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Appointment Making Day of Visit SupportAppointment Confirmation Patient Visit Post Visit Follow-Up

Patient obtains a video 
appointment.

Patient has consented to and is 
ready for an upcoming video 

visit.

Patient is registered and set up to have a 
video visit.

Patient reviews their medical concerns 
with their clinical team via video visit.

Patient understands next steps 
in their care, following the 

video visit.

Patient has been 
discharged and 

needs a follow-up 
appt from the MA

Patient contacts 
Call Center or 

approaches FDS 
for scheduling.

Patient 
chooses between video, 
phone, or in-person appt 

offered.

End

In-person 
or phone

Video

Patient hears about the process for a 
video visit and understands: 1) they will 
get a link, 2) they will get a call before 

the appt for registration and 3) they will 
connect to a virtual room via the link.

Patient agrees and hears the confirmed 
time and date for the appointment.

Days prior to appt, 
patient receives a call 

from an MA

Patient chooses 
method to 
receive the 

Doxy.me link – 
text or email

10 min. prior to the video appt, 
patient receives a call from FDS

Did 
patient 
answer?

No Patient calls Appointment 
Line to return the call.

Is patient 
connected to 
virtual waiting 

room?
No

Patient follows 
FDS guidance to 

troubleshoot

Patient is 
informed the visit 
will be conducted 
via phone only.

Patient is 
instructed to 
wait for a call.

If connection issues 
cannot be resolved Yes

Patient receives 
call from MA

Is
patient in 
the virtual 

waiting 
room?

Patient follows MA 
guidance to 
troubleshoot

Patient is instructed to 
wait for the provider

If connection issues 
cannot be resolved 

Patient ends call 
with MA

Patient answers 
screening questions

Patient waits for 
another call from MA

Patient 
connects with 
MA to listen 
to discharge 
instructions 

Visit is complete

If follow-up appointment is needed

Patient and MA end call

Patient shares medical 
concerns and discusses 

with provider

Patient may 
receive files via 
platform. They 
may also be 

asked to 
visually show 
the medical 

concern, 
medication, file, 
etc. on camera.

No

Yes

Patient is informed 
they will receive a 
call from MA for 

follow up

When provider joins

Patient closes the 
platform site

 Patients may be swayed by 
misconceptions of video visits, and 
may opt out of having one.

Consent forms for staff are not found 
in the Admin section, so it may be 
unclear when a patient has already 
provided consent – therefore, this 
process may be repetitive for patients. 

Unsure about what video visits entail, 
and what their benefits may be

May perceive video visits as “too hard”
Unclear as to how video and phone are 

different, and why they may need to 
provide consent again for either.

Patient may feel lost at this step / it 
is unclear to them what the process 
physically looks like and what next 
steps are

“I got this link, but no instructions, 
nor was I asked further questions.”

Patients are not necessarily aware of 
the video limitations (camera is not 
good, spotty wifi, etc.) at this point, 
so they cannot prepare ahead

If patient cannot be reached, they 
will not have the link ahead of time

Overwhelmed with communication from 
Saban (reminder texts, multiple calls, etc.)

Frustrated with video issues, and not 
being familiar with how to resolve them

“Why did I schedule video in the first 
place if I was going to be moved to 
phone?”

If patient is using the phone on the call with 
the staff member, and plans to use it for 
video, they will have to multitask between 
the call and the site on one device.

It is unclear at what point it is best to 
change a patient to a phone visit, and 
often, this may differ from what the patient 
wants.

Patients who contact our Appointment Line 
for a missed call may experience long wait 
times and may make them late

Multiple handoffs mean there are more 
opportunities / risk of the patient 
disconnecting

If patient is using the phone on the call with the 
staff member, and plans to use it for video, 
they will have to multitask between the call 
and the site on one device.

While waiting for the provider, there is no easy 
way to check in and update the patient on 
remaining wait times; a staff member must log 
back into the platform to talk with the patient 

Overwhelmed with communication from 
Saban (reminder texts, multiple calls, etc.

Fearful / worried that they have been 
forgotten while waiting for the provider

“When is my provider coming to the virtual 
room?” - patients have not been notified or 
updated while in room alone

Uncomfortable / unfamiliar with using 
platform to exchange information or visuals

Frustration with having to 
disconnect from one place 
only to be contacted again.

“Why are my provider and 
MA conversations separate?”

Unclear of next steps if no 
call from MA is received

No way to provide follow up 
documentation for patients who 
are not active in MyChart

If patient and MA do not 
connect, the patient is either 1) 
lost for follow up or 2) has to go 
through our Appointment Line 
and wait to connect with 
someone (no direct MA line)

Patient listens to the consent form 
summarized by the staff member and 

verbally confirms if agreeable.

Patient is 
asked if they 

have the equipment 
(internet and device) 

for the video 
visit.

Yes

Patient 
checks email 

or text to 
confirm 

receipt of 
link once 

sent.

Patient is 
informed they 
will be called 

again prior to the 
appointment. 

Patient and MA 
end call.

Patient provide information 
for registration to FDS.

Does 
patient have a 

visit link?

Patient clicks on 
the link and 

types their name.

Patient is 
informed the 
visit will be 

conducted via 
phone.

No

Yes

Patient chooses 
method to receive 
the Doxy.me link – 

text or email

Yes
No

Patient is 
informed the visit 
will be conducted 
via phone only. Patient chooses and 

schedules an appointment.

Did 
patient 

receive / 
answer a 

call?Patient calls 
Appointment 
Line to reach 

the MA.

No

Yes
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