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Chapter 1. Introduction to IBM Phytel Outreach
Some patients forget to schedule recommended appointments, such as their diabetes or hypertension
follow-up. Automated health reminders can help patients schedule these appointments for preventive
care or a chronic condition.
IBM® Phytel® Outreach automatically identiﬁes high-priority patients and contacts them to schedule an
appointment with your clinic.
• It looks at the data for your health system's patients.
• It identiﬁes patients with chronic and preventive care gaps.
• For each identiﬁed patient, it selects their preferred means of communication: email, text message, or
phone call. If a patient has no preference, it uses a protocol communication mode sequence or your
health system's communication mode sequence.
• It then contacts the patient to encourage them to schedule an appointment.
Note: All messages to patients are HIPAA-compliant.

Your tasks
You can take any of the following actions for health reminders.
• Finding the reason that a patient received a health reminder.
• Stopping health reminders for a patient.
Selection of patients to contact
The system looks at the patient's age, gender, and other demographic information, and it selects patients
to contact based on several criteria:
• Do they have a chronic condition?
• Do they have an upcoming appointment?
• Are they overdue for a recommended exam or follow-up?
Summary of types of communication
The system sends communications Monday through Friday, typically 10:00 AM - 5:00 PM. To prevent
too many patients from scheduling appointments at one time, communications are limited by provider
each day. These health reminders include your practice name. The provider name is not included because
some patients see more than one provider.
©
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The system sends health reminders based on patients' communication preferences. It uses the ﬁrst
preference that it ﬁnds.
• If a patient has a preference, the system uses that preference.
• If a patient has no preference, the system ﬁrst checks the practice and then the health system for
preferences.
Their preferences determine how they are notiﬁed, but they can receive notiﬁcations by email, text, or
phone depending on the mode that your health system has enabled.
Phone calls are recorded messages.
• A maximum of two attempts are made to contact a patient successfully. The second attempt is 3 hours
after the ﬁrst attempt.
• After the ﬁrst communication, patients are eligible for another communication about 4 weeks later.
For emails, patients ﬁrst receive an introductory email, which includes a link to turn off email reminders.
Then, patients receive an email message that encourages them to call your practice.
With text messages, patients can immediately call your ofﬁce from the number provided.
Status of health reminders
You can ﬁnd the health reminder status and delivery details in the following places:
• Outreach Summary page, which shows all patient communications for a speciﬁc day
• Pop-up Patient Summary page, which shows the communications for a speciﬁc patient
To see the status of communications for patients, use the Conﬁrmation Summary page. For more
information, see Chapter 6, “Viewing a summary of health reminders,” on page 19
Email example
Hello Kathleen,
This is a courtesy message from Family Healthcare. As our patient, we care about you and strive to give
you the highest quality healthcare possible. We have some important information that is pertinent to
maintaining your health.
Please call our ofﬁce at 972-555-1234 to retrieve your health information. Please do not reply to this
email. To ensure your privacy, we would like to verify your identity over the phone prior to discussing any
of your personal health information.
Sincerely, Family Healthcare
Phone call example
Hello. Family Healthcare has health reminder for John. Our records indicate it is time for you to return to
the ofﬁce to see your provider for a follow up visit. Please call our ofﬁce to schedule an appointment at
641-555-6451.
Text message examples
Courtesy msg for Tracie from Angel Fire Medical Center. Call us at (482) 652-7306 for more info. Txt STOP
to opt-out, HELP 4 Help. Msg-Data rates apply.
Related concepts
“Health reminder phone calls” on page 31
Patients can receive phone calls that they are due for a follow-up for a chronic condition or preventive
exam.
“Health reminder emails” on page 29
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Patients can receive email alerts that they are due for a follow-up for a chronic condition or preventive
exam.
“Health reminder text messages” on page 33
Patients can receive text messages that remind them to schedule a follow-up for a chronic condition or
preventive exam.

Introduction to IBM Phytel Outreach 3
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Chapter 2. Finding and verifying a patient
Search for patients to verify a patient's information, see their communication history, or change what
communications they receive.
About this task
To show the most relevant results, the search includes patients who were contacted in the last 90 days or
who have a conﬁrmed appointment in the last two years.
Procedure
1. In the Search Patients ﬁeld in the upper right, enter the patient's 10-digit phone number (with or
without dashes).
Tip: Even if a patient received an email, use their phone number to ﬁnd the patient because the
number is often unique among patients. If you use ﬁrst name or last name, you might have more than
100 results. The search is limited to the ﬁrst 100 results, so the patient might not be listed.

