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Our Learning Objectives:

1. Develop an understanding of systematic preventive
health management.

2. Design an effective recall and reminder system.

3. Use actions for preventive health activities

4. Add, view and modify patient recalls and reminders

5. Generate patient recall and reminder lists.
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Systematic preventive health management
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Practices need:

* Clear system

« Goals/Plan

« Defined roles
« Communication
* Training



What can happen without a ‘system’:
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Actions, Recalls and Reminders

B ACTIONS eg. Discuss smoking

B REMINDERS eg. routine pap
smear, mammogram

B RECALLS
eg inconclusive pap smear

How are these followed up? How often? How is that documented?
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The RACGP Standards — ‘Clinical Significance’

The follow-up system needs to accommodate different levels of
follow up depending on the patient’s needs and clinical significance of
the case.

Consider the following factors to determine if a result is clinically
significant and therefore requires action:

- the probability that the patient will be harmed

- the likely seriousness of the harm
- the burden of taking steps to avoid the risk of harm.
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Systematic preventive health management
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RACGP Standards

5th Standards Criterion
4.1 - Health promotion and preventive care

Indicator

» A. Our patients receive information on health promaotion,

illness prevention, and preventive care.

RACGP 5% standards (draft) Feb 2016
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Preventative Health Reminders

“Whilst some information may be transferred to national
state-based registers (e.g. PAP tests, immunisations)
you need to remind patients when they need to have
another screening, and not rely on patients receiving

'

reminders from these registries.”

Reminder
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A systematic approach to preventive care

Adopting a systematic approach to health promotion and preventive care

can include:
e conducting patient prevention surveys

e maintaining a disease register

e establishing a recall and reminder system

e maintaining a directory of local services that offer programs to help

patients modify their lifestyle.

RACGP 5t standards (draft) Feb 2016
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A documented protocol
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|dentify at risk groups/patients

F“Iag for follow up / recall

Screen/test or refer patient

Review result & action (if
necessary)

Recall patient as required




2. Design a recall and reminder system

v Define your reminder o (D
ist TEAMWORK
v Decide required
follow-up

v Apply a Team
Approach
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3. Use Actions for preventive health activities

A reminder for the
clinician when the
patient next presents.
eg. discuss smoking,
repeat BP efc.

If follow-up is required
use ‘Reminder’ button
Instead.
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Actions

The following actions have been entered for this patient: [ ]Include performed actions

Date due Action Ertered by Pricirity Entry date
2704207 Follow up request: EALFTs 20045207
27045207 Discuss pathology Dr A. Hodgers High 27045207

Mark as peformed

Outstanding action prompts appear on opening the patient record and
can be tracked from the main screen (Clinical > Actions).
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4. Add, view and modify patient recalls & reminders

Add from:
- patient record
- Inbox
- Immunisations
- review screen
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5. Generate Recalls and Reminders

v'Define your system COL RENOVAL
COLON
_ _ COLONO
v'Keep the list tidy COLONOSC
COLONOSCO
COLONDSCOP
. COLONOSCOPE
v'Label your reminders so COLONOSCOPY
patients don't stress if they COLONOSCOPY AND ENDOSCOPY
. . COLONQSCOPY REPORT AND REVIEW
receive a sms or letter with COLONSCOPY
the reason LSRR
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Duplication makes it all harder
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We need to minimize risk

COIL REMOVAL

COLON

COLONO

COLONOSC

COLONOSCO

COLONOSCOP

COLONOSCOPE

COLONOSCORY

COLONOSCOPY AND ENDOSCOPY
COLONOSCOPY REPORT AND REVIEW
COLONSCOPY

COLPOSCORY
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Actions, Recalls & Reminders
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ACTION

No Letter required

1
v

Add directly to Action
List

v

Outstanding Action List
appears when Patients
chartis open

.

When prompt appears
Mark as Performed
(if clinical) or Delete

REMINDERS & RECALLS

REMINDER

Preventive health reminder

!

Add Recall
Select reason from list

!

Generate a list, selecting
relevant reminder reasons.
Mailmerge to a reminder letter
template (automatically
documents in patient record)
or use list to telephone
patients.

If mailmerging select ‘Remove’
at prompt.

Tick ‘Add to Actions List’ for
additional follow-up.

v

When patient returns:

If Outstanding Action Prompt
appears select ‘Mark as
Performed’ or update via
Clinical > Outstanding Actions.

