Patient Check-In

Purpose: 
To learn the basic steps which must be taken by front office staff upon the arrival of a patient at any of our UNT Health clinics, in order to check that patient in for their scheduled appointment.
Objectives:
· Check-In Process

· Patient Signs In

· Patient Verifies Insurance Coverage

· Patient Verifies Face Sheet

· Patient Changes (if any) are Entered in Gold

· Check-In Patient in Gold

· Patient Submits Co-Pay

· Patient Waits to be Called Back to See Doctor

Importance of Patient Check-In:
Patient check-in is very important, because this will be the patient’s first face-to-face contact with a UNT Health clinic employee for their visit.  It is vital to make a great first impression on the patient upon their arrival at the clinic.  Quality health care is of the utmost importance to every patient, and that includes not only their treatment by the doctor, but their initial and subsequent interactions with clinic staff.

Patients might not return if they feel as if staff members were unhelpful, or even rude, during their visit to the clinic – even if they liked the doctor.  Every appointment is a complete experience for a patient, from start to finish.  Being friendly and helpful to each patient when they arrive for their appointment sets a positive tone for the remainder of their visit.

In addition to maintaining a pleasant demeanor with the patient, it is equally important to make sure all of their demographic and insurance information is current when they arrive for their appointment.  Even if the patient visits the clinic frequently, or has recently been there, it is still imperative to have them verify that their personal data is accurate and their insurance coverage is active.

It is also very important to collect the patient’s co-pay upfront, upon arrival.  Although there may be additional charges required at check-out, depending upon procedures the patient has during their appointment, collection of the standard office visit co-pay still must be collected before the appointment – NOT after.

Check-In Process

Patient Signs In
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 Patient Greeting

The first thing a patient should be directed to do upon arriving at the clinic is sign in for their appointment.  Typically, each clinic will have a clipboard with a sign-in sheet attached (see below).  The sign-in sheet usually consists of many small labels, with spaces for each of the following items*:

· the patient’s name

· the time they arrived at the clinic

· their appointment time

· their doctor’s name

*not all clinics have these same exact items on their sign-in sheet
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Patient Verifies Insurance Coverage

The patient has to give their insurance card, so their current medical insurance coverage can be verified.  If there are any changes to the coverage and/or provider since the patient’s previous appointment, make sure the patient denotes those changes on their face sheet.  The insurance card only needs to be copied and placed in the patient’s chart if there are any changes, or if the patient is covered by Medicaid.  Medicaid is the only insurance plan which should have the card copied and placed in the chart with each patient visit to the clinic.
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Patient Verifies Face Sheet

The face sheet (see next page), which has already been printed prior to the patient’s arrival, must be verified by the patient.  Make sure the patient reviews all demographic information listed on the face sheet, and denotes any necessary changes, and signs at the bottom.  The items the patient needs to verify are:

· Name

· Address

· Phone Number

· Date of Birth

· Sex

[image: image4.png]PATIENT INFORMATION SHEET
PLEASE REVIEW AND MAKE THE NECESSARY CHANGES.

-Patient Information-

Name; OTIS BERG
Add: 5866 HADLEY ST Add:

City: HALTOM CITY  , St: TX Zip: 76117 Phone: 817-555-5555
SsN: 555555555 DOB: 07/06/1937 sex: M

-Guarantor Information-

Name: LOTS BERG
Add: 5866 HADLEY ST Add:
City: HRLTOM CITY  , St: TX Zip 76117 Phone: 817-555-5555

S8N: 999999999 DoB: 08/15/1946

Employer: Work Phone:

-Emergency Contact Information-

Phone:

-Primary Care Physician-

-Insurance Information--

Pri: Insurance Name: Group/Policy Number:
1 COOK CHILDRENS MEDICAID 528675309%

2

kxxasaararassserssList Any Additional Information Belowt*#ssssksssasssssrsssss

Patient
Signature: DATE:
Registrar

signature:

Please give your insurance card to the registrar
S0 that a copy can be made for your chart.





Patient Changes (if any) are Entered in Gold

If the patient changes the face sheet to update any of their demographic information, or any guarantor or insurance information, those changes should be immediately entered in Gold.

1. To change a Patient’s Demographics, select “Patient Management” from the list of Front Office Functions on the main menu.
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2. Enter the Patient’s Name and select “Patient” from the Revise Demographics sub-menu on the left.
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3. Enter whatever demographic changes the patient made to their face sheet.
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4. Once all of the necessary changes have been entered, select “Update”
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5. The system generates a “Revision complete” confirmation message.
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Check-In Patient in Gold

Once a patient has signed in and verified their face sheet, they should be checked in by updating Gold to indicate they arrived for their appointment as scheduled. 

1. To Check-In the Patient in Gold, select “Patient Management” from the list of Front Office Functions on the main menu.
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2. Enter the Patient’s Name and select “Schedule Appointment” from the Inquiry Menu on the left.
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3. Select the Case for which the Patient needs to be checked in.
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4. Select “Patient” from the Display Schedules sub-menu on the left.
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5. Highlight the desired Appointment, then select “Revise/Review” from the Scheduling Functions sub-menu on the left.
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6. Select “Check-in”
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7. The system generates a “Check-in function has completed” confirmation message.
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Patient Submits Co-Pay

It is important to collect the patient’s co-pay up front, before their appointment.  Even though the patient may undergo procedures during their visit which could result in an additional payment being due at check-out, they need to submit their standard office visit co-pay at check-in.  The process for entering a patient’s co-pay in Gold is detailed in Chapter 8.

Deductibles will vary by clinic, so that piece will be detailed at your clinic during OJT.

Patient Waits to be Called Back to See Doctor
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 Patient Waiting Time for Scheduled Appointments
Advise the patient to take a seat in the clinic lobby, and the RN or MA will be out to call them back shortly.  Use this opportunity to let the patient know if there might be any delays, due to high appointment volume, etc.  Each clinic will advise newly-hired staff of their policy regarding late-arriving patients.  Depending upon how late the patient is for their appointment, they may be required to reschedule for another date and time.  If a patient is more than an hour late for their appointment, it can be classified as a no-show, at which point the no-show process referenced in Chapter 3 should be followed. 

