
Goals

Vanessa
(Daughter)

Help mother schedule Radiology Appt
Take Mom to Radiology appt
Get Mom after appt.
Take Mom home from Radiology appt.

Avoid close contact with other patients
Avoid touching surfaces
Keeping her mom safe during visit
Her mom's treatment/getting good care
Accomplishing other priorities in same day

Cares AboutPost MVP:
SMS: Includes 
Parking & Travel 
Guidance

Post MVP:
Receive text/chatbot 
message w/ guidance 
about where to park & 
wait during Mom's visit

Post MVP: Receive 
text/chatbot message 
w/ informing visit is 
complete, go back to 
car/or go pick up Mom

Post MVP: Fam. member 
can opt- in to 
receiving SMS updates 
as well. front desk 
clerk: "your mother is 
ready for pickup"

Post MVP: SMS Visit 
Summary link (likely 
to EMR) and rate the 
Virtual Waiting Room 
experience

Virtual Waiting Room 
Journey Map/MVP Workflow

Family Member

Post MVP:
UI for frond desk staff
to download PDFs/Consume 
completed forms from pt. 

Patient en route 
interface for greeter

Post MVP: Front Desk Staff
can see if Pt has engaged forms and at 
what stage they are in completing them.

Post MVP:
Benchmark Forms today vs with MVP solution?

SMS Message content (from JOI site):
[info about appt: time & location]
 

Please bring your insurance card, doctor’s prescription, photo ID; recent 
CT, MRI or PET films with you if they were not performed at a Jefferson 
facility.
Wear loose, comfortable clothing with minimal jewelry.
Please give 24- hour notice to cancel appointments. 
In the best interest of your child's safety, please make arrangements for 
their care while you are having your test performed at our facilities. 

Call 215- 503- 4900 to speak to a representative about your procedure, 
including test preparations, directions and parking information. An insurance 
specialist can also direct you when a referral or pre- authorization is required 
for a procedure. 

Post MVP Concepts

Content in this project corresponds with project planning document 
https://confluence.jefferson.edu/display/DP/Virtual+Waiting+Rooms

Interview Participants:
Business Office Manager
Technician Manager
Insurance Specialist
Scheduler
Scheduling Manager
Registrar x2
Patient
MRI Technician
Patient Greeter

Upcoming:
More Patients

Post MVP: Link sent if already filled out form?/Tracking form 
completion?

Today's Flow

Patient

Staff

SchedulingReferral Appt 
Confirmation

Travel Check- in Registration ImagingImaging Prep Post- Imaging

Patient receives referral and prescription from either TJUH or 
outside physician. These may be on paper or digital, depending 
on the referring office. Physicians within TJUH are more likely to 
provide digital documentation which goes directly into the 
patient's chart. Outside doctors can't enter information into 
patients Epic profile, and so provide patients with physical 
prescriptions (written or typed), and referrals either physically, or 
by instructing their staff to call JOI.

Insurance 
Check

Non- JOI Staff: write prescription and referral, give to patient 
or put in EMR, referring office should contact insurance for 
pre- approval, may make direct appointment request

JOI Staff: May receive call for appointment request from the 
referring physician's office to book, or from the patient 
directly after being given referring information. This could 
happen the day of the referral- generating visit, or else later, 
depending on who the scheduling party is.

Patient calls JOI schedulers or JEFFNow to make an appointment based on the 
prescription and referral they received. This may be difficult due to poor handwriting, 
complexity of interpreting the prescription, or missing information. In all cases, a 
prescription not in the system requires the staff to trust the patient's interpretation. 
Patients may need to make a best guess as to prescription content, or else may willfully 
not include information if they think it will limit their appointment options or ability to be 
seen. If a patient really can't read what the script says, they may fax or email an image of 
the script, or in extreme cases, the scheduler may need to call the referring office. 
Patients may also need to be coaxed into scheduling if they are nervous.