For more information about other search options, see “Patient search options” on page 6.
2. Click Go.
If the search locates only one patient, the application displays the summary for that patient.
3. If more than one patient is listed in the Search Results window, click the patient's name.
In the search results, patients are listed alphabetically by last name, then ﬁrst name, and middle
initial.
4. Verify that the person calling is the patient whom was contacted.
Ask the patient to verify information in the Patient Summary view, such as their name and birth date.

Results
The Patient Summary view opens.
What to do next
Chapter 3, “Viewing the reason for a patient reminder,” on page 9
Chapter 4, “Stopping reminders for a patient,” on page 13
Chapter 5, “Restoring reminders for a patient,” on page 17

©
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Patient search options
Use these advanced options for searching patients.
Options

Examples

Notes®

Phone Number

5554441234

This method uses a 10-digit
search for an exact match of a
phone number.

(555)444-1234
(555) 444-1234
555-444-1234

To limit results, IBM
recommends that you use 10
digits when searching for a phone
number.
To search by a phone number,
enter at least 4 digits.

Patient ID or Medical Record
Number (MRN)

SmithJ1230-9991

Depending on your practice's
setup, you can search by either
the MRN or your practice's
patient ID.
Tip: If searching by MRN doesn't
ﬁnd a patient, search by your
practice's patient ID.
To limit results, IBM
recommends that you enter
the entire MRN or patient ID. At
minimum, enter at least 4 digits
or 2 alphabetical characters.
If the ID that you enter is all
numeric and 10 digits or fewer,
your results include all patients
who have a phone number or a
patient ID that matches those
numbers.
Because a patient's data can be
populated by multiple systems
integrated with IBM Phytel, a
patient can be associated with
multiple MRNs or patient IDs in
the application. You can search
with any MRN or patient ID that
is associated with the patient.
Because patient IDs are not
unique, multiple patients can
appear in your search results.
Note: If a patient has multiple
entries in different source
systems, the search returns
patient data from the latest
system source. So the search can
ﬁnd a matching MRN or patient
ID in one system, but the search
results show a different MRN.
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Options

Examples

Notes®

Given (ﬁrst) name

John

The search matches ﬁrst name
or last name. To search by name,
enter at least 2 alphabetical
characters.
The example returns all patients
with a ﬁrst or last name of John.
IBM does not recommend this
type of search because it is likely
to have more than 100 results.

Surname (Last name)

Smith

The search matches ﬁrst name
or last name. To search by name,
enter at least 2 alphabetical
characters.
The example returns all patients
with a last or ﬁrst name of Smith.
IBM does not recommend this
type of search because it is likely
to have more than 100 results.
Note:
Hyphens are special characters
that are removed. For example, if
you search for Wendell PickeringSmith, the search checks for
Wendell as a ﬁrst name and
PickeringSmith as a last name.
To avoid this issue, users should
enter the only ﬁrst part of the
hyphenated name, such as
Wendell Picker.
Note:
If a name has more than one
space, the characters before the
ﬁrst space are treated as the ﬁrst
name. The characters after the
ﬁrst space searched as a last
name, including any additional
spaces.
Example:
Search
Criteria

Results

dav van
dyk

The search checks
for dav in the ﬁrst
name and van dyk in
the last name.
Results:
• David Van Dyke

Finding and verifying a patient 7

Options

Examples

Notes®
Search
Criteria

Results
• Davante Van Dykle

Related tasks
“Finding and verifying a patient” on page 5
Search for patients to verify a patient's information, see their communication history, or change what
communications they receive.
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Chapter 3. Viewing the reason for a patient reminder
Because the communication the patient received does not state the patient’s health information, you
need to help patients understand why they were contacted.
Before you begin
Chapter 2, “Finding and verifying a patient,” on page 5
About this task
When a patient asks why they received the health reminder, search for the patient, and use the Patient
Summary page to ﬁnd the care gap for the communication. You can also view more patient details,
communication history, and manage patient opt-out preferences.
Procedure
1. After you search for a patient, verify that the Communications tab shows a list of communications.
The Communications tab shows all communications with the patient in the last 90 days. The most
recent communication appears ﬁrst.

This tab shows the following information for each communication.

©

Column

Description

Status

The event's status, which depends on whether it is a Health Reminder (IBM
Phytel Outreach or IBM Coordinate Campaigns) or Appointment Reminder
(IBM Phytel Remind) event. See the status table.

Comm. Date

The date of the initial communication event.

Reason

Indicates whether the communication is associated with a Health
Reminder (IBM Phytel Outreach) or Appointment Reminder (IBM Phytel
Remind) event.

