
West County Health Center – Current State: Telemedicine Referral and Scheduling
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Workflow for creating and processing a telemedicine referral, including scheduling the telemedicine visit.
October 10, 2018

Determine referral 
is needed

Place referral 
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 
Telemed Staff

Yes

Review telemed 
schedule

Available 
telemed slots?

Request 
additional clinic 

dates

No

Call patient to 
scedule

Yes
Able to reach 

patient?

Leave message 
and document 
in Reason field 
and note field

Close referral after 90 
days or 3rd attempt

Attempt to 
contact patient 
again in 30 days

No

Schedule 
patient

Yes

Document in Notes 
that patient scheduled 

appointment

Add 
appointment 
date in ticket

Add end date 
for referral

Change status 
to “consult 
pending”

Begin chart prep 
1 week prior to 
telemed clinic

Review schedule
Export schedule 

to Excel

Complete chart 
prep based on 
schedule order

Print referral with 
attachments indicated 

by provider

Is this a new 
telemed patient?

Ensure imaging 
printed

Complete TM2U 
new patient 
referral form

Fax Excel 
schedule with 
all  printouts to 

TM2U

Keep printouts 
until day of 

appointment

Keep new 
patient form 
and scan into 

patient

Did patient 
arrive?

Yes

Has patient 
completed PCP 
follow-up visit? 

Send telephone 
encounter (TE) 

to nurse for 
assistance

(Nurse) Talk 
with provider to 
complete order

(CTMA) Contact 
patient to 

complete labs

Ensure labs are 
complete

No

No

Attach lab 
results to TM2U 

fax

Yes

Yes

Shred remaining 
documents

TM2U for Endocrinology and Rheumatology
- primary or secondary to Medicare
2 separate 3 hr clinics per month
- endo – 1st Friday of the month, 2-4pm, new pt 30min, f/u 15min
- rheum – 3rd Wednesday of the month, 9-1130am, new pt. 40min, f/u 15min
Scheduling 2 month out
Work cancellation list to fill gaps or will move following months appointments 
up to current month
TM2U wants notes 7 days in advance

Open referral 
and note that 

patient no-
showed

Change referral 
status to “open”

Work referral 
from last attempt

No



West County Health Center – Current State: Telemedicine Appointment
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Workflow for completing a telemedicine visit. 
October 11, 2018

Review eCW 
schedule

Complete 
reminder calls 2 

days prior

Did patient 
confirm?

Update 
appointment 

status to 
“confirmed”

Update appointment 
status to “left 

message”

Yes

Advise patient they have 
until 3pm the day prior to 
appointment to confirm

No

Make additional 
reminder call the 
morning prior to 

appointment

Call again at 
3pm day prior 

to appointment

Did patient 
confirm?

Yes

Change status 
to “left 

message”

Attempt to fill 
slot

No

Turn on 
equipment prior 

to clinic

Did patient 
arrive?

Update 
appointment 
status to “no 

show”

Open referral 
and note that 

patient no-
showed

No
Change referral 
status to “open”

Work referral 
from last attempt

Check in patientYes

New patient?
Have patient 

complete 
consent form

Room patient 
and take full 

vitals

Yes

No

Introduce 
patient to 

specialist and 
share vitals

Bring patient 
into exam room

Leave room

Complete 
patient visit

Chart vitals

Have patient 
complete survey

Schedule PCP 
follow-up visit 
for 1 week out

Schedule 
specialist 

follow-up visit

Fax all surveys 
to TM2U at end 

of clinic

Receive faxed 
notes from 

specialist within 
72 hrs

Scan notes into 
chart

Open referral
Time stamp in 

notes 

Change referral to 
“addressed” and 

change end date to 
current day

Send TE to PCP to 
notify that specialist 

visit is complete

Complete patient 
follow-up

Able to have patient portal text patients for reminders?
Will send patient portal messages if can’t get ahold of patient on the phone
Letter or patient portal during referral process

Telemed Coordinator role (Amy) – still developing this role
PCP has order appropriate labs that that specialist requests
Patients informed they need to get blood work done 1 week prior to 
telemed appointment

Leave voicemail 
and change 

status to 
canceled

Able to fill slot? 

No

Update package 
and send new 
schedule with 

referral

Yes

Read off results 
to specialist, if 

needed

Future state ideas: 
-review all records, including labs, with specialist during vitals and 
patient presentation
-give Cruz and/or Amy access to order – standing orders/protocols
-Dr. Spriggs to order referral/lab that West County lab service does not 
provide
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