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Email Inquiries - Procedure
Responsible Office:		 Yale Medicine	
Procedure Sponsor:		 Director, Centralized Patient Services					
Effective Date:			 04/01/2026
Scope
Patient inquiries received via the Patient Services email address are to be worked according to the procedures outlined below.
Procedure Purpose
To respond in a timely manner to patient inquiries received via the Patient Services email address.
	
Definitions
[bookmark: _Toc425171621]N/A
[bookmark: _Toc427373286][bookmark: _Toc425171622][bookmark: _Toc425171625]Procedure Sections 
Procedures 
Yale Medicine patients may contact the Patient Services Department for account information via a designated email address (patient.services@yale.edu).
The Patient Services email address is accessed daily by a designated patient services representative (PSR).
All patient email inquiries are tracked by the Patient Services Lead.
All patient email inquiries are acknowledged within one (1) business day of the date received. When possible, the resolution of the inquiry is also at this time. All responses are sent via email unless a specific alternate method of contact is requested by the patient.
If the patient email inquiry cannot be resolved within one (1) business day, the PSR will respond to the patient via email stating, “I am in receipt of your email sent to the Yale Medicine, Patient Services Department and I am in the process of reviewing your request. You will hear back f rom within one (1 ) week. If you have any questions or need any clarification, please feel f ree to contact me directly at (indicate contact number). Sincerely, name of PSR.
 If the account cannot be resolved without approval or additional information f rom another department, the PSR will:
Send the appropriate clinical department a written communication via the CRM system with the account information and all pertinent documentation.
The PSR will monitor the account until the issue has been resolved and the patient has
been  notified of his/her determination. The PSR will continue to notify the patient at seven
(7)  business day increments until resolved.
The PSR will notify the patient of the outcome of his/her inquiry. Any adjustments to invoices/accounts will be performed by designated staff in the Patient Services Department. Charge corrections will be forwarded on to the Charge Correction Team.
All activity will be recorded in EPIC on the patients account history.
The email account is monitored daily to ensure all inquiries are responded to appropriately and timely.

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: Marianito.Cenabre@yale.edu	203-737-4205

Related Information
N/A
Version History
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· Date:  4/01/2026 – no changes
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