Description

More information on why (the protocol or appointment type) the patient is
being contacted.

Provider

The provider with whom the patient is recommended to book an
appointment.
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Column

Description

Facility

The provider's practice or clinic.

Attempts

The number of communication attempts made.

2. Find the speciﬁc communication that a patient asked about.
A communication has one of the following states for appointment reminders (IBM Phytel Remind) or
health reminders (IBM Phytel Outreach and IBM Coordinate Campaigns).
Status

Type

Description

Appointment
Reminder

Unconﬁrmed appointment.

Appointment
Reminder

Patient or doctor canceled appointment or patient was a noshow.

Appointment
Reminder

Rescheduled appointment.

Appointment
Reminder

Conﬁrmed appointment or patient checked-in.

Health Reminder

Successful health reminder attempt.

Health Reminder

Health reminder attempt was made or delivered, but attempt
was unsuccessful.

3. To view the following details, expand the individual communication record.
• Communication type
• Communication date and time
• Outcome of communication attempt regardless of whether it was considered successful. If the
attempt was unsuccessful, the system attempts another communication. For health reminders,
whether the attempt was completed (delivered). For appointments, the delivery outcome, such as
dial error, live response, answering machine.

Note:
For emails, the Communications tab displays emails that were sent successfully to the patient's email
address. It does not show unsuccessful email attempts.
• If an email address has an invalid format, it does not appear on the Communications tab.
• If an email bounces, it appears under the patient's name as No Communication: Email Bounced.
Letter campaigns do not appear in the Communications tab because they must be sent manually to
patients. The system cannot record when the letters are sent.
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What to do next
Chapter 4, “Stopping reminders for a patient,” on page 13
Chapter 5, “Restoring reminders for a patient,” on page 17
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12 : IBM Phytel Outreach User Guide

Chapter 4. Stopping reminders for a patient
Stop sending health or appointment reminders to a patient.
Before you begin
Chapter 2, “Finding and verifying a patient,” on page 5
About this task
Patients might request to stop (opt out) any or all health or appointment reminders, such as phone calls,
emails, or text messages. For text messages and emails, patients can stop messages:
• At the bottom of the introductory email and all email reminders, patients can click the link to stop
emails.
• For text messages, patients can respond to a text reminder with STOP. This command stops sending
all text messages for both health and appointment reminders. It also stops sending messages to all
patients who share that mobile number.
To stop sending these reminders to a patient, review the following items:
• Discuss with your practice manager to understand your organization's policy on stopping
communications. Some organizations prefer to not stop all reminder or speciﬁc types of reminders.
• Determine which type of communications that the patient no longer wants to receive.
Procedure
1. Ask the patient the following questions:
• "Which kinds of communications do you no longer want to receive: Appointment reminders, health
reminders, or other health-related information?"
• "Which forms of communications do you no longer want to receive: Email communications, text
messages, or phone calls?"
2. Enter the patient's phone number or name into the Search Patients ﬁeld.
The number might be a landline or cell phone.

3. From the search results, click the patient's name.
4. In the Patient Summary window, click the Opt Out Settings tab.

©
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5. For Type, select the communication that the patient wants to turn off.
Option

Description

Global

All communications are stopped (email, text, phone) for
all products (IBM Phytel Outreach, IBM Phytel Coordinate
campaigns, and IBM Phytel Remind).
This option is the only one for stopping phone reminders for
appointments.

Health Reminders - Phone

Stop phone calls permanently to patients for the following
applications:
• All protocols for IBM Phytel Outreach
• IBM Phytel Coordinate Campaign
Select Date or Days for duration. This option cannot be set to a
permanent opt-out.

Health Reminders - Email

Stop emails permanently to patients for the following
applications:
• All protocols for IBM Phytel Outreach
• IBM Phytel Coordinate Campaigns
Select Permanent, Date, or Days for duration.

Health Reminders - Text

Stop sending text messages to patients for health reminders (IBM
Phytel Outreach). This option includes all protocols.
Select Permanent, Date, or Days for duration.

Speciﬁc protocols such as
Asthma, Diabetes

Stop phone calls, text messages, and emails for selected
protocols in IBM Phytel Outreach.
Select Permanent, Date, or Days for duration.

Appt Conf - Email
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Stop sending patients email reminders for appointments in IBM
Phytel Remind.

Option

Description
By default, this option is permanent, but it can be changed to a
temporary duration.
Select Permanent, Date, or Days for duration.

