
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 will  
send an emai to 
 achdental  to 

initiate a dental  
triage and to 

schedule appt

At  the scheduled appointment time, 
provider connects with the patient  for  
either the telephone or teledentistry 

visit and obtains verbal  consent to bill 
and t reat, confirm they live in NC, and 

inform patient of no touch visit and 
documents this in the note

Dental PRR will contact patient in 
advance of the appointment for 

registration and check-in to collect 
payment following PRR Doxy.Me 
workflow.   Scans the receipt into 

the patient s Dentrix chart.

Cal l in
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DA schedules appt and 
provides instructions to the pt 

regarding navigation when 
coming on-site for  dental 

services

Are 
there any follow up

 needs that would require 
the patient to come on-

site?

Patient is instructed
 to call the Call Center to 

schedule an appointment to be 
seen and Call Center PRR will 

yes

At  scheduled 
appointment  time, 

Patient arrives to SER 
and presents to the 

main building entrance 

Pt is 
discharged

Does the 
pat ient have a 

scheduled visit with the 
Dentist? 

no

Does the 
pat ient need to 
pick up meds?

DA provides the patient 
with Pharm ph # and 

follows Pharm Curbside 
workflow

Is the patient 
able to use 

video option? 
no

DA will complete 
dental tr iage to 

determine if dental 
service is an 

emergency or routine 
and consult with 

Dentist as needed.  

Walk in

Dentist provides 
self-management 
instructions to the 

pat ient

no

Note: Dental patients 
may also be seen same 

day if slots are 
available and wait  to 

see if they can be seen

Greeter, wearing 
appropriate PPE, 

obtains the pat ient s 
temperature and 

paperwork and escorts 
pat ient to the Pod

A DA, wearing 
appropriate PPE (face 
mask and gloves), is 

standing at the top of 
the stairs to assist in 

the patient escort

Patient is escorted  
directly to the 

bathroom by the DA 
and instructed to 
mouthwash, wash 

hands, and DA obtains 
BP

DA cleans and wipes 
down the bathroom 

and escorts the 
pat ient to the dental  

exam room 

DA obtains patient x-
rays and informs the 

Dentist that the patient 
is ready (verbal  

handoff)

Dentist completes the 
exam with the patient 

(using Doxy.Me 
workflow) and notifies 
the DA that the patient 
is ready to exit  dental 

area

Patient is escorted to 
the stairway for exit / 
discharge by  the DA 

and Greeter meets the 
pat ient at the bottom 

of the stairwell (or  
elevator if patient is 

unable to travel down 
the stairs)

no

yes

Notes and Other Parking Lot Topics: 

 The Greeter is provided a copy of the dental schedule the day prior

 Any forms or documents that need to be sent to the patient are scanned and sent via a
secured email from the ACH Dental emai l address

 Examples of Dental visits that may often be used for telehealth : Antibiotics, Trauma, New 
Patients

 Use disposable testing kits when necessary for the Pod 

 Dental hours 8:30-5p

 Dentrix: File > Perfect Day Scheduling

Cal l Center will route a note that also includes 
1) chief complaint and document what type of 
dental emergency, if indicated 2) whether it  is 

an in-person v irtual  (teledentistry  Pod) or 
teledentistry  (Doxy.me) visit and 3) if 

teledentistry, pat ient preference to send video 
visit l ink via phone (text)  or email. Note: text 

message would be the preference. 

Dentist will  review 
DA Triage and 

make appropriate 
recommendations 

based on ADA 
guidelines. 

Is the 
pat ient able 

to come 
onsi te?

no

Greeter not ifies DA v ia 
walk ie-talkie that  

pat ient has arr ived and 
is ready for  visit

DA notifies the Air 
Traffic Controller via 

walk ie-talkie to request 
that the DA is 

connected via Zoom to 
the Pod where the 
pat ient i s waiting

DA notifies the Greeter 
via walkie-talkie that  

the patient is ready to 
be escorted from the 

Pod to the stairway (or 
elevator if patient is 

unable to travel up the 
stairs)

DA will connect via walkie-
talkie to the Greeter to meet 
the patient at the bottom of 
the stairwell (or elevator if 
pat ient i s unable to travel 

down the stairs)

Cal l Center complete mini-
registration (for new patients only) 

and schedule a virtual on-site 
teledentistry  visit in Centricity  and 
Dentrix  and enter  Teledent istry 

Pod Visit  in appt  notes

Is this either
 a telephone

 or teledentistry visit (i.e. 
pat ient i s not onsite for 
Pod and telehealth via 

Doxy.Me)?

yes

no

yes

Cal l Center 
receives the cal l 
to schedule an 
appointment  in 

dental
Script:  Do you have a device with a camera  (i.e. 

smartphone) to complete this visit with your 
provider? 

[Patient response]  Great, let s get you set up for your 
telehealth vis it. 

Note: If patient does not have a smartphone or device 
with a camera, Call Center will ask if patient knows 
someone with a smartphone or other device with a 

camera (i.e. family, friend, etc) It is very important to 
have your correct phone number and email address on 

file. Can you please verify both your phone number 
and email address? [Patient s response] Thank you.  

Would you prefer to receive your video visit 
notification via  email or text? (note: Text is the 

preferred option) Just as a reminder, during your 
telehealth visit, please make su re you are not driving, 

and in a quiet location with no distractions . Note: 
Reminder, for pediatric appointments, please instruct 

parent/guardian to please make sure patient is 
available at the time of the scheduled telehealth appt

Has the dental 
pat ient been seen 
within the last 6 

months?

no

DA will route a note w 1) chief 
complaint and document what  type of 

dental emergency, if indicated 2) 
whether it  is an in-person, telphonic, or 

teledentistry  visit and 3) if 
teledentistry, pat ient preference to 

send video visit link via phone (text)  or 
email. Note: text message would be 

the preference. 

yes

Cal l Center will schedule a 
teledentistry  visit 

yes

yes

Is the patient 
able to use 

video option? 

DA will schedule a 
teledentistry  visit 

yes

Is the 
pat ient able 

to come 
onsi te?

no

DA will schedule a virtual on-site 
teledentistry  visit (i.e. Pod flow then 

escort  to dental for Doxy.Me 
telehealth visit) and enter 

 Teledent istry Pod Visit  in appt  
notes

yes

DA will schedule a 
telephonic v isi t 

no
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