NB: Patients will not be able to use myChart for scheduling or form management: JOI 
forms are not in myChart, and JOI staff can't access forms completed in myChart. 
Patients may obtain myChart accounts by communicating that desire and their email 
address to JOI staff. Non- Jefferson patients won't have myChart accounts but can obtain 
them in this way. Pre- existing myChart accounts serve no use in this case for form 
completion

Staff receive calls from patients to schedule at a variety of locations (JOI Staff) or for 
basically anything (JEFFNow Staff). Insurance and prescription information are 
captured first, but many patients do not have these on hand when calling. Based 
on the modality being scheduled for, screening questions are asked to ensure that 
the patient is has no disqualifying medical issues. Finally, the patients preferred 
date and time are compared to office availability, and options for appointments 
given. Calls can take 2- 3 minutes on the low end, but up to 30 minutes for an 
unprepared and complicated patient.

In between scheduling and the actual appointment, insurance 
staff from JOI will go through the list of patients that are 
scheduled to be seen in the coming few days (depending on 
backlog), and ensure that insurance pre- approvals are on file 
for all of them. This process is only conducted for the higher- 
end modalities (i.e. MRI/PET/CAT) and not for X- Ray, Ultrasound, 
or DEXA scans. If a pre- authorization is not on file, the patient 
will be contacted and instructed to get in touch with either or 
both of their referring physician and their insurance company.

Patient may or may not receive a call asking them to communicate 
with their referring office or insurance company to receive a pre- 
approval for the imaging prescribed. Pre- approvals may be absent 
for a variety of reasons, including mistakes in coding, insufficient 
justification, little insurance coverage, and more.

Pre- Visit Visit Departing
Follow- up

Ordinarily 1 day before, the imaging technologist is 
usually the one calling. If there is more than one type of 
imaging being taken, the tech taking the first image will 
call, unless PET is involved, then they are the ones to call. 
Call goes over when and where to arrive, that they 
provide parking validation, what to expect, what needs to 
be done beforehand, and what the patient needs to bring 
with them and be prepared to answer, but forms aren't 
walked through step by step on this call. Before this call, 
the technologist assigned to the patient will look through 
their medical history to ensure that there are no 
unexpected complications or disqualifying issues.

Patient receives call 1- 2 days before their visit, 
depending on staff load. The patient will be reminded 
of what to bring, along with the contents listed below. 
Patients are reminded not to come to early, to wear a 
mask and come alone if possible.

Confirmation. call needs to 
acknowledge SMS messages + 
Forms
(Training topic)

Only patients know 
what this gap looks like
(more Pt interviews 
needed to better 
understand)

Greeter waits at the door of the office for patients. Patients give 
their name and the greeter finds the corresponding face sheet, 
which have clipped to them the forms each patient specifically will 
need to fill out. Greeter 'arrives' patients in Epic, which alerts the 
registrars that the patient can be called for registration. This 
registration step occurs in arrival order, and regardless of whether 
or not the forms given by the greeter have yet been completed.

Patient navigates to greeter from building entrance, and provides 
their name and their referral and prescription to the greeter. The 
greeter then instructs them to complete the forms they give to the 
patient, and wait for registration while completing the forms. 
Forms include MRI Patient History and Information and the form 
relevant to the body area(s) being imaged. The patient will also 
sign additional forms via touchpad once called for registration.

Registrars call patients in arrival order, unless a patient arrives 
very close to their scheduled appointment time, in which case 
they may be bumped ahead in the queue. Once called, the 
patient provides their insurance, ID, and prescription to the 
registrar. If there are no discrepancies between prescription, 
pre- approval, and what was scheduled, the registrar will 
capture patient's signature for JUP and HIPAA purposes. Either 
the tech, registrar, or tech aid, depending on availability will 
then bring the patient back to the secondary waiting area 
designated for MRI.

Patient waits to be called to registration desk based on arrival 
time while completing their forms. Patient may need to 
reference medical history documents or recollect for a while 
as the forms are pretty extensive, although the degree of this 
burden has not been determined or validated. Once called for 
registration, signature, and correspondence between pre- 
approval/actual prescription/scheduled imaging.

Tech or tech aid brings patient to get changed (just for 
MRI). After changing the patient completes forms if needed 
and waits in secondary MRI waiting area if needed. Once 
the tech is ready, they bring patient to the door of the room 
and ask key screening questions. If the patient has any 
concerning answers, they are disqualified or else are made 
to wait while follow- up research is conducted. If all is well, 
the patient is positioned for imaging.

