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Standard Operating Procedure
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Purpose:  To minimize no shows and keep our schedules full 

Definitions: Confirming date, time, and location with patient of their upcoming appt

Procedure:

· Open Athena tab in browser, click on “Calendar” tab in upper left-hand corner, then select “Todays appointments”. 

· Make sure drop-down menu in the left column reflects by Dept “Complete Integrative Care” and then select the date two business days from the current date. Example: Today is August 8th, I would select August 10th. If it fell on a weekend/holiday day, then you would do the next business day. (If it is Thursday, I would call for the following Monday.)

· Click on the first patient scheduled. Under their photo and name, click on the “Registration” tab, then select “Quick view”, Scroll about halfway down and you will locate patients phone number. If there are multiple numbers, the one with a flag next to it indicates the preferred number to contact. 

· Once you have dialed the patient, scroll down to the bottom to locate patient’s appointments. Here, you can see the day and time of the patient’s appointment to confirm. You will want to take note of the appointment on the bottom under “last seen at”, If the date reflects prior to March 25th, 2022, you will want to inform them that we have moved locations. Take note as well if it is a video or new patient appointment as script will vary.

(Keep in mind as we continue below: If it is not the patient who answers, verify who you’re speaking with. If they are listed on the account for PHI, then you can attempt to confirm patients’ appointment with them. If they are not listed, request to have the patient call the office back at their convenience.)


If the call is answered: 
· (For established patients, including New to provider appt type)

When someone picks up say the following:

“Hello, this is (your name) from Complete Integrative Care, am I speaking with (Patients name)?” 
If it is the patient, continue as follows, 
“I am calling to confirm your upcoming appointment with (Drs name patient is scheduled with) on (Date of appointment) with a check in time of (10 mins prior to time patient is scheduled at).” If the patient confirms and we have seen them after March 25th, 2022, move onto confirmation note. If we have not seen them since March 25th, 2022, inform them we have changed locations and are now at 3156 State Street in Medford.  

· (For video appointments: a camera will be next to their name)

“Hello, this is (your name) from Complete Integrative Care, am I speaking with (Patients name)?” 
If it is the patient, continue as follows, 
“I am calling to confirm your upcoming video appointment with (Drs name patient is scheduled with) on (Date of appointment), we will call you around (30 mins prior to appt time scheduled) to check you in and make sure you have received the link. We then ask you to sign into the link 10 mins prior to your appointment.” If they confirm move onto appt confirmation notes.

New Patient Appointments: 
· (If the appointment notes show “Health Note: Completed”)
 
“Hello, this is (your name) from Complete Integrative Care, am I speaking with (Patients name)?” 
If it is the patient, continue as follows, 
“I am calling to confirm your upcoming appointment with (Drs name patient is scheduled with) on (Date of appointment) with a check in time of (10 mins prior to time patient is scheduled at). Do you know where we are located?” If they do move onto confirmation note, if not inform patient of the address. (If it is a video new patient, then time would reflect the same as established video appts)




· (If the appointment notes show “Health note: Sent” or “Health note: In progress”)

“Hello, this is (your name) from Complete Integrative Care, am I speaking with (Patients name)?” 
If it is the patient, continue as follows, 
“I am calling to confirm your upcoming appointment with (Drs name patient is scheduled with) on (Date of appointment) with a check in time of (10 mins prior to time patient is scheduled at). However, it looks as though you have not yet finished the questionnaire, we will need that completed prior to your appointment. If you are unable to complete it, then we ask for a check in time of (45 mins prior to appt time).” If they confirm move onto confirmation notes.

· (If the appointment notes show “Health note: New”)

Get with a reception team member as this is usually an indicator that there is an underlying issue with health note. Generally, this means health note has been generated but not yet been sent due to an error. 

· (VSP or Health coach appointments: Rachel or Daphnie)

These are two-part appointments with patient scheduled to see the health coach and then the provider after. You will notice on providers schedules appt type VS10 or VVSP, these are the check in portions and take place after the health coach. Skip the VS10s/VVSP’s and do the confirmation under the health coach. The appointment start time falls under them and this helps to eliminate confusion on which time to confirm with the patient. Follow the same scripts above depending on in-office visit or video. (New patient VSP appts do not require health note to be completed.)

· (Voicemail or call goes unanswered)

Leave voicemail using the second part of scripts above based on appointment type. Move onto confirmation note. 

Confirmation notes:

· Under patients’ appointment click “add note”, add your confirmation note into the note box along with date and initial’s. Examples are as follows:
“Confirmed 8/8/22 KB”, “LM to confirm 8/8/22”, “No VM, Unable to confirm 8/8/22”

· Click on the add button below, no need to select the little box to the right of the appt note. 

LAB CALLS:

· Once you complete CIC calls, click on the “dept” drop down menu on the left-hand side, below appointments. Select “LAB” and make sure it still reflects the date you are calling for. Follow same script and guidelines for established in office appointments. You can confirm for the appt time however, checking in 10 mins early is not necessary for labs. Make sure to look at date last seen in case we need to inform of our new location. 

Situations that may arise:

· Patient would like to cancel or reschedule appointment:
Follow cancel and rescheduling guidelines. 

· Patient has an unrelated question regarding care, medication, or health question:

Let the patient know that you are going to transfer them to their provider care team extension as they will be best suited to help them. Transfer to coordinating staff extension.

· Patient states they haven’t received health note link or need it resent:

1. While in patients quick view, scroll ¾ of the way down and on the right-hand side under Chart Home/Links/Care Summary, click on Health note. 
2. It will pull up a separate tab and you will see the patients name and appt on the left. Click the arrow on the far right top. It will say “resend link” if you hover over it. 
3. Then select to either text or email the link (you can also manually put in a different Ph # or email), click on initial questionnaire below, and then hit send. 
4. If you get an invalid message, please reach out to reception. 

· Patient would like you to send the link for video appointment:

1. Click back on patients’ appointment that you are confirming. 
2. At the top under the patient’s appointment type you will see a box that says, “Send link to patient”, click on it. 
3. Then select to either text or email the link (you can also manually put in a different Ph # or email)
4. IF it is for the health coach or VSP program, you will want to send the video link that is under the provider and not the health coach. (The health coach charts under the provider and is unable to if patient signs into video attached to health coach)

· Patient asks if Labs are supposed to be Fasting:

1. There will usually be a note right under the appt that states fasting, if so, confirm with patient that they are fasting labs. 
2. Patient may ask how long they need to fast for, respond as follows:
“You will need to fast for 10-12 hours prior to your appt. Nothing to eat however water is encouraged. You can have one cup of black coffee prior but no cream or sugar. Tea is not allowed prior. 
3. If there is no notation, you can send them to their care team or to reception to find further information.

· Patient is asking where the new building is located:

1. Let them know it is still in the same parking lot as before, that the building has changed. The new address is 3156 State Street, Medford, OR 97504
2. If they see Molly, Brett, or Sarah: Let them know if they were facing their old building the new one is 2 buildings over to the left.
If they see Andi, Dr. Klein, Jill, Susan, or Debi: Let them know they would still turn into the same parking lot as before, however, the new building will be straight ahead toward the back of the parking lot, past the roundabout. 
3. Lastly, I’ll ask if they had been seen at Ventana, if they have, I let them know it’s the old Ventana building if they are still familiar with where it was located. 
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