

HEALTH SERVICES QUALITY ASSURANCE IMPLEMENTATION GUIDE

EXERCISE 28

SUBJECT: CONTINUITY OF CARE

PURPOSE:  The purpose of this exercise is to ensure that beneficiaries using Coast Guard health care facilities are given every opportunity for continuity in their medical or dental care.

BACKGROUND:  Quality Assurance Implementation Guide (QAIG) Exercise Eighteen provided an appointment system intended to optimize patient flow and improve provider utilization.  The appointment system is intended to aid facilities in better managing their available resources.  The exercise outlines a method of scheduling appointments by room and time slot rather than with specific medical or dental officers.

DISCUSSION:  Continuity of care in its narrowest sense means that patients continue to see the same provider for each encounter, when the same problem or illness is the reason for the visit. This benefits the provider because he/she does not have to play "catch up", i.e., review the history, physical findings, and rationale for treatments given by another provider.  The encounter can be shorter and more productive because the provider is already familiar with the problem.  Patients are much happier when they do not have to "reeducate" the provider to their problem and treatment with each visit.  Continuity of care best enhances patient satisfaction when the patient has a choice of provider and the option to continue to see the same provider for the same problem.  Unless otherwise directed, patients returning for follow up care should be scheduled with the MO or DO who provided their initial care.  Patients who expressly wish not to be scheduled with the same provider should have their wishes considered and the clinic supervisor or medical administrative officer, as appropriate, should follow up on the reason for the requested change.  Additionally, patients requiring special medical care, such as OB/GYN or pediatrics, should be scheduled only with an MO who has clinical privileges to provide this type of care.  Patients referred to outside sources of care should receive assistance in scheduling appointments in the appropriate department or service.  Patients returning to the clinic after such appointments should be scheduled for follow-up care according to the instructions of the provider to whom they were referred.    

ACTION:  Each facility shall institute a protocol, similar to that outlined in Enclosure (1), to enhance continuity of care.  This policy shall be in writing and become a part of, or an addendum to, the appointment system policy of the clinic.  It is the responsibility of the Commanding Officer to ensure that health services resources are utilized to the maximum extent possible and that access to health care is maximized for all eligible beneficiaries.  The standardization of appointment procedures and continuity of care issues will serve to enhance clinic productivity and patient satisfaction. 


Encl: (1)  Sample Continuity of Care Protocol 
      (2)  Sample Appointment Slip


ENCLOSURE (1)

           
SUBJECT:  Continuity of Care Policy

PURPOSE:  The purpose of this policy is to ensure that all beneficiaries utilizing this facility are afforded every opportunity to be seen by the Medical or Dental Officer of their choice or to be followed by the Medical or Dental Officer who initiated treatment.  Encouraging continuity of care will increase patient satisfaction and decrease unnecessary duplication of practitioner efforts.

DISCUSSION:

  1.  To enhance patient satisfaction and provide quality medical and dental care, continuity of care shall be facilitated as follows: 

      a.  Initial Visits.  Whenever a new patient requests an
appointment, the patient shall be asked if he/she has a practitioner preference.  If no preference is indicated, he/she should be given the earliest available appointment.  If the patient has a preference, every attempt should be made to allow that patient his/her choice of practitioner.  The patient should receive an explanation, if their first choice is not available.

      b.  Follow-Up Visits:   Patients seen by a practitioner and instructed to return for a follow up visit shall be scheduled with the same practitioner.  To enhance the follow-up system, each patient instructed to return shall be given an appointment slip by the practitioner.  The patient is responsible for taking the appointment slip to the front desk to schedule an appointment.  A sample appointment slip is attached as enclosure (2).  (Other possible follow-up appointment systems may be utilized, such as the use of the patient profile (CLAMS) sheet.  Standardized appointment slips are available from stationary stores and may also be used.)  If the practitioner is referring his/her  patient to a different "in-house" practitioner, the appointment system should indicate to whom the referral is made, the length of the appointment, and the approximate date the patient should be seen.  Patients who expressly wish not to be scheduled with the same provider should have their wishes considered, and the clinic supervisor or medical administrative officer, as appropriate, should follow-up on the reason for the requested change.

      c.  Referrals:  This facility does not control the appointment systems or policies of outside referral sources.  However, every attempt will be made to ensure that the patient is seen by a practitioner as soon as practical.  If possible, patients instructed to return for follow-up care will be seen by the practitioner who provided their initial care, or as directed by the referral source.  




ACTION:  All personnel responsible for scheduling patients shall review this policy and understand the benefits that continuity of care will bring our beneficiaries.





                                                   ENCLOSURE (2)


                        SAMPLE APPOINTMENT CARD



              PATIENT NAME:                               
              PRACTITIONER:                              
              APPOINTMENT TIME:                    UNIT(S)
              DATE/TIME:                                 






                        SAMPLE COMPLETED APPOINTMENT CARD



              PATIENT NAME: SMITH, Sammy                 
              PRACTITIONER: JONES                        

              APPOINTMENT TIME:      3            UNIT(S)
              DATE/TIME:  Next Wednesday/After 1300      



























                                                    ENCLOSURE (2)