Tech explains imaging process to patient, such as reminding 
them to not move, that they shouldn't feel any pain, that the 
machine will vibrate, and that they can choose the music 
they want. While conducting imaging, the tech is tuning and 
processing the image as well as scanning patient forms into 
Epic. Once imaging is complete, the tech helps the patient 
exit the table.

After exiting the room, the patient is 
brought back to the changing area. 
Once changed, they are able to 
schedule any necessary follow- ups 
receive a DVD of their images if needed, 
and to get parking validated.

Technologist uploads processed 
images to Pacs so that it can be 
looked at by doctors, bring patients 
to get changed. They then have 15 
minutes to clean the room and prep 
for the next patient.

Patient leaves, may schedule to 
meet with provider to read 
image

Is there a scheduler script 
(formally)? Should we request for 
Training team?

MVP Flow Pre- Visit Visit

Ordinarily 1 day before, the imaging 
technologist is usually the one calling. If there 
is more than one type of imaging being taken, 
the tech taking the first image will call, unless 
PET is involved, then they are the ones to call. 
Call goes over when and where to arrive, that 
they provide parking validation, what to 
expect, what needs to be done beforehand, 
and what the patient needs to bring with 
them and be prepared to answer, but forms 
aren't walked through step by step on this 
call. Before this call, the technologist assigned 
to the patient will look through their medical 
history to ensure that there are no 
unexpected complications or disqualifying 
issues.

Patient receives call 1- 2 days before their visit, 
depending on staff load. The patient will be 
reminded of what to bring, along with the 
contents listed below. Patients are reminded not 
to come to early, to wear a mask and come 
alone if possible.

Greeter waits at the door of the office for patients. Patients give their 
name and the greeter finds the corresponding face sheet, which 
have clipped to them the forms each patient specifically will need to 
fill out. Greeter 'arrives' patients in Epic, which alerts the registrars 
that the patient can be called for registration. This registration step 
occurs in arrival order, and regardless of whether or not the forms 
given by the greeter have yet been completed.

Patient navigates to greeter from building entrance, and provides 
their name and their referral and prescription to the greeter. The 
greeter then instructs them to complete the forms they give to the 
patient, and wait for registration while completing the forms. Forms 
include MRI Patient History and Information and the form relevant 
to the body area(s) being imaged. The patient will also sign 
additional forms via touchpad once called for registration.

Registrars call patients in arrival order, unless a patient arrives 
very close to their scheduled appointment time, in which case 
they may be bumped ahead in the queue. Once called, the 
patient provides their insurance, ID, and prescription to the 
registrar. If there are no discrepancies between prescription, 
pre- approval, and what was scheduled, the registrar will 
capture patient's signature for JUP and HIPAA purposes. Either 
the tech, registrar, or tech aid, depending on availability will 
then bring the patient back to the secondary waiting area 
designated for MRI.

Patient waits to be called to registration desk based on arrival 
time while completing their forms. Patient may need to 
reference medical history documents or recollect for a while 
as the forms are pretty extensive, although the degree of this 
burden has not been determined or validated. Once called for 
registration, signature, and correspondence between pre- 
approval/actual prescription/scheduled imaging.

Tech or tech aid brings patient to get changed (just for 
MRI). After changing the patient completes forms if needed 
and waits in secondary MRI waiting area if needed. Once 
the tech is ready, they bring patient to the door of the room 
and ask key screening questions and reviews completed 
forms with patient. If the patient has any concerning 
answers, they are disqualified or else are made to wait 
while follow- up research is conducted. If all is well, the 
patient is positioned for imaging.

Staff

Goals

Peter
(Scheduler/Front 

Desk Clerk)

Accurately communicate with patients & 
providers regarding availability
Book as many patients as feasible
TBD -  need to inquire

Avoid close contact with patients
Timely communication w/ pts & providers
Creating safe, clean environment
patients being on time for busy providers
TBD -  need to inquire

Cares About

Radiology Staff

Goals

Quickly schedule Radiology Appt
Visit Radiologist appt
Get back to daughter after visit

Avoid close contact with other patients
Avoid touching same surfaces as everyone else
Avoid unnecessary waiting
Quality treatment/being comfortable during 
anxious situation

Cares About

Anita
(Mom)

Patient

Target patient population:

Non- contrast (no contrast 
form or med rec form) MRI 
patients getting images of 
extremities, on JOICC OPEN 
MRI at 850 Walnut St. 
Imaging location !

