
West County Health Center – Future State: Telemedicine Referral and Scheduling
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Workflow for creating and processing a telemedicine referral, including scheduling the telemedicine visit.
November 14, 2018

Determine referral 
is needed

Place referral for 
endocrinology or 

rheumatology 

Attach progress notes, 
completed labs, and 

imaging

Make note about other 
documents to include 
in the referral packet

Review referral 
Does referral 

qualify for 
telemedicine?

Complete standard 
referral protocol

No

Send referral to 
Telemedicine 
Coordinator

Yes

Call patient to 
scedule

Able to reach 
patient?

Leave message 
for patient

Work “Open” 
referrals on a 
weekly basis

No

Offer Telehealth 
to patient and 

schedule 

Yes

Update attempt in Reason 
field and document in Note 

field within the Referral 
ticket

Was this 3rd 
attempt to contact 

patient?
No Close the referralYes

Document in 
Note field

Add 
appointment 
date in ticket

Add end date for referral as 
the last day of the month the 
appointment is schedule for

Change referral 
status to 
“Consult 
Pending”

Begin chart prep 2 
weeks prior to 

telemedicine clinic

Review 
telemedicine 

schedule

Export schedule 
to Excel

Complete chart 
prep based on 
schedule order

Print referral with 
attachments indicated 

by provider

Ensure imaging 
printed

Are all  spots 
filled for clinic?

Contact patients with 
“Open” referrals to fill 

empty slots

No

Yes

Are patient 
labs/PCP follow-up 

visit complete? 

Contact patient to 
complete labs and/or 

PCP follow-up visit

No

Yes

Review telemedicine 
schedule 1 week prior 

to clinic

Is this a new 
telemedicine 

patient?

Print records 
from Referral 

Ticket

Yes

Print lab results

Are patient 
labs/PCP follow-up 

visit complete? 
No

Yes

Contact patient to 
reschedule 

telemedicine visit

No

Fax Excel 
schedule with 
all  printouts to 

TM2U

Keep printouts 
until day of 

appointment

Follow-up on outstanding 
labs or diagnostic tests

Does referral 
qualify for 

Telehealth?

Send referral back to 
Referral Dept. to 

process

NoYes

Notify Telemed 
Coord.

Mail New Patent Packet to 
patient and note Done in 
appointment ticket and 

referral ticket



West County Health Center – Future State: Telemedicine Appointment
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Workflow for completing a telemedicine visit. 
November 14, 2018

Review eCW 
schedule

Complete 
reminder calls 2 

days prior

Did patient 
confirm?

No

Update 
appointment 

status to 
“Confirmed”

Yes

Update 
appointment 
status to “left 

message”

Leave message 
for patient

Make additional 
reminder call the 
morning prior to 

appointment

Did patient 
confirm?

Yes

No
Leave message 

for patient

Did patient 
arrive?

Update 
appointment 
status to “no 

show”

Review schedule 
at end of clinic 

Change referral 
status to 
“Open”

Work referral 
from last attempt

No

Check in patient
Is this a new 
telemedicine 

patient?

Yes

Note that 
patient no-

showed

Did patient 
complete 

telemedicine 
visit?

No

Change referral 
status to 

“Addressed”

Yes

Have patient 
complete 

consent form

Yes

Change referral 
end date to 
current day

Receive faxed 
notes from 

specialist within 
72 hrs

Room patient 
and take full 

vitals

Introduce 
patient to 

specialist and 
share vitals

Escort patient to 
exam room

Chart vitals

Complete 
patient visit

Read off results 
to specialist, if 

needed

Assist Telemedicine 
Specialist with visit, 

as needed

No

Complete visit 
documentation

Have patient 
complete survey

Schedule PCP 
follow-up visit 
for 1 week out

Schedule 
specialist 

follow-up visit

Fax all consents and 
surveys to TM2U at 

end of clinic

Direct patient to 
check-out

Keep new 
patient forms 
and scan into 
patient chart

Shred remaining 
documents

Scan notes into 
chart

Review visit 
notes

Place orders per 
recommendations, 

as needed

Close referral

Follow-up with 
patient, as needed

Send no-show 
letter to patient

Confirm with Dr. 
Spriggs that all 

information has 
been received

Huddle with 
specialist prior 
to start of clinic

Gather any 
missing 

information

Turn on 
equipment on 

day of clinic

Complete 
reminder calls 1 

week prior
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