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Purpose:
To ensure consistency of approach when following up with patients regarding transfer of information
Policy:

Three attempts will be made to all patients for non-urgent results.

All calls will be documented on the CMR.

Follow up appointment calls will be made by the Unit Assistant

Follow up calls regarding INR results, thyroid results etc. will be made by the family practice nurse.
Clinical questions will be streamed to the family practice nurse.

Clinical information should only be given by the family practice nurse.

Procedure:

When initiating call

1. Open up patients CMR.

2. Call patient.

3. When a follow up appointment needs to be booked, say:
“This is the Credit Valley Family Health Team calling.  Dr.____ would like you to come in for a follow-up appointment.  She has not marked it as urgent. Can you come in next week?  OR if it is urgent say that Dr. ____ has an opening tomorrow”

4. If patient is adamant regarding results or purpose of visit say that you do not know/don’t have that information.  Refer patient to nurse to trouble shoot and discuss clinical information if necessary.
5. Document in CMR that appointment has been booked.

6. If unable to contact patient, document in CMR and send note to self.

7. After first attempt at contact is made place the test results to be scanned.

When patients call requesting test results

1. Open up CMR.
2. If test has been signed off by and has been scanned respond with “we have received the results, they are in your chart and have been signed off by your physician as normal.

3.  If there are questions respond with “I suggest that you book an appointment with your physician or I can transfer you to the family practice nurse who is available or you can leave a message on her voicemail and she will respond within 24 hrs.”
4. Document in CMR Patient advised results signed as normal.