Appt Conf - Text

Stop sending patients text messages for appointment reminders
in IBM Phytel Remind. Patients are not opted out of other text
communications that are enabled.
By default, it is permanent, but it can be changed to a temporary
duration.
Select Permanent, Date, or Days for duration.

6. Select how long to turn off the communications:
•

For temporary opt-outs, use one of the following options.
Option

Description

Date

Stop communications through the date
selected.
This option does not apply to the Global type.

Day

Stop the communications for the speciﬁed
number of days.
This option does not apply to the Global type.

• To stop communications completely, click Permanent.
7. From the Reason list, select an option that is available for the Type selected.
8. Optional: In the Reason comment ﬁeld, add other information for stopping the reminders for a
patient.
9. To reset selections, click Clear.
This action does not remove saved opt outs.
10. Click Add.
The patient is added to the opt-out list.
Results
A patient will not receive the selected future health or appointment reminders.
Related tasks
“Restoring reminders for a patient” on page 17
Resume health and appointment reminders for a patient.
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Chapter 5. Restoring reminders for a patient
Resume health and appointment reminders for a patient.
Before you begin
Chapter 2, “Finding and verifying a patient,” on page 5
About this task
Patients might request to resume any or all reminders that they previously stopped, such as phone calls,
emails, or text messages. Review with the patient which reminders are stopped. Then, determine which
health or appointment reminders to start sending the patient.
Procedure
1. In the Patient Summary window, click the Opt Out Settings tab.

2. From the list of current opt-outs, select the communications that the patient wants to restore.
Tip:
To restore all communications, click the check box next to the Type heading. This option selects all
current opt-out options.
Option

Description

Global

All communications are stopped (email, text, phone) for all
products (IBM Phytel Outreach, IBM Phytel Coordinate campaigns,
and IBM Phytel Remind).
This option is the only one for stopping phone reminders for
appointments.

Health Reminders - Phone

©
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applications:
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Option

Description
• All protocols for IBM Phytel Outreach
• IBM Phytel Coordinate Campaign
Select Date or Days for duration. This option cannot be set to a
permanent opt-out.

Health Reminders - Email

Stop emails permanently to patients for the following applications:
• All protocols for IBM Phytel Outreach
• IBM Phytel Coordinate Campaigns
Select Permanent, Date, or Days for duration.

Health Reminders - Text

Stop sending text messages to patients for health reminders (IBM
Phytel Outreach). This option includes all protocols.
Select Permanent, Date, or Days for duration.

Speciﬁc protocols such as
Asthma, Diabetes

Stop phone calls, text messages, and emails for selected protocols
in IBM Phytel Outreach.
Select Permanent, Date, or Days for duration.

Appt Conf - Email

Stop sending patients email reminders for appointments in IBM
Phytel Remind.
By default, this option is permanent, but it can be changed to a
temporary duration.
Select Permanent, Date, or Days for duration.

Appt Conf - Text

Stop sending patients text messages for appointment reminders
in IBM Phytel Remind. Patients are not opted out of other text
communications that are enabled.
By default, it is permanent, but it can be changed to a temporary
duration.
Select Permanent, Date, or Days for duration.

3. Click Remove.
After a short time, the list of opt-outs update. The selected options are removed from the list of optouts.
Results
A patient will receive the selected reminders.
Related tasks
“Stopping reminders for a patient” on page 13
Stop sending health or appointment reminders to a patient.
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Chapter 6. Viewing a summary of health reminders
View a summary of health reminders and their status for a speciﬁc date.
Before you begin
You must have permission to use the Outreach tab. If you do not have the permission, contact your
administrator.
About this task
The Outreach tab shows health reminders that are sent to patients with care gaps. For example, if a
patient has diabetes and had no appointment within the last six months, then the system sends the
patient a reminder to make an appointment. You can use this tab to identify patients who were contacted
and to estimate how many patients might call to make appointments.
To ﬁnd the reason that a patient was contacted, see Chapter 3, “Viewing the reason for a patient
reminder,” on page 9.
You cannot stop the system from sending a health reminder from this tab. To stop health reminders for a
patient, see Chapter 4, “Stopping reminders for a patient,” on page 13.
Procedure
1. From the Outreach tab, select the group (which can be a practice, clinic, or provider group).
•

To select all groups, keep Select All checked.

To select a speciﬁc group, click Groups and then Select All to clear the check marks. Then, click
one or more groups.
2. Select the provider.
•

•

To select all providers, keep Select All checked.

•

To select a speciﬁc provider, click Providers and then Select All to clear the check marks. Then,
click one or more providers.

