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PURPOSE:  The purpose of this policy is to define the reasons for patients being                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                     terminated from the practice and to describe the termination process.

I. Included in ORGANIZATION mission statement is the phrase “regardless of ability to pay”. ORGANIZATION also acknowledges that there is a distinct difference between “ability” and “willingness”. It is the policy of ORGANIZATION that patients are expected to be compliant in their care. This includes, but is not limited, to the following:

A. Keeping their appointments at ORGANIZATION
B. Arriving on time for appointments
C. Calling 24 hours in advance to cancel their appointments
D. Calling ahead if they will be more than 15 minutes late to determine if they can still be seen

E. Taking their medications as prescribed
F. Keeping their appointments for any referral services, including x-rays, mammograms or specialist appointments
G. Paying their co-pay at the time of service

H. Meeting their financial obligations to ORGANIZATION
I. Confirming to ORGANIZATION staff their address, telephone number and current health insurance carrier at each time of service

J. Appropriate behavior towards staff, providers and other patients
II. It is recognized that, on occasion, patients may have difficulty in maintaining compliance with these expectations.
III. When these occasions become frequent, impede a provider’s ability to provide adequate care or interfere with the efficiency of ORGANIZATION, a termination process may be initiated.

IV. Many patients receive care from more than one ORGANIZATION department. Depending on the type of non-compliance, a patient may be terminated from the department in which the non-compliance occurred or all departments. The following table outlines this process.

	Non compliance Area
	Occurring Department
	All Departments

	Financial
	
	3

	Appointment
	3
	

	Clinical
	1 - 3
	

	Behavioral
	
	1



* Number of occurrences

V. DEFINITIONS & PROCEDURES:

A. Appointment Non-compliance (No-shows)
1) No-shows are defined as patients who fail to show up for their scheduled                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                    appointments or who call the same day of their scheduled appointment to cancel.  (Reasons for canceling are taken into consideration.)
2)  Procedure
a) Patients are notified either by phone or by letter when they no-show for the first time.
b) If patients have no showed twice within a reasonable span of time, they are sent a warning letter.
c) After 3 or more no shows, the patient’s provider may opt to terminate the patient from the practice.  (See the procedure for termination below.)
d) Once the termination has gone to step C the patient will not be allowed to seek services in the department they were terminated from.  A letter informing the patient will be sent by their provider and a copy placed in the patient chart.
B. Financial Non-compliance

1) Financial non-compliance includes patients’ outright refusal to pay, having been sent to collection three times or sent to collection two times and defaulting on a payment plan.  (See Policy “Three Strikes Rule”) 
2)  Procedure
a) Patients are notified by letter when their accounts are over 90 days.
b) Patients receive a second letter when their accounts have been sent to collection.
c) Patients are terminated if “Three Strikes Rule” is triggered.

d) If a patient is terminated for financial reasons they will not be allowed to seek services anywhere in ORGANIZATION. 

e) Administration will send the patient a letter by certified mail informing them that ORGANIZATION is terminating them as a patient and will provide urgent care for the next 30 days from the date of the letter. The letter will include the signature of Executive Director. A copy will be placed in the patient’s medical record.
C)  Clinical Non-compliance

1) When a patient fails to follow their provider’s direction, this action destroys the patient/provider relationship and hinders the provider’s ability to effectively manage the clinical condition of their patient. If a provider no longer feels they can adequately care for a patient due to such non-compliance. The provider may wish to initiate the termination process.  It is the provider’s discretion to terminate the patient after 1, 2 or 3 non-compliance occurrences.
2) Procedure
a) When a patient fails to follow their provider’s direction, a form letter will be sent indicating such and will include the provider’s signature. A copy of the letter will be placed in the patient’s medical record.

b) When a patient fails to follow their provider’s direction for a 2nd time, a form letter will be sent indicating that further non-compliance may initiate the termination process and will include the signature of the patient’s physician. A copy of the letter will be placed in the patient’s medical record.

c) When a patient fails to follow the provider’s direction for a 3rd. time, the provider has the discretion to:

1) Issue a letter to the patient informing them that they are being terminated and that the provider will be available only for urgent care for 30 days following the date of the letter. The letter will include the signature of the patient’s physician.  A copy will be placed in the patient’s medical record.

D) Behavioral Non-compliance

1) When a patient, their family member or acquaintance’s behavior becomes disruptive, abusive or threatening in a verbal or physical manner to any staff member, a recommendation for termination may be brought to the Executive Director by any member of the operations or management team. 
2) Forging Prescriptions and or forms of any kind.

3) Procedure
A) Executive Director have the discretion to:

1) Issue a letter to the patient informing them that they are being terminated from ORGANIZATION and that the provider will be available only for urgent care for 30 days following the date of the letter. The letter will include the signature of the Executive Director. A copy will be placed in the patient’s medical record.

2) Issue a letter to the patient informing them that behavior was unacceptable, and that further unacceptable behavior will initiate the termination process. The letter will include the signature of the Executive Director. A copy will be placed in the patient’s medical record.

VI) PROCEDURE FOR TERMINATING PATIENTS:

A. Patient chart(s) are forwarded to the designated person in the Medical Records Department.

B. The appropriate termination letter will be generated and forwarded to the provider or the Executive Director for signature.
C. The letter is sent registered mail requiring a return signature upon receipt.

D. The letter is copied and filed in each chart.

E. Each chart is labeled on the outside jacket “terminated as of (date)” and filed in the inactive section of the files.

F. The information is entered into the QSI patient management system:
G. Written on line # 31 of the patient screen (,1).

H. Detailed notes are written in f2.

I. Flash alert is generated in program 124.
J. All future non-emergent appointments are cancelled.

K. Receipt of the Post Office’s signed notice will be filed in the chart with the letter.

L. If the letter is returned without signature by the Post Office, the unopened letter and envelope will be filed in the chart.

1) It will be noted on the computer under f2 of the patient screen.

2) If the patient contacts the office at a later date, the patient will be verbally informed of the termination after confirming the identity of the patient. Reference “Verification of Identity”.
3) A determination can be made by the Executive Director whether to see that patient for the next 30 days depending on the reason for the termination.

 M) The termination letter will be mailed again or handed to the patient.
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