Scheduling Appt 
Confirmation

Travel
Check- in

Registration Imaging PrepText Appt 
Confirmation

Immediately following booking. Pt receives 
SMS confirmation
and possibly email. 

This message shares the goal of reduced 
time in waiting room and explains how the 
process will work -  patient will complete 
forms remotely and the provider will notify 
the patient when they are ready for them to 
enter the building

Text message should indicate that forms 
can be completed via a link or emailed PDFs. 
No forms are included in this text

Insurance 
Check

In between scheduling and the actual 
appointment, insurance staff from JOI will go 
through the list of patients that are scheduled to 
be seen in the coming few days (depending on 
backlog), and ensure that insurance pre- 
approvals are on file for all of them. This process 
is only conducted for the higher- end modalities 
(i.e. MRI/PET/CAT) and not for X- Ray, Ultrasound, 
or DEXA scans. If a pre- authorization is not on 
file, the patient will be contacted and instructed 
to get in touch with either or both of their 
referring physician and their insurance 
company.

NB:
Insurance team needs to verify authorizations 
prior to a patient being considered fully 
confirmed. The efficiency of this group will 
determine how far out we can send the 
appointment confirmation and form completion 
messages, currently completed at least 1 day 
out, but often completed with greater lead time.

Patient may or may not receive a call asking 
them to communicate with their referring office 
or insurance company to receive a pre- approval 
for the imaging prescribed. Pre- approvals may 
be absent for a variety of reasons, including 
mistakes in coding, insufficient justification, little 
insurance coverage, and more.

If patient calls via JeffNOW, then business 
proceeds as usual. If patients call JOI 
directly, then the JOI scheduler will notifies 
the patient to expect a text message 
regarding remote form completion and 
waiting to be seen on the day of imaging

Need: Train JOI Scheduling Staff to 
mention and to double check that number 
on file is the patient's smartphone and 
logged as a mobile number in Epic

Add email request?

2 days 
before appt

Patient receives SMS/text appt reminder 
which provides context and links to 
forms

Forms can be completed on
Desktop or Mobile (Est. 15- 30mins)

If patient has questions when filling out 
forms they can call the front desk 
directly, number can be included in text 
message (may end up being the 'direct 
line' if this is established for MVP needs)

Text Appt 
Reminder + 

Forms

2 hours 
before appt

SMS Visit Reminder to alert patients to process 
details before they begin their commute to the 
JOI office

" [location + appt time + Front desk phone#]

To enhance patient safety and reduce waiting 
room time in office, we'll let you know when 
the when registration desk is ready for you. 

We want to ensure you have X time to get 
ready, so please plan to arrive by Y.
When you are within a 5 minute walk, tap this 
link to tell us you are waiting nearby.

Please complete forms before appt. use this 
link to access forms: [Qualtrics forms link]" 
You can also find these forms in your email, if 
you have your email address on file with us.

Text Appt 
Reminder

Pt to Registrar: "I'm ready"
When in a good location/ready, Patient 
sends message via SMS link to email 
registrar:

Patients Meets Greeter
Patient receives forms and starts 
to fill them out in waiting room

1.
2.

Patient continues 
filling outf orms

Patient finish forms (if not before)
changes into MRI gown
Waits in 2nd waiting area
Patient goes over forms and 
screening questions with MRI tech

Patient arrives in 850 Walnut St. > Greeter > Registrar
Patient Signs HIPPA Consent & JUP form (if haven't 
signed before)
Confirm Ins. ,ID, and RX on file correct
Patient brought to 2nd waiting area & changing room

1.
2.

3.
4. Patient forms already complete

Changes into MRI gown
Waits in 2nd waiting area
Patient goes over forms and 
screening questions with MRI tech

Virtual

Registrar transcribes forms 
into Epic as they do today?Forms Workflow

Patient receives SMS message at 2 days 
from appointment (and at 1 day if not 
completed and if possible)) with link to 
Qualtrics Forms, which will flow into 
each other. Email link is also provided 
if desktop experience is preferred.

