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Telephone Inquires - Procedure
Responsible Office:		 Yale Medicine
Procedure Sponsor:		 Director, Centralized Patient Services					
Effective Date:			 04/01/2026


Scope
This procedure applies to all YM Patient Services staff on how to handle incoming calls. 
Procedure Purpose
The purpose of this procedure is to provide how to manage telephone inquiries.
	
Definitions
[bookmark: _Toc425171621]N/A
[bookmark: _Toc427373286][bookmark: _Toc425171622][bookmark: _Toc425171625]Procedure Sections 
Calls received when Patient Services Department is open.
Incoming calls are received by the Patient Services Department and answered by a Representative between the hours of 8:00am and 5:00pm, Monday through Friday, with the exception of Holidays. Patient Services Staff remain in the telephone sets’ ready mode so that they are available to answer incoming ACD calls.
Calls are automatically distributed to the Representative via the Cisco ACD system. All calls are recorded via the IDVR (Interactive Device Voice Recording) system.
Representatives must follow proper telephone etiquette/
Always greet the calls with Good Morning or Good Afternoon
Clearly state Yale Medicine and your name
Ask how you may help the caller.
Correctly identify the patient or person calling on behalf of the patient
Always refer to the caller with the proper salutation such as Mr., Ms., Mrs., Dr., etc.
If the reason for the call cannot be resolved at the time of the call, the caller is notified that they can expect a response within three business days and a tickler is established on the patient’s account.
If within three business days the reason for the call is still not resolved and requires additional information f rom an insurance carrier or clinical department, then the caller is notified that additional time is needed, and they can expect resolution to their request at a maximum of (3) weeks of their initial call inquiry and a tickler is established on the patient’s account.
All activity associated with the call is documented in the EPIC contact history.

Calls received when Patient Services Department is closed.
Calls received before 8:00am and after 5:00pm Monday-Friday and on holidays and weekends go directly to voicemail.
Phone messages are retrieved each business day by 9:00am. Information concerning the call is recorded into the “Daily Log Sheet” and calls are returned the same day.

Request for Manager
Calls may be referred to the Department Manager if the patient makes this request,
If the Manager is requested at the onset of the call:
Advise the caller that you are a qualified representative.
Assure the caller that you are not refusing to transfer the call, but you can assist them.
Refer the call to your immediate Manager or another manager who can assist if the caller is still insistent. Make all efforts to do so at the time of the call. It is critical that the caller’s needs to be met at the time of the phone call. Obtain and rely all pertinent information on the referred calls to the Manager.
Reason for requesting the Manager.
Solution suggested by the representative.
Name of the caller and relation to the patient
Account number
Telephone number
It is the responsibility of the representative to ensure the call is successfully transferred to the Manager. On rare circumstances that a Manager is not available, the representative should ask the caller if they would like to speak with a Patient Services Lead. If the caller does not want to speak with a lead, the representative should let the caller know that the Manager is not available but will call back as soon as they are able to.

Special Situations & Exceptions
Exceptions to this procedure must be documented using the YSM Policy/ Procedure/ Guideline Exception Request - Form and presented to Claudia.Meyers@yale.edu. 
Roles & Responsibilities
· N/A

Contact Information 
· [bookmark: _Hlk497987165]Topic 1: Michelle.Colaccio@yale.edu	203-737-2605
· Topic 2: Donella.Fields@yale.edu	203-737-4885

Related Information
N/A
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