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Chaos Creators

■ High volume of phone calls

■ Patient paperwork

■ Patients arriving all at once, late, or early

■ Gathering insurance information
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Phones

■ “Phone banks”

■ Answering system to funnel calls to appropriate person
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Phones

■ Etiquette

– Answer within three rings

– Identify yourself and the practice

– Write down name of caller and information

– What if they can’t hold?

– Transferring calls
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Scheduling

■ Is there a method to the madness

– Long vs short

– New vs established

– Diabetic

– Specialty CL fits

– New CL fits
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Scheduling

■ Do you stagger arrival times?

■ How many family appointments?
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Online Scheduling

■ Appointments made after hours – 38%

■ Takes an average of 8 minutes to schedule an appointment
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Automated reminders and recare

notices
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Information Gathering

■ Can it be done prior to the appointment?

■ Is it necessary?

■ Can it be done using technology?

■ What can be done if it’s taking longer than usual?
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Medical vs Vision

■ Take/make thorough notes during scheduling

■ Manage expectations

– I have an eye infection and need a new glasses prescription

■ Gather both medical and vision insurance info when scheduling

– Identify insurance order

■ Train staff to schedule appropriate type
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Check Out

■ Can it be done in a different location?

■ Can follow up appointments be made in the exam lane?

■ How are co-pays collected?

– Train staff to know policies


Microsoft_PowerPoint_Slide17.sldx
Check Out

Can it be done in a different location?

Can follow up appointments be made in the exam lane?

How are co-pays collected?

Train staff to know policies







Check Out






image19.emf
Conclusion

■ Walk through it from the patient perspective

■ Are you justifying stupid systems?

■ Prepare for the worst, hope for the best


Microsoft_PowerPoint_Slide18.sldx
Conclusion

Walk through it from the patient perspective

Are you justifying stupid systems?

Prepare for the worst, hope for the best







Conclusion

= o s e






image20.emf
Thank you for
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Introduction

■ Front desk holds the “keys to the kingdom”

■ Happy wife, happy life – Happy front desk, happy practice
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