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Tips for Discharge Calling
A follow up phone call, after discharge,  can contribute a lot to the outcome of a hospital visit and contribute significantly to patients perceptions of care and the hospital overall.
Up to 20% of patients experience issues that require attention within 3 days of discharge
“Patients feel more cared for when they are contacted after discharge”

1. Timing:  These calls have the most benefit when made 24-48 hours after discharge
2. Patient Medical Record:  Always have the medical record in front of you. Often there will be questions that will require referring back to the medical record.
3. Call From A Quiet Location: If the patient (or other contact) hears a lot of background noise they may feel like they are imposing or taking you away from other urgent care.
4. Early Evening: If possible schedule calls for early evening.  You will improve the rate that you connect. Remember leaving a voice mail is not making a discharge call.
5. Voice Mail:  If you have to leave a voice mail give your name and phone number and a general message.  Avoid potential HIPAA violations, do not leave detailed message.
6. Resolve Issues: Be sure that any issues raised are resolved to the patient’s satisfaction.
7. Look At Results: Be aware of the overall results of calls particularly looking for trends in items that are creating issues.

How Readiness Rounds Supports Discharge Calling Process
1. Electronic process that eliminates paper.
2. Standard checklist template fully customizable for any hospital specific needs.
3. Any item that cannot be resolve on call generates an E Mail alert in under 60 minutes.
4. Overall and Department Specific dashboards pushed to responsible managers to allow immediate identification of “top failing issues” along with a close watch on overall trends.
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