RECALL

‘Clinically Signfiicant’

¥
Add Recall

Selectreason &
tick Return Urgently

:

Generate a list of all ‘Recalls’
marked ‘Return Urgently’

If mailmerging or printing list select
‘Cancel’ at prompt (not Update or
Remove) so recalls remain until
patients return.

Contact patients and add ‘Recall
Actions’ to document contact
attempts and details.

.

When patient returns:
- Remove Recall
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Send Reminders

Name Action Due Doctor Address D08 Age Medcare
7 Setect patients for reminders (%]

Select reasons Sedect users

Reason User

Breast check [¥] Dt F. Findacure
Care plan

Diabetes revme

] Fluvax

Hepatits B |memares abon

] Immunisation

] Infiuenza Vaccnation [ Selectal | [ Deselectal |
[¥] Pap smou
[¥] Preumovax Due betwesn: | 12/09/2008 | w
and. | 19/0%/2008
[[Jinclude overdue remindess

[[] inchude inactive patents

r Select ol | [ DouloculJ
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Follow Up Recalls & Reminders

|=7 Previously sent reminders
File Help

V&l b

Show unactioned only Show all patients [ Include inactive patierts Sertonorafter |ip/pa/2015 [Fw | Sentonorbefore: |ypmas0e
Bydoctor: | «| Bylocation: | g | Reason: | gy > Mark Send again
Hame Reazon Doctor Location Sent Sent ag Actioned

Abbott, Alan Cholesteral check Cr F. Findacure Main surgery 05/08/2016  Mail merge I
Abbott, Madsline Jane Fluva: Immunisation Dr F. Findacure Main surgery 05/08/2016  Mail merge I
Abbott, Madsline Jane Care plan Dr F. Findacure Main surgery 05/08/2016  Mail merge I
Ackeman, Ashley Francis Care plan Dr F. Findacure Main surgery 05/08/2016  Mail merge I
Afreds, Gwenda Elizabeth Care plan Dr F. Findacure Main surgery 05/08/2016  Mail menge £
Allen, Janelle Fluva Immunisation Dr F. Findacure Main surgery 05/08/2016  Mail menge £
Amos, Tegan Care plan Cr F. Findacure Main surgery 05/08/2016  Mail merge I

—

Use ‘Send Again’ button to generate additional letters
Use ‘Mark’ to flag the reminder as performed.

Train IT Medical
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BEST PRACTICE — REMINDER MANAGEMENT PROTOCOL — SAMPLE 1
DOCTOR ADDS REMINDER to PATIENT FILE

: |
If REMINDER is ‘URGENT’ (indicated by
reason selected) If REMINDER is NOT URGENT
] !
Admin Staff to generate list of Admin staff to generate a list of all
URGENT REMINDERS daily NON URGENT reminders weekly

l due within next fortnight
Admin staff: Generate and print a list and phone patients for follow l
up visit/appointment due within 1 week. Use ‘Mark as Sent’ when Admin staff —Generate list and Mail Merge / send 1%
contacted. DO NOT Auto Update reminder when prompted. Add an letter to patients on the reminder list. Tick ‘Mark as
appointment for each patlient on contact. Sent’ and do not Auto update reminder when

l prompted.
Admin staff: Generate & print a list of all URGENT reminders that l
are overdue and have previously been contacted (Use ‘View>Sent Admin staff — Generate Sent Reminders
Reminders’). Phone all patients on the list who have not yet been List and select ‘Mark’ to remove any that
contacted or that don’t have an appointment. have already returned. Mail merge / send

l 2"d |etter to patients on Sent Reminders

list. Tick ‘Mark as Sent’ and do NOT

Admin staff: Generate list of all URGENT reminders that are ‘Auto Update Reminder’ when prompted.
overdue and have 2 previous contact attempts. Mail merge urgent
letter by viewing sent reminders and ‘Send Again’ button. Mark as
Sent.

{ +

Doctor removes updates reminder (Open patient > Reminders button>Remove or Edit) and marks outstanding investigation /
correspondence as ‘given’ if relevant when patient returns.
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: RECALLS

I will remember to remove the recall. | will remember to remove the recall.
! will remember to remove the recall. | will remember to remove the recall.
! will remember to remove the recall. | will remember to remove the recall.
! will remember to remove the recall. | will remember to remove the recall.
I will remember to remove the recall. | will remember to remove the recall.
! will remember o remove the recall. ! will remember o remove the recall.
! will remember to remove the recall. | will remember to remove the recall.

