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organize and prioritize list

AF Williams Transitions of Care Process Map – Follow-Up Calls – FUTURE STATE 9.30.15

Pull Transitions of Care 
Report (Patients 

Discharged in Last 72 
hours), 

7:30 am, M-F

Prioritize calls by 
most recently 

discharged. 

1st Contact Call: 
Call patients 

between hours of 10 
and 4 pm. 

Did patient 
answer? 

Ask patient questions 
from ‘Post-Discharge 
48 hours Call Script 

Leave scripted message 
asking patient to call 
clinic back with any 
unresolved issues, 

includes Care Manager’s 
direct #

Call 2 more times if 
not called back

Verify appointment 
and change if 

needed

Did patient call 
back?

Yes

No
Did the patient 

call the call 
center?*

Document ToC 
Episode

Any medical concerns, 
warning symptoms?

Office visit 
scheduled in 7-14 

days
No

In basket 
Behavioral Health.

Yes

BH calls patient.
BH adds note to 

ToC Episode
BH issues? Yes

Pharmacy 
Issues/

questions?*

No

Other issues 
about clinical 

condition? 

Is the patient 
highly sick?

In basket 
Pharmacist

Pharmacist calls 
patient

Pharmacist adds 
note to ToC 

episode

Page inpatient 
attending MD

MD calls patient 
MD adds note to 

ToC episode

Send to ED

Yes

Yes

Yes

Care Manager adds 
note to ToC 
encounter

No
Patient pulled from 
list, not contacted 

again

Is there a ToC 
Note?

YesYes

No

Print d/c 
summary for 

patients 

No

Yes No

*Patient may call back 
through Call Center. Call 
Center should check for 
‘Episode’ note from Care 

Manager. 

Schedule visit and 
warm handoff to 

Care Manager

Schedule visit and 
message Care 

Manager

SW issues/
questions?

In basket SW SW calls patient
SW  adds note to 

ToC episode

No

No

No
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*2016 opportunities
· Pre d/c planning process 
· High risk/home visits
· Better utilization of pharmacy in terms of med rec, co-visits, home visits
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