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A well-executed confirmation call process provides intelligence for the daily plan of what to expect and assists in efficiency of the patient visit. This process supports and builds relationships between patients and their Patient Care Team (PCT).  For highest impact, confirmation calls must be done on a consistent basis and will require preparation.
	BEFORE THE CALL
 Get Prepared


How do I get started?

Before you can begin you will need to create a confirmation call script that will be used by any person making a confirmation call. This script will ensure that nothing is left to chance and each call will be made in the same way. Each person making confirmation calls will need to be coached and trained to use the script effectively. Using the script, the person making the call will call each patient 1 to 2 days in advance of their scheduled appointment. It is best to call until you reach the patient, including on the day or morning of the visit.
Who is involved?

Confirmation calls are most effective when the call is made by a member of the PCT to the patient directly (as opposed to leaving a message with the patient or leaving a message with someone other than the patient). The calls are typically made by a member of the nursing staff (e.g., the Medical Assistant or equivalent) or shared with a member of the clerical staff. This allows for accountability and consistency in the process
What do they need to make the call?
· Confirmation call script
· Highlighters or different colored pens
The appropriate provider’s schedule of patients for 1 to 2 days in advance (this will be used to capture all the information that you gather during the call)


	DURING THE CALL 
Use the call to gain intelligence


Confirm:

· Appointment date and time still works for the patient by asking specifically and directly (have patient state intention to keep the appointment)
· Update demographic data

· Patient knows how to cancel appointment and what number to call if they need to cancel or will be late (also what happens if they are late)

· The patients expectation of the visit (e.g., Will they required additional services? Will they need to have forms filled out? Are prescription refills needed?)

· Labs, radiology or any other outside services have completed if required for the visit (once cleared with a provider that there is not a medical necessity for the visit - use the appointment slot for someone else and have the patient reschedule when the tests are completed)
· The patient knows where to go for the visit
Communicate:

· Purpose for visit and the importance of keeping the appointment 

· The best way to cancel the appointment if they cannot make the appointment

· Whether or not they should expect a co-payment at the time of the visit

Example: “Good Morning (afternoon, evening), this is [NAME], Dr. X’s MA/PCA/RN calling from [NAME] Clinic. I am calling to confirm that your appointment (give date and time) still works for you. Are you intending to keep this appointment?  (Listen carefully for what the patient says and how they say it).
If patient is non-committal (“thinks” they can make it): Are you sure? If this is no longer a good time, I can make an appointment for you later this week or next. (Then do it and use this appointment slot for a walk in or same day slot).
If yes but, labs needed: Okay, I see that you needed to have labs, radiology, etc done before this visit, have they been completed? (If yes, call continues to “Labs not needed” If no, okay Dr. X would like to reschedule this appointment until after you’ve completed your labs, radiology etc., when are they scheduled for? I can set you up to see Dr. X after they are completed. Please have the results sent to us at [address, fax, email] (confirm this information so that nothing is left to chance).
If yes, labs not needed: Great, can you confirm your address and the best number for Dr. X to reach you? I see that the purpose for your visit is X is there anything else that you will need during this appointment? We’re located at XXXX on the XX floor. Please make sure to bring your insurance card (co-payment, medication or and anything else) to the visit. If you are running late or need to cancel or reschedule - for any reason (even on the day of your appointment) please call me at XXXX and I can reschedule you – Dr. X uses the cancellations to fit in other patients.
	AFTER THE CALL 
 Take notes for your care team


Indicate the result of each call to a patient that is made. This information will allow you to keep track of the status of the scheduled appointments if they require more than one call. Below are a few examples of call results:

· Reached patient and confirmed

· Reached patient and cancelled

· Left a voice message at patients number

· Left a message with someone other than patient (note who the message was left with)
· No answer

· Phone disconnected
In addition to the call results above you will want to develop a system to capture and share all information gathered on the call that would allow the PCT to prepare for the patient’s visit.

TIP: 
If your organization is fully electronic explore ways to capture information in a consistence uniform manor.

If your organization uses paper you may consider using different colored highlighters to represent each “call result”. This way you can see at a glance the status of each appointment. For example, if all of the patients that you reached and cancelled are highlighted in green you will know at a glance that you have the “go ahead” to use those appointment slots for same day and walk – in patients.

	WHAT IF THEY NO SHOW?

It’s an opportunity to renew your relationship with your patients


The goal is to make an appointment a promise kept between you and the patient. If a patient confirms an appointment and then no shows it’s important to find out why. A great way to do this is by interviewing patients who no-show after confirming an appointment. The easiest way to learn what got in the way for them is to give them a call. This call is opportunity for you to renew your relationship with your patients. 

In this call continue to communicate:

· Why keeping appointments is important for us and for them

· Confirm options for getting, cancelling and rescheduling appointments

· Any available resources to help them keep appointments, such as transportation assistance

TIP: 

Don’t schedule patients who frequently no-show; instead ask them to call for a same day appointment or walk-in

Don’t bump patients; develop contingency plans for sick leave; for other leave, plan and approve in advance

Answer the phone – staff it at peak times for same day appointment requests; have voice mail back up and plan for checking frequently; have a line just for cancellations.

Below you will find an example of a script to use or modify when calling to interview patients who confirm and then no show for an appointment.

No Show Follow-up Call Script 

Good Morning/Afternoon, this is [NAME], Dr. X’s PCA/MA/RN from [NAME] clinic.  We noticed that you missed your appointment today.  We care about your health and Dr. X wanted to me call and find out what happened today because she/he was waiting for you. Listen to response – is the issue anything that the health center could have provided assistance with? In general, use this as an opportunity to share the message about the importance of keeping appointments or cancelling.
Would you like me to schedule another appointment for you?  What day and time do you would work best for you? Remember that if you are running late or need to cancel or reschedule you can always call me at XXXX. 
      Important things to keep in mind
· Scheduling an Appointment: Give patients the choice of provider, date, and time. Ask patients to call if they change their contact information.
· Confirmation Calls: Be polite. Be positive.  Ask patients to call if:  they need to cancel, reschedule, or are running late.

· Cancelling Appointments: Don’t forget to cancel in scheduling system if an existing appointment is no longer needed.
· If patient has other pending visits in the system of the same type you will want to call the patient before cancelling any appointments to ensure that they have the appointment that works for them.
· Follow up on No-shows: Ask the patient, “How can we help you keep your next appointment?”

· Providers:  Make sure patients know why they are being given an appointment.
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