” 

If the kit is going to another organization, let the client know the address and the 

organization’s hours of operation. 

“The address of [add name of organization here] is [add address of organization here]. The 

organization will contact you to let you know it is available for pick-up”. 

“Do you have any questions so far?”  

 If the client has any questions, answer them and then continue. 

The Collection Process: 

“Thank you for all the information, I will be ordering your mail-in kit today and the plain white box 

will arrive at [delivery location] in the next 3 to 5 days.”  

“After you receive the kit, follow the instructions inside to collect the samples needed. If you 

have any questions, do not hesitate to contact me and I can assist. I know this can be an 

overwhelming process so we can always set up a secure meeting.”  

“I suggest drinking fluids before you complete the kit as it will be easier to complete the finger 

prick.  For the urine sample be sure to use the pipette, which will make the transfer to the tube 

much easier.”  

“Once you are done with the kit, we ask that you please drop it off at any USPS mailbox within 7 

days of completion.”  

“It will then be returned to the lab where it will be analyzed. They usually complete this within 3 

to 5 days.”  

“No matter the results, I will contact you by phone to let you know when they are in.” 

If a lab test comes back detectable: 
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“If a lab test comes back detectable, meaning the test detected [examples based on kit being 

ordered]; I will let you know as soon as possible. As a reminder, results can take up to 14 days 

to receive.” 

“[Add provider’s name here] will already know of these results and we will discuss your 

treatment plan so I am able to tell you next steps right away. This may depend on your 

insurance coverage and/or what lab results come back as detectable. A plan will be put in place 

to get you the assistance you need.”  

Every organization will have a different protocol when it comes to lab test results and 

whom can relay these results. Please follow your organization’s workflow and guidelines. 

Closing:  

“Do you have any questions?” 

 If the clients says, “yes” then answer any questions they may have. 

-OR- If the clients says “no” then say: 

“Okay, great. Please let me know if you ever have any questions about the mail-in kit and I will 

be happy to help Thanks!”  

 Let the client know how to contact you [email, phone number, text, etc.] 

 

 

 

 