Forms optimized for mobile and desktop 
via Qualtrics integration.

Pt fills out Qualtrics forms
(within 15- 30 mins). Receives 
confirmation/receipt email (if possible)

KPI suggestion: ratio of patients to 
complete & return forms prior to appt.

Front Desk reviews forms*
before telling patient to head 
to proceed to 850 Walnut 
facility

MVP: Front Desk Staff can view 
if forms completed.

MVP: Registrar prints forms (as 
they do today) then gives to 
Tech

Tech reviews and 
signs (paper)
history form 
with patient

MVP: Track How often will front 
desk get calls with questions

for MVP: Should Qualtrics forms 
be printed? and given to tech 
then scanned into EPIC?

All forms Qualtrics > rendered as PDF for front desk staff

MVP feature: Export form in 
readable format.

(Surveys/Form Packet can be 
procedurally generated.)

Notes:

Patient Signs HIPPA Consent & JUP form (if haven't 
signed before)
Confirm Ins. ,ID, and RX on file correct
Patient brought to 2nd waiting area & changing room

1.

2.
3.

Registrar calls patient:
When Provider Ready early: instructions 
message to go into see provider

[Else: Auto send SMS to pt: 10min before schedule appt, 
if front desk staff too distracted to initiate, which brings 
patient in to JOI

? Include the MRI Tech in decision to admit pt.

! -  Contingency: If patient has not completed all or any 
forms: Registrar gives forms to patient. Patient 
completes in secondary waiting area.

Feature: Alert tech of form set 
completion so they can review at 
their convenience

Potential Patient 
Behavior Scenarios

Does not complete forms or engage SMS > 
Today's Experience

Doesn't have forms completed but uses SMS for 
communicating with Registrar > Does not get forms at 
greeter -  gets forms from Registrar

Doesn't use SMS checkin but has forms > may need to 
wait to be seen by registrar

Completes forms and uses SMS checkin > ideal flow

Collaboration with DICE Group, Margaret Colarossi, Dr. Adam Flanders, Joseph Gargin
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(MRI/PET/CAT)

(MRI/PET/CAT)

1st Text message

This message is to confirm your 
appointment with Jefferson 
Outpatient Imaging at 850 Walnut St. 
Philadelphia PA 19107 at XX:XX xm. 
Please be in the area 20 minutes prior 
to your appointment.

To limit your time spent in the waiting 
room, you will receive a text message 
with a link to digitally complete your 
forms two days before your visit.

If you have questions about 
completing these forms, please call: 
####

Reply "Stop" to opt out of receiving 
appt reminder support.

[any reason to mention myChart? 
some patients will not have this as 
they will not be Jefferson pts.]

2nd Text message

This message is to confirm your 
appointment with Jefferson 
Outpatient Imaging at 850 Walnut St. 
Philadelphia PA 19107 at XX:XX xm. 
Please be in the area 20 minutes prior 
to your appointment.

To limit your time spent in the waiting 
room, please complete  the following 
forms.

Once completed, notify the registrar 
via tapping HERE that you are within a 
5 minute walk and ready to be seen.

[Form  Title 1]

[Form Title 2]

[Form Title  3]

[Form Title 4]

Registrar will review your forms 
digitally prior to your arrival.

Call  #### if you have questions about 
completing these forms.

Last Text message

In 2hrs your appt with Jefferson 
Radiology Imaging at 850 Walnut St. 
Philadelphia PA 19107 at 10am.

To check- in: When you are in a good 
place and ready to proceed to facilities 
tap this link and Registrar will be 
notified.  I'm Ready

Registrar will review your forms 
digitally prior to your arrival.

Call direct line #### if you have 
questions about completing these 
forms or your visit.

Need: Train JOI Technologist Staff to mention 
text communications (may occur before or 
after this call) and remote form completion.

!

forms in email?

Draft email message registrar will see

!

Clarify where forms are reviewed

Sent via email also

Send similar text closer to apt?

https://confluence.jefferson.edu/display/DP/Virtual+Waiting+Rooms

