Patient Pre-Arrival

Purpose: 
To learn the basic steps which must be taken by front office staff prior to the arrival of a patient for an appointment at any of our UNT Health clinics.
Objectives:

· Pre-Arrival Process

· Pull Patient Charts

· Print Encounter Labels

· Print Face Sheets

· Print Daily Schedule

· Review Printed Schedule

Importance of Patient Pre-Arrival:
Patient pre-arrival is very important, because it is the time during which all of the preparation necessary for the patient’s appointment takes place.  This preparation is critical to the CSR’s ability to check in the patient when they arrive for their scheduled appointment.  Pre-arrival preparation is also crucial to the doctor’s ability to understand why the patient is there and what course of treatment will be needed.

The pre-arrival process includes pulling the “Patient’s Chart”, (the Medical Record containing all documentation pertaining to that patient), printing encounter labels (stickers containing a brief summary of the patient’s scheduled appointment), printing face sheets (documents containing the patient’s basic demographic information, to be verified by the patient upon their arrival at the clinic), and printing the daily schedule (a list of all clinic appointments for the day by doctor, typically grouped into morning and afternoon blocks).

By successfully executing all steps in the patient pre-arrival process, the CSR helps ensure a smooth flow of scheduled patients throughout the course of the clinic’s daily operation.
Pre-Arrival Process

Pull Patient Charts
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 Creation of Medical Records
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 Medical Records
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 Security and Confidentiality of Medical Records
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 Notice of Privacy Practices
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 Use or Disclosure of PHI Pursuant to a Consent or Authorization
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 Mitigating Violations of HIPAA and Privacy-Related

The patient’s chart, also referred to as their medical record, is created at the time of registration.  Central Registration creates charts for new PCC patients, which those patients then take with them to their initial appointment.  Offsite clinics create charts for their new patients, so there is no point at which the patient would ever be in possession of their own chart.

The patient’s chart is the single most important item associated with the patient, because it contains physical copies of all the patient’s medical records, billing history, insurance documentation, and demographic information.  Although most of this data also exists electronically in the Gold system, the chart is what is actually used throughout the course of a patient’s appointment, from check-in to their doctor visit all the way through check-out.

The patient’s chart is a manila file folder containing multiple colored tabs on each side.  The tabs on the right side of the chart are strictly for use and review by Doctors, Nurses and Medical Assistants.  
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	HOT TIP: At no time should front office staff handle items on the right side of a patient’s chart.  Only the tabs on the left side of the chart are to be handled by front office staff.
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KEY POINT: The tabs found on the left side of a patient’s chart are:

· Registration/Financial (colored Buff/Manila) – includes all forms containing the patient’s demographic, financial and insurance information

· Outside Records/Consults (colored Red) – includes any documentation from other Doctors, such as referrals

· Consents/Administrative (colored Blue) – includes all of the patient’s consent and HIPAA/privacy-related forms

Once the chart contains all of the consent and HIPAA/privacy-related forms completed by the patient, a round pink label is placed on the front of the chart.  If the abbreviation “PR” is written on that label, it means the patient has designated a Personal Representative, who is authorized to receive health information about the patient.

Also on the front of each patient’s chart is a box labeled “Allergic,” which alerts all clinic staff to any allergies the patient has.  The spine of each patient’s chart includes labels denoting the year of the patient’s most recent visit, the first three letters of the patient’s last name, and a chart label, which contains the patient’s full name (last name first) and date of birth.  This is designed to enable charts to be located and pulled quickly.
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	HOT TIP: The most common listing found in the “Allergic” box on most patient’s charts is the acronym “NKDA,” which stands for No Known Drug Allergies.
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Some clinics have a file room onsite, while others may have to retrieve their charts from a different location, such as another floor of their building.  Some of the clinics at the PCC use a “dumb waiter” mini-elevator system to transport charts from the file room to the clinic.  Each clinic will explain their specific chart retrieval process during on-the-job training (OJT).

Standard UNT Health protocol is to pull all patient charts the day prior to the appointment, though some clinics may pull multiple days in advance.  This is often determined by workload and staff availability.  The objective is to have all patient charts ready for the next day’s appointments, so all remaining aspects of the pre-arrival process can be properly executed.

Print Encounter Labels

Encounter labels are printed for each patient prior to their arrival for the scheduled appointment.  Typically, three or five encounter labels are printed.  One encounter label is affixed to the top of the patient’s superbill, while the rest are placed inside the patient’s chart for use as needed.

KEY POINT: Every encounter label contains the following information:

· Encounter Number

· Financial Class – indicates whether or not patient is self-pay

· Patient Name

· Patient Sex

· Patient Address & Phone

· Patient Date of Birth

· Patient Social Security Number

· Case Number

· Insurance Plan (including Policy and Group Number)
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	HOT TIP: The Financial Class abbreviation “PR” stands for “Patient Responsible,” which means the patient is self-pay and does not have any insurance to cover their appointment.
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1. To begin the process of printing an Encounter Label, select “Patient Management” from the list of Front Office Functions on the main menu.
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2. Enter the Patient’s Name and select “Schedule Appointment” from the Inquiry Menu on the left.
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3. Select the Case which needs to have Encounter Labels printed.
KEY POINT: The Patient Case List (below) only appears when there are multiple Cases.  Otherwise, Gold moves directly to Patient Verification (next page).
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4. Select “Patient” from the Display Schedules sub-menu on the left.
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5. Highlight the desired Appointment, then select “Revise/Review” from the Scheduling Functions sub-menu on the left.
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6. Enter the number of copies of the Encounter Label you want printed, then select “Print Labels”
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Print Face Sheets

A face sheet, or patient information sheet, contains details pertaining to the patient, guarantor, and insurance plan.  One face sheet should be printed out before the patient arrives for their appointment.  Upon arrival, the patient should be asked to review all of the information on the face sheet, and to make any necessary changes before signing.

