3. Track Patient Appointment Requests

Requirement:  When a user searches for but does not book an appointment for a patient, CHCS upon exiting will prompt the user for a clinic and a coded reason and will store data about the patient’s request.
The data will be used for later reporting 


Benefit:  Currently sites have no automated tool to track patient appointment requests where no appointment could be booked.  In order to improve access, these calls need to be logged, tracked,  reported, and followed up by the clinic. 

Upon exiting appointment booking without booking an appointment, the user will be prompted to enter 3 items of information in the following order.  The two required items are in bold.

Clinic - Defaults to the initial Clinic searched for the patient.  The user may press return to accept the initial clinic or enter another clinic.  If only one clinic is searched, the clinic will be display only.  If no clinics were searched, the user must select a preferred clinic.

Reason Appointment Not Booked  – User must select a standard reason for the request.  There is no default.
Refer to the table of codes that follows.

Reason Appointment Not Booked Free Text  – An optional field that may be used to document information such as preferred providers, an explanation for the Other code, follow-up instructions, etc.  Clerks should be trained on what the clinic needs in this field or bypass the field.

Reason Appointment Not Booked  - these are standard codes and are not site definable.

–Added to waitlist

–All appointments refused

–Appointed to Network

–No appointments available

–No appointments available to contractor

–Patient requested to call back

–Request referred to MCSC

–Request referred to MTF Clinic

–Self-care recommended

–Unsuccessful telephone transfer

–Just Looking 

–Other

An ATC Category must be entered to trigger this function.

CHCS will automatically capture the patient demographic and enrollment data, phone numbers, the ATC Category, and other appointment data required to report the patient’s call.

All data related to the patient request will be stored in a new file:  Requests with No Appointment.


If a patient calls more than once, each call will be recorded.

4.  Unbooked Appointment Request Report

Requirement:  Lists each patient request that did not result in a booked appointment.

Benefit:  This report may be used to follow-up each patient request in order to schedule the patient’s  appointment.  Follow-up will ensure access for those who could not get an appointment.  Sites will have new data to measure unmet demand.

If a patient calls more than one time, their call will be reported each time.

Enables sites to evaluate the need for repeated contact to obtain an appointment.

Pulls report data from the file:  Requests with No Appointment.

PAS System Menu(Scheduling Supervisor Menu ( MGRM  Management Reports Menu ( PMGR  Problem Avoidance Reports Menu( 7  Unbooked Appointment Request Report

User may select the following:
–One, multiple, or all Divisions

–One, multiple, or all Clinics*

–ATC Categories

–Reasons Appointment Not Booked

–Date Range

–
*within the selected Divisions and Clinics.
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                                              Personal Data - Privacy Act of 1974 (PL 93-579)

                                 *** UNBOOKED APPOINTMENT REQUEST REPORT ***

                                       From: Jun 2003 

 To: Jun 2003

 Division/DMIS:   WILFORD HALL DIVISION - 0009

  Clinic/MEPRS:  FAMILY  PRACTICE – WH    BGAA

======================================================================================

 Access to Care Category

   Reason Appt Not Booked

   Request Date/Time     Patient                        FMP/SSN        PATCAT    PCM                    Division/MTF

   HCDP                                                                                                                      Clerk                     Referral #

   Reason Appt Not Booked (Free text)                                                 Work Phone            Home Phone

======================================================================================

ACUTE

 ----------

  NO APPOINTMENTS AVAILABLE

  ---------------------------------------------

  01JUN2003@0809   ANDERSON,KIMBERLY C  20/555127890   A11    CAMPBILL,ANN    0009/WILFORD HALL          

   108 - TRICARE  PRIME FAMILY COVERAGE FOR ACTIVE DUTY FAMILY MBR     SMITH,CLERK  2002000143

   NO APPOINTMENT AVAIL FOR PATIENT REQUEST DATE                (888)222-3333         (888)222-3331 
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                              Personal Data - Privacy Act of 1974 (PL 93-579)
                               
  *** UNBOOKED APPOINTMENT REQUEST REPORT ***
                                              
From: Jun 2003 
To: Jun 2003
 Division/DMIS:   WILFORD HALL DIVISION  0009
 Clinic/MEPRS:   FAMILY PRACTICE – WH   BGAA
=======================================================================================
 Access to Care Category
  Reason Appt Not Booked 
  Request Date/Time    Patient                                     FMP/SSN       PATCAT    PCM                             Division/MTF
   HCDP                                                                                           Clerk                                                     Referral #
   Reason Appt Not Booked (Free text)                                            Work Phone              Home Phone
=======================================================================================
 ACUTE
 ------------
  SELF-CARE RECOMMENDED
  ----------------------------------------
  05JUN2003@0830  HANSCOM,KIMBERLY C    20/555125678   A11      CAMPBELL,ANN      0009/WILFORD HALL         
 108 - TRICARE PRIME FAMILY COVERAGE FOR ACTIVE DUTY FAMILY  MBR   SMITH, CLERK    002000240
  DOES NOT NEED TO SEE THE DOCTOR                               (888)222-3333         (888)222-3333
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