
Patient 
initiates 

care

Patient calls 
into the 

main line

Patient receives 
information 
messaging 
regarding 

workflow (i.e. 
virtual v isi t, no 
walk  ins, etc)

Cal l Center 
receives the cal l 
to schedule and 
complete mini  

registration 
(note: for new 
pat ient only) 

Cal l Center will  route to PRR Group 
to start registration and check-in 

with patient v ia phone: 
-signatures- obtains via provider

- copay – via phone, credit card or 
Square (with invoice)

-SFS-Nurse/Follow up. If expired, 
extend until  June 30th  with note; 

new patient- self attestation for first 
visit only

-insurance for new patients
-$ via credit card obtained by 
pat ient verbally using Square

At  the scheduled 
appointment  time, 

provider calls the patient 
informing them of the 

telephonic v isi t or video 
visit and obtains verbal 

consent to bil l and treat, 
confirm they live in NC, 

and inform pat ient of no 
touch visit 

*.verbal

Is appt  
scheduled for 

same day?

PRR will contact patient 
in advance of the 
appointment  for  
registration with 
pat ient v ia phone

Is RD and/or LCSW 
needed? 

MA schedules 
appointment  on the RD 
and/or LCSW schedule

no
Provider  conducts a 

cal l transfer (cold 
handoff) to the RD and/
or LCSW via phone and 
enters the appropriate 
dummy codes for the 

pat ient v isi t

yes

Is the RD or LCSW 
need urgent? 

Define 
urgent/

crisis

Provider provides self-
management 

instructions to the 
pat ient

yesno

Does pat ient 
require follow up/

future appt? 

MA will  conduct a 
follow up call to the 

pat ient to assess future 
appointments needed 

and document in 
phone note 

Provider completes
 the visit with the patient 

and enters the appropriate 
dummy code(s)

no

yes

Cal l in

Patient enters the building 
and walks to instructed 
Pod per instructions for 

virtual v isi t using an iPad. 

Is POC testing 
needed?

Clinical staff and 
pat ient (wearing 

appropriate PPE) will 
complete the virtual 

visit following the POD 
workflow. 

yes

no

Only POC 
test ing that 

is really 
needed only

yes

no

RN will complete 
follow-up 

Need provider 
follow up
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yes

MA schedules appt on 
POD schedule and 

provides instructions to 
the pt

Are there are
 any fol low up
 needs? (POTC, 
immunizations, 

lab)

Patient is instructed
 to call the Call Center 

to schedule an 
appointment  to be 

seen

Is the 
follow

 up appt/future 
appt an 

emergency?

Route for RN escalat ion

no

yes

no

RN will double-book on 
the patient s PCP 

schedule

Schedules follow up 
without call  transfer 

yes

MA routes the phone
 message to the provider and 
schedules the follow up visit

Patient is instructed (via 
posted signage) to stay  in 

their car and call the 
specified phone number 

(984-275-1061) indicating 
they have arrived.  

Pt is 
discharged

Does the 
pat ient walking into the 
clinic have a scheduled 

visit with prov ider 
orders on file? 

no

Provider to l ist 
follow up 
questions

Provider will 
task to MAs 

Note: For LCSW, providers should 
send 1) Skype message; 2) Send a 

flag/alert in Centricity choosing the 
level of importance for  the alert – 

normal, high, low, and 3) route the 
note in Centricity with a comment 
on what the request is about/what 
you would like from the LCSW. In 

regards to choosing which LCSW to 
refer  to, take a quick look in the 

chart and see if one of the LCSW has 
al ready touched the patient. Look 

for BH notes or  phone notes. 

MA will  
complete PV 

planning 
work in 

advance of 
the provider 

visit

Does the 
pat ient need to 
pick up meds?

MA provides 
the patient 

with Pharm ph 
# and follows 

Pharm Curbside 
workflow

yes

no

Is the patient able 
to use v ideo 

option? 

Script:  We are offer ing a new 
video v isi t option. Do you 
have a computer  with a 

camera or  smartphone to 
complete this visit with your 

provider? 

Cal l center will  
schedule a 

telephonic v isi t

no Note: telehealth v isit  
option is only available 

for new patients

CC will 
schedule a 
telehealth 

visit

yes

PRR will route a note w 
1) chief complaint  2) 

whether it  is a 
telephone or video visit 

and 3) if telehealth, 
pat ient preference to 

send access link via 
phone (text)  or email Walk in  It is very important to have 

your correct  phone number 
and email address on file. Can 

you please verify both your 
phone number and emai l 

address? [Patient s response] 
Thank you. Would you prefer 

to receive your video v isi t 
access code v ia email  or  text? 

Just  as a reminder, during 
your telehealth v isi t, please 

make sure you are not 
driving, and in a quiet 

location with no distractions . 

For telehealth visits, 
providers will follow 

training video 
instructions

PRR hunt group will  
receive the call from the 
pat ient once patient has 

arrived into the parking lot  
and PRR that answers the 

cal l first will provide 
instructions on next steps 

(i.e.  instruct patient to 
enter  the building and 

instruct to the appropriate 
Pod #). 
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