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HEALTHCARE · PATIENT ENGAGEMENT OPERATIONS

Patient follow-up communication
Automatically sends personalized follow-up communications to patients after appointments

based on visit type and patient preferences. Improves patient engagement and care continuity

while reducing manual administrative tasks for healthcare staff.

01 WORKFLOW TRIGGER

Patient appointment is marked as completed in the EHR system

BLUEPRINT OVERVIEW

What this workflow accomplishes

This workflow connects the EHR appointment record (Epic, Cerner) to the practice's patient communication

channels (Athenahealth, Kareo) and documentation systems (DrChrono, Practice Fusion). Automation handles

preference lookup, template selection, message assembly, timed delivery, and chart write-back. Clinical staff

retain authority over the clinical content of any instruction, the escalation of high-acuity follow-ups, and the

decision to suppress or override an outbound message.

01

OUTPUTS

Personalized follow-up sent to

patient, Communication logged in

chart, Engagement metrics

captured, Follow-up care tasks

scheduled

02

SUCCESS MEASURES

Message delivery rate, Patient

response rate, Staff hours saved on

outreach, Opt-out and complaint

count

03

CORE SYSTEMS

Epic, Cerner, Athenahealth,

DrChrono, Kareo, Practice Fusion

HOW TO USE THIS BLUEPRINT

Practice managers: set the visit types that qualify for automated follow-up and the ones that always route to nurse

review.

Clinical staff: review and sign off the message templates tied to your diagnosis code groups before go-live, and re-review

them quarterly.

Implementation teams: map preference, language, and opt-out fields across Epic, Cerner, and Athenahealth so no

message goes to a patient who declined contact.
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THE WORKFLOW

End-to-end stage map

Six stages carry a completed visit from EHR status change to a documented follow-up in the chart. The decision

point at stage three governs whether the patient receives routine post-visit content, condition-specific care

instructions, or a nurse-reviewed message.

LEGEND TRIGGER ACTION DECISION OUTPUT

01 TRIGGER

Appointment completion detected
Completed appointment status fires the follow-up

trigger

Epic · Cerner

02 ACTION

Retrieve patient communication
preferences

Pull preferred channel, language, and consent status

Epic · Cerner · Athenahealth

03 DECISION

Determine follow-up type required
Route by visit type, diagnosis codes, provider

instructions

Epic · Cerner

ROUTINE POST-VISIT CONDITION-SPECIFIC INSTRUCTIONS NURSE REVIEW REQUIRED

04 ACTION

Generate personalized follow-up
message

Assemble visit summary, care steps, medication

reminders

DrChrono · Practice Fusion

05 ACTION

Schedule and send communication
Deliver on preferred channel at optimal send time

Athenahealth · Kareo

06 OUTPUT

Log communication and update records
Write communication, delivery status, responses to chart

Epic · Cerner · DrChrono
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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

Appointment completion detected

The workflow is triggered when a patient's appointment

status changes to 'completed' in the electronic health

record system. Patient demographics, visit type, and

provider notes are captured for processing.

CONTROL POINT

Front desk or clinical staff control the trigger by marking

the encounter complete only after the provider closes the

visit note.

SYSTEMS Epic Cerner

02 ACTION

Retrieve patient communication
preferences

System pulls patient's preferred communication method,

language, and opt-in status for follow-up messages from

their profile. Contact information and any communication

restrictions are also gathered.

CONTROL POINT

Registration staff own the accuracy of contact and consent

fields; any patient flagged do-not-contact is dropped from

the run and listed for their review.

SYSTEMS Epic Cerner Athenahealth

03 DECISION

Determine follow-up type required

Workflow evaluates the appointment type, diagnosis codes,

and provider instructions to determine what type of follow-

up is needed. Routes to appropriate communication

template based on visit complexity and care plan.

CONTROL POINT

The treating provider's post-visit instructions override the

automated routing, and a nurse can reclassify any

encounter before the message is built.

SYSTEMS Epic Cerner

04 ACTION

Generate personalized follow-up
message

Creates customized follow-up content including

appointment summary, care instructions, medication

reminders, and next steps. Message is personalized with

patient name, provider details, and specific care

recommendations.

CONTROL POINT

Clinical leadership approves every template and merge

field; messages containing medication changes hold for

nurse sign-off before release.

SYSTEMS DrChrono Practice Fusion
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COMPLETION AND MEASUREMENT

Closing stages and results

The final two stages deliver the message on the patient's terms and write the communication, delivery status, and

any triggered care task back into the chart.

05 ACTION

Schedule and send communication

Delivers the follow-up message via patient's preferred

method at the optimal time based on communication

preferences. Creates delivery confirmation and tracks

patient engagement metrics.

CONTROL POINT

Practice managers set send windows and can pause or

recall a campaign; failed deliveries route to the front desk

for a phone call.

SYSTEMS Athenahealth Kareo

06 OUTPUT

Log communication and update records

Records the follow-up communication in the patient's chart

with delivery status and any patient responses. Updates

care coordination flags and schedules any necessary

follow-up actions or appointments.

CONTROL POINT

Care coordinators verify chart entries and triage patient

replies, escalating clinical questions to the provider within

the same business day.

SYSTEMS Epic Cerner DrChrono

DELIVERABLES KEY METRICS IMPLEMENTATION CHECKS

NEXT STEP

Turn this blueprint into an
implementation plan.
Map each stage to your own systems, permissions, and approval routing

before selecting tools or building automation.

packfoundry.app/assessment

HEALTHCARE WORKFLOW PACKS AND A FREE ASSESSMENT

Personalized follow-up sent to

patient

Communication logged in chart

Engagement metrics captured

Follow-up care tasks scheduled

Message delivery rate

Patient response rate

Staff hours saved on outreach

Opt-out and complaint count

Honor opt-out and do-not-contact

flags

Restrict PHI to secure channels

Route nurse-review queue to

staffed inbox

Write-back uses correct chart

encounter

Retain delivery logs per policy
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