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HEALTHCARE - PATIENT ACCESS OPERATIONS

Appointment scheduling and
reminders

Automates patient appointment scheduling from initial request through confirmation, sending
intelligent reminders and handling rescheduling requests to reduce no-shows and optimize
provider schedules.

01 WORKFLOW TRIGGER

Patient submits appointment request through patient portal or phone system

BLUEPRINT OVERVIEW
What this workilow accomplishes

This workflow connects the patient portal and phone intake to the EHR scheduling module in Epic or Cerner, the
eligibility clearinghouse behind Athenahealth and DrChrono, and the patient outreach engine in Kareo or Practice
Fusion. Automation handles slot matching, real time eligibility checks, appointment creation, tiered reminders, and
waitlist backfill. Schedulers, front office leads, and the practice manager retain authority over coverage exceptions,
provider template overrides, double booking, and any change to a clinician's session.

01 02 03
OUTPUTS SUCCESS MEASURES CORE SYSTEMS
Confirmed appointments in EHR, Appointment confirmation rate, No- Epic, Cerner, Athenahealth,
Reminder confirmation records, show percentage, Provider DrChrono, Kareo, Practice Fusion
Provider template utilization schedule utilization, Eligibility
reports, Waitlist backfill list exception volume

HOW TO USE THIS BLUEPRINT

Practice managers: set the booking rules, session templates, and overbooking limits the automation is allowed to work
inside.

Front office and scheduling staff: work the eligibility exception queue and the waitlist backfill list each morning before
clinic opens.

Implementation teams: map appointment types, visit reason codes, and reminder cadences to each EHR scheduling
department before go live.
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THE WORKFLOW

End-to-end stage map

Seven stages run from the moment a patient requests a visit to the daily utilization summary on the practice

manager's desk. Two decision points govern the workflow: whether coverage is clean enough to book, and how a

patient's reminder response is routed.

01 TRIGGER

Receive appointment request
Capture visit request, preferences, and coverage details

Epic - Athenahealth

02 ACTION

Check provider availability
Query EHR for matching open slots

Epic - Cerner

03 DECISION

Verify insurance eligibility
Run real time eligibility and benefit check

Athenahealth - DxChrono

COVERAGE VERIFIED MANUAL BENEFITS REVIEW SELF PAY PATH

Book confirmed appointment
Create appointment and issue pre-visit instructions

04 ACTION
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LEGEND TRIGGER ACTION DECISION OUTPUT
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05 ACTION

Send automated reminders
Send 48, 24, and 2 hour reminders

Kareo - Practice Fusion

06 DECISION

Process reminder responses

Route confirmations, cancellations, and reschedule asks

Athenahealth - DxChrono

CONFIRMED AS BOOKED RESCHEDULE QUEUE

l

Generate scheduling reports
Publish daily schedule and utilization summary

WAITLIST BACKFILL

07 OUTPUT

Epic - Cerner
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IMPLEMENTATION DETAIL

Stage-by-stage breakdown

Each stage states the operational intent, the human control point, and the systems likely to take part. System

names are examples, not a required architecture.

01 TRIGGER

Receive appointment request

Patient initiates appointment booking through online portal,
phone system, or referral from another provider. System
captures patient preferences, reason for visit, and insurance
information.

CONTROL POINT

A scheduler reviews any request where the stated reason
for visit does not map to a known appointment type before
it advances.

SYSTEMS = Epic Athenahealth

03 DECISION

Verify insurance eligibility

Automatically checks patient's insurance coverage and
benefits for the requested service. Routes to manual review
if coverage issues are detected.

CONTROL POINT
Front office lead clears every coverage exception and

decides whether to book self pay, hold for authorization, or
cancel the request.

SYSTEMS  Athenahealth DrChrono
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02 ACTION

Check provider availability

System queries EHR scheduling module to find available
appointment slots matching patient preferences, provider
specialty, and appointment type requirements.

CONTROL POINT

The provider or their clinical lead owns the session
template; automation may only offer slots the template
already exposes.

SYSTEMS = Epic Cerner

04 ACTION

Book confirmed appointment

Creates appointment in EHR system with all patient details,
updates provider calendar, and generates appointment
confirmation with pre-visit instructions.

CONTROL POINT

Any double book, session extension, or after hours slot
requires practice manager approval before the
appointment is written to the calendar.

SYSTEMS = Epic Cerner
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COMPLETION AND MEASUREMENT
Closing stages and results

The closing stages preserve the reminder response trail and measure confirmation, no-show, and provider template
fill for each session.

05 ACTION 06 DECISION 07 OUTPUT
Send automated reminders Process reminder Generate scheduling
Delivers personalized appointment responses reports
reminders via SMS, email, or phone call Handles patient responses to Produces daily scheduling summary
at 48 hours, 24 hours, and 2 hours reminders including confirmations, with confirmed appointments, no-show
before appointment with check-in cancellations, or rescheduling predictions, and provider utilization
instructions. requests. Routes cancellations to metrics for practice management
waitlist management. review.
CONTROL POINT
Front office staff can suppress or CONTROL POINT CONTROL POINT
change the outreach channel for a A scheduler personally handles The practice manager reviews no-
patient based on consent, same day cancellations and any show risk flags each morning and
language, or documented reschedule that crosses providers decides which slots to overbook or
communication preference. or moves a procedure visit. release to the waitlist.
SYSTEMS Kareo Practice Fusion SYSTEMS  Athenahealth DrChrono SYSTEMS Epic Cerner
DELIVERABLES KEY METRICS IMPLEMENTATION CHECKS
Confirmed appointments in EHR Appointment confirmation rate Scheduling role permissions in
Reminder confirmation records No-show percentage EHR
Provider template utilization Provider schedule utilization TCPA consent on file per patient
reports PHI limits in SMS reminder text

Eligibility exception volume
Waitlist backfill list Template override approval routing

Audit trail on every reschedule

NEXT STEP

. . packfoundry.app/assessment
implementation plan.

. . HEALTHCARE WORKFLOW PAC
Map each stage to your own systems, permissions, and approval routing

before selecting tools or building automation.
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