! will remember o remove the recall. | will remember o remove the recall,
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Reminders from the Inbox

ﬁology Results

*{

cialist Letters

M
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An effective practice system is vital

DESIGN YOUR PATHOLOGY PROTOCOL FOR BEST PRACTICE

PATHOLOGY REQUESTED BY CLINICIAN |

!

INCOMING REPORTS —— >

INBOX l

0 |
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~

NO
ACTION

RECEPTION
TO ADVISE

NURSE
TO ADVISE

DOCTOR
TO ADVISE

SEND ROUTINE
REMINDER

URGENT
APPOINTMENT

NON-URGENT
APPOINTMENT

w4

!

!

l

l

!

l

Download a blank flowchart here: http://trainitmedical.com.au/manuals-free-downloads/bp-software-resources-free-templates

Train IT Medical
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An effective practice system is vital

— |

| PATHOLOGY REQUESTED BY CLINICIAN |

!

| INCOMING REPORTS ———>> INBOX L

\

Doctor selects
‘NO ACTION"
Result is auto-filed in patient record.

Doctor selects
‘RECEPTION TO ADVISE’ and either types a specific comment or chooses
from pre-defined list. Result is auto-filed in patient record.

!

No follow up action is required

by staff however a list of ‘no
action’ results can be viewed at
any time from Follow-up Inbox
if required. If contact is made

‘record note’.

v

}

Doctor selects
‘DOCTOR TO ADVISE’.

Result is auto-filed in patient record.

'

Every day reception staff generate a list of ‘Reception to Advise’ from
Follow-up Inbox.

i

Doctor contacts patient.

Notes details of contact in “Today’'s notes’.

Reception staff follow up all patients on ‘Reception to Advise’ list as per
doctor’'s comment eg. ‘Write letter’.

|

:

As each patient on list is contacted reception staff choose ‘Record Note
and detail contact made eg. rang on mobile phone, no answer. If
possible appointment is made directly from Follow-up Inbox screen to
activate the ‘recall’ symbol automatically, otherwise add symbol

manually when making a recall appointment.

¥

Once appointment is made, select ‘Mark as Contacted’. |

When patient next presents for
consultation doctor gives results

and marks result as ‘given’.

{

Doctor sees patient and marks result as ‘given”. |

A A

Doctor either sees patient or gives result
on phone and marks result as ‘given’.

i

Download a blank flowchart here: http://trainitmedical.com.au/manuals-free-downloads/bp-software-resources-free-templates

Train IT Medical

Staff routinely check list of Investigation Reports to ensure all
‘Mark as Contacted’ patients have also been ‘given’ their results.
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Coming soon In Bp Premier

e SMS reminders

e Consent module

e Patient app — ‘Best Health’

Download Train IT Medical ‘Results Management’ Presentation from Bp Summit 2017
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http://trainitmedical.com.au/wp-content/uploads/2012/07/Bp-Summit-Managing-Results-for-Clinicians-Presentation-Katrina-Otto-0417-final.pdf

Further Information

. RACGP - Putting Prevention into Practice (Green Book) http://www.racgp.org.au/your-

practice/guidelines/greenbook/

. MedicalDirector — Recalls, Reminders, Actions Fact Sheet

http://medicaldirector.com/uploads/Recalls, Reminders, Actions, and Outstanding Requests Fact Sheet.pdf

° AMA- Recall systems and patient consent - https://ama.com.au/position-statement/patient-

follow-recall-and-reminder-systems-2013

° Avant — The Dos and Don’ts of patient SMS http://www.avant.org.au/news/20160419-dos-and-

donts-of-patient-sms-communication/

. Train IT Medical — Practice Management free resources —

http://trainitmedical.com.au/practice-management-free-resources
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http://www.racgp.org.au/your-practice/guidelines/greenbook/
http://medicaldirector.com/uploads/Recalls,_Reminders,_Actions,_and_Outstanding_Requests_Fact_Sheet.pdf
https://ama.com.au/position-statement/patient-follow-recall-and-reminder-systems-2013
http://www.avant.org.au/news/20160419-dos-and-donts-of-patient-sms-communication/
http://trainitmedical.com.au/practice-management-free-resources

Thank you from Katrina Otto

katrina@trainitmedical.com.au

Twitter: trainitmedical
Facebook: trainitmedical

www.trainitmedical.com.au
Access more free practice resources
& blog posts
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