	[image: image19.png]



	HOT TIP: Any changes made to the face sheet by the patient should be immediately entered in Gold, and the signed face sheet should then be placed in the patient’s chart.
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1. To begin the process of printing a Face Sheet, select “Patient Management” from the list of Front Office Functions on the main menu.
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2. Enter the Patient’s Name and select “Search”
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3. Select the Case which needs to have a Face Sheet printed.
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4. To print the Face Sheet, select “Face Sheet”
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5. The system generates a “Patient Face Sheet Document Printed” confirmation message.
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6. This is what the Face Sheet looks like when printed.
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Print Daily Schedule

The daily schedule lists all patient appointments, and needs to be printed the day before, in order to give front office staff enough time to prepare for the next day’s appointments.  Schedules are printed so they can be quickly referenced and adjusted by front office staff throughout the day.

1. To begin the process of printing a Daily Schedule, select “Appointment Scheduling” from the list of Front Office Functions on the main menu.
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2. Select “Other Options” directly to the right of Patient Inquiry Parameters.
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3. Enter the Resource Code for the Doctor whose Daily Schedule is being printed.  Access Help Mode for a listing of Doctor Resource Codes.
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4. Enter the Date for which the Daily Schedule is being printed, either using the drop-down calendar or entering the date in MM/DD/YY format.
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5. Select “Print Resource Sched” from the Scheduling Menu on the left.
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6. Verify that the Date and Resource Code are correct, then select “Enter” to print the Daily Schedule.
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7. The system generates a “Resource Schedule Document Successfully Generated” confirmation message.
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Review Printed Schedule

Once the daily schedule has been printed, it should be secured in a location where it is not visible to patients or other visitors to the clinic, but where it can be seen and updated by all front office staff.  Typically, each appointment on the daily schedule is highlighted once the patient checks in.  Late arrivals and no shows are also denoted on the printed schedule.  Clinics with multiple doctors will have a printed schedule for each doctor’s morning appointments, and another for each doctor’s afternoon appointments.
· This is what a clinic’s daily schedule looks like, once it has been printed from Gold.
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· This indicates the scheduled resource, which will normally be the doctor’s name.  The most notable exception to this is for doctors who work in the VA Clinic, which results in the resource being listed as CBOC 3.
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· This indicates the scheduled doctor.  In this instance, Dr. Sobia Ghazali.
[image: image36.jpg]RESOURCE SCHEDULE 8 PATIENTS BOOKED

RESOURCE: CBOC 3 DR SOBIA GHAZALI, MD $BOOKED Q O T
DATE: MON 02/18/08 DAY 89 89 89
- 1

START PATIENT NAME BLOCKED PT ID  PHONE STATUS
ACTIVITY/DUR/DESCRIPTION DOB REF DR# LOCATION

09: -
09:30 BOWMAN PAUL G 5597224 817-255-7160 ACTIVE
EP 30 ANNUAL PHYSICAL 09/27/1956 09 -
10:00 JEFFRYES CALVIN J 2450005 940-433-5681 ACTIVE
EP 30 VA/ARM MELANOMA 07/02/1950 09
10:30 MEHAN CARL 8529240 817-991-9306 ACTIVE
» EP 30 FOLLOW UP 05/15/1925 09
11:00 JENKINSON RONNY 9156621 817-444-8409 ACTIVE
EP 30 VA/FU 06/05/1930 09
11:30 FIELDER THOMAS D 7652167 817-738-3933 ACTIVE
EP 30 FOLLOW UP BPH/COLON CA  10/10/1918 09
12:00 WADE GARY 6976195 817-295-6403 ACTIVE
EP 30 VA/NUMBNESS RT FOOT 12/05/1945 09
12:30 HARKEY THOMAS 2319655 817-694-8528 ACTIVE
EP 30 VA/6 MO FU 08/20/1947 09
13:00 LEE FLOYD 3303146 817-346-1565 ACTIVE

EP 30 FOLLOW UP 07/31/1945 09





· This indicates the number of patients who have been scheduled.  In this instance, eight patients are booked.
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· This indicates the percentage of filled appointments.  In this instance, eight of the nine available slots were booked or 89%.
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· This indicates the date of the scheduled appointments.  In this instance, the date is February 18, 2008.
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· This indicates the start time for each appointment.  No name is listed next to 09:00, because that appointment time was not filled.
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· This indicates the name of the patient whose appointment is scheduled.
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· This indicates the activity type, which specifies whether the patient is new or has been here before.  “EP” stands for existing patient.
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· This indicates the duration of the scheduled appointment, in minutes.
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· This indicates a brief description of the type of appointment, such as Annual Physical or Follow Up (sometimes abbreviated as “FU”).  Specific symptoms can also be included.
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· This indicates the patient’s date of birth.
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· This indicates the patient ID number, which can be specifically searched in Gold as an “Identifier.”
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· This indicates the patient’s phone number.
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