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COMMAND BUSINESS PRINCIPLES

The following Command Business Principles have been reviewed by the ESC and approved by the Commanding Officer.  The Business Principles have command wide application and serve as the minimum standards to be followed. Applicable Naval Hospital Instructions have been revised. 

Last Update: 21 January 2003 

CLINIC SCHEDULES

*Appointment templates are open a minimum of 8 weeks in 

  advance. Templates are managed to make appointments available as

  needed and to adjust appointment types as necessary.


*Patients are appointed to their PCM at least 80% of the time.


*Booked appointments are not cancelled except by approval of Director.

MEETINGS


*Thursday afternoons (1300-1600) will be the designated command administrative/committee/training time.

CLINIC HOURS


*Clinic appointment hours are (at a minimum) 0730 to 1600 each weekday(except Thursday afternoons).  Non-clinical areas are also open for business (at a minimum) from 0730 to 1600 (200-H).


*Clinic check-in areas are open and telephones are answered starting 30 minutes before the first scheduled appointment and continuing throughout business hours.


*Support services hours(Outpatient records, Laboratory, etc.) are open 30 minutes before clinic hours each day to receive patients.  Support services are open at least 30 minutes after the last clinic appointment each day, evening and weekends.


*Clinic check-in areas and phones are covered during periods of staff break times, lunch, PRT, leave, TAD, etc. to correspond with business hours.


 Great Lakes Naval Hospital

“Open Access” Appointments – Family Practice Clinic

The Great Lakes Family Practice Clinic is using an Open Access System for Appointment Booking. The Clinic hours of operation are 8:00 a.m. – 4:00 p.m. CST.  The following script is used for patients assigned to the Family Practice Clinic:

“Thank you for calling the Great Lakes Appointment line, the Family Practice Clinic is now an Open Access Clinic. Open Access is an appointment scheduling system that attempts to see all patients on the same day they call for an appointment. Could you be seen today or is this something that can be handled with a phone call from your doctor or nurse?  ”

If they clearly ask for a future appointment, please give them one.  

The Family Practice Clinic now has two standard appointment types, Open Access (OPAC) and Future.  OPAC appointment slots are available to patients with acute, routine, wellness, follow up, and procedure appointment needs.  A lower percentage of FUTURE appointments will be available in the system for the Contractor to book as future appointments.  The idea is that patients will be seen on the day they call so the need for future appointments will be lower. Future appointments are mostly follow up.  However, if the patient desires that a well, routine, or procedure appointment issue be taken care of with a future appointment, then the patient is allowed to have a future appointment.  However, FUTURE appointments are booked with the patient’s PCM only. In times of extreme shortage, patients may be appointed to the PCM’s team.  Please note that for every 3000 enrollees there is a team of two doctors, a nurse, and 2 corpsmen who are providing continuity of care for that panel.  Thus, making the appointments outside the team breaks down this continuity. 

The Family Practice Teammates are as follows:

· Doctors:  Can be found in CHCS as Hall 1. Hall Nurse is 

· Doctors:  Can be found in CHCS as Hall 2.  Hall Nurse is 

· Doctors:  Can be found in CHCS as Hall 3. Hall Nurse is 

· Doctors: Can be found in CHCS as Hall 4. Hall Nurse is 

The teams are built in CHCS accordingly.  The patient can be given the name of their PCM’s nurse.

The following guidelines shall be used when assisting beneficiaries:

[Note: Beneficiaries should only be scheduled with their assigned PCM, or the PCM’s Teammate.  Clinic staff can cross book in exceptional circumstances.

	If
	Then

	Same day appointment for acute or routine problem (15 min)
	· Book the appointment with PCM into an OPAC appointment or any open FUTURE that might still be open for that day. 

· Use Acute in the Access to Care Category field.

· Same day or OPAC appointments are best made available at 3:00pm the night before.  Until that time, book the appointment as FUTURE.

· If there is nothing available with the PCM due to leave or other reasons, book with the teammate as listed above.



	Same day appointment for Procedures, Physical Exams, Well Baby or  Over Seas Screens, Annual Health Exams 

 (30 min) 
	· Merge two consecutive OPAC or open remaining Future appointments on that day with the PCM

· Use Well in the Access to Care Category field

· FP only does the physical part of the Overseas Screening.  Administrative functions will still take place at Building 237.

· Appointment examples that require 30 minutes; Pap Smears, physical exams, well baby check, wart or mole removals 

If there is nothing available with the PCM due to leave or other reason, please book with the teammate as listed above.  Follow open access appointment merging procedures.

	Future Appointment for routine problems that should require 15 min
	· Book an FUTURE appointment only with PCM 

· Use Routine in the Access to Care Category field

· Appointments with $ are for MTF use only

· Future appointments are made with the PCM only.  

· Should the PCM be out of EST appointments for that day in the future, please transfer the patient (688-    ) to the PCM’s nurse (pressing 2) or the Triage RN (press 4). 

Follow open access appointment procedures.

	Future appointment for Procedures, Physical Exams, Well Baby or Annual Health Exams 

 (30 min) 
	· Merge two consecutive FUTURE appointments with PCM

· Use Well in the Access to Care Category field

(follow open access appointment merging procedures)

· Future appointments are made with the PCM only.  

· Should the PCM be out of FUTURE appointments for that day in the future, please transfer the patient (688-    ) to the PCM’s nurse (pressing 2) or the Triage RN (press 4).

	Leave a Message for PCM or Nurse
	Transfer the call to the Family Practice Clinic at  688-    , and instruct the beneficiary to press option 2. 





	
If
	Then

	
	· 

	Appointment after Business Hours (starting at 3:00 p.m.)
	· It would be best to begin booking OPAC Appointments for the next day after 3:00pm.  Until that time, book appointments as FUTURE. 

· If there are no appointments left, calls for appointments between 3:00 - 4:00 pm may be transferred to 688-    . Please instruct the patient to book the appointment with the PCM’s RN or Triage RN. Patients that cannot wait should be informed that the Great Lakes ER is available

· If patients have trouble getting through the line, the patient can show up at the clinic, which is open to book appointments until 3:55 PM (1555 hours).

· Please note that we may be open longer than that to handle that appointment volume for the day.

	Non-enrollees Assigned to MTF (enrollment received but not processed)

(15 min)
	· Complete mini registration

· Using non-enrollee appointing, book using regular OPAC/EST procedures to any PCM if none is assigned.  Encourage enrollment to PCM at Family Practice.

	Request For Saturday Appointments
	· Saturday is the only day of the week when cross booking must take place since only one provider is available.  Book to any PCM for Saturday appointments by going to the browse function.  

· Select (P) for PCM booking

· Access to care category is:  Acute

· Press enter through Alternate Place of Care

· Do not select Teammate

· Select (C) for Change Search Criteria and press enter.  

· Select both Place of Care and Provider and press enter.  

· Select the Blue Team Family Practice.  

· Do not select any listed providers, but press enter again.  

· Change the default (C) to (S)earch so that it will search for the appointments.  

· Then book the patient in the appropriate Saturday slot.

	Non – enrollees (using TRICARE Standard)
	· We take non-enrollees in open appointments. Not space “A.” Please encourage them to change their enrollment to FP.

· If there are any issues in booking, please transfer the call to the clinic.  We hope to win these patients back to the MTF.

	Persistent Patient Desiring None of the Above Categories
	· Transfer the call to the Family Practice Clinic at 688-    , and instruct the beneficiary to press option 4 or 2. 

	No Appointments are available for PCM or PCM is on Leave or TAD
	· Transfer call to the Family Practice Clinic at 688-    , and instruct the beneficiary to press option 4. 
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