3. To change the date, click the calendar icon

and select a date.
Use the single arrow to change the month. Use the double arrow to change the year.

4. Select the Sort By ﬁlter.

©
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Option

Description

Patient Name

Displays the health reminders in alphabetical
order based on the patient's surname and then
given name.

Provider

Sorts the health reminders in alphabetical
order based on the provider's name. All health
reminders for a provider are grouped.

Call Status

Sorts the health reminders based on whether the
patients were contacted.
Note: If you want to estimate how many patients
might call to make appointments, sort on Call
Status.
The health reminders appear in the following
order:
a. Incomplete (Not contacted) Text messages
and emails can be incomplete if the phone
numbers or addresses are invalid. Phone calls
can be incomplete for several reasons:
• A busy telephone line
• A dialing error
• An invalid phone number
• A line that continually rings with no answer
• An early disconnection
(This disconnection typically results from
the caller hanging up, the cell phone
dropping the call, or the answering machine
stopping.)
b. Queued (In progress)
c. Successful (Contacted) Text messages and
emails are successful when the messages are
sent. Phone calls are successful when key
message details are delivered to a live person,
an answering machine, or voicemail.

Response

The Response option sorts the health reminders
based on the system status.
Tip: Sort on the Call Status to view a more
accurate status of patient communications.

5. To show a speciﬁc status, clear the ones that you do not want.
Note: Because the system contacts patients throughout the day, these results might change. IBM
recommends that you use all statuses.
6. Keep all Responses checked.
7. Select the reason.
•

To select all reasons, keep Select All checked.

•

To select a speciﬁc reason, click Reasons and then Select All to clear the check marks. Click one or
more reasons.

20 : IBM Phytel Outreach User Guide

The Reasons ﬁlter lists all reasons for a health reminder, such as Asthma, Hypertension, and Influenza
Vaccine. A patient might have more than one reason for receiving a health reminder, but select the
primary reason.
8. Click Update Results.
Your results are limited to the ﬁrst 500 health reminders that meet your criteria. If exactly 500 are in
your result set, then use the sidebar options or the top ﬁlters to reﬁne your search.
Note:
When you modify any search criteria, you must click Update Results.
What to do next
Save the health reminder list to a ﬁle.

Viewing a summary of health reminders 21
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Chapter 7. Saving a summary of health reminders
Save a summary of health reminders (phone, text, email) to a ﬁle.
Before you begin
Set up and update the list of health reminders. See Chapter 6, “Viewing a summary of health reminders,”
on page 19.
About this task
You can save a list of health reminders to a ﬁle: a Microsoft Excel spreadsheet, Microsoft Word document,
or PDF ﬁle. You can use this list to review the health reminders for a speciﬁc day. You cannot see a
summary for a range of days.
From the Outreach tab, you cannot stop or cancel health reminders. To stop health reminders, see
Chapter 4, “Stopping reminders for a patient,” on page 13.
The report includes the following information:
• Date that the report is created and the user who created it.
• Groups selected.
• Providers selected.
• Statuses selected.
• Responses selected.
• Reminder details that include status, response, patient's name, date of the reminder, primary reason for
the reminder, patient's phone number, provider, and practice (facility).
Procedure
1. Click Print and one of the following options.
Option

Description

All

Includes all reminders for all pages.

Current Page

Includes only the reminders on the currently
displayed page.

2. In the new report view window, click Export, and select the format of the saved ﬁle.

3. Close the report view window.
4. To open the Outreach ﬁle, double-click it.

©
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Results
The downloaded report is named Outreach.

24 : IBM Phytel Outreach User Guide

Chapter 8. Example reasons for health reminders
The following tables describe examples of protocols. Protocols are the reasons that patients receive
health reminders. If patients meet the protocol's description, the system sends them health reminders.
You need to discuss with your practice manager to understand the protocols that your practice uses.
Chronic condition protocols

©

Protocol

Protocol abbreviation

Description

Asthma

Asthma

Identify patients 18 years and
older with a diagnosis of asthma
who have not had a chronic
condition visit-related charge in
the past 6 months and do not
have a visit scheduled in the next
60 days.

Chronic Obstructive Pulmonary
Disease

COPD

Identify patients 18 years and
older with a COPD diagnosis who
have not had a chronic condition
visit-related charge in the past 6
months and do not have a visit
scheduled in the next 60 days.

Coronary Artery Disease

CAD

Identify patients 18 years and
older with a diagnosis of coronary
artery disease who have not had
a chronic condition visit-related
charge in the past 6 months and
do not have a visit scheduled in
the next 60 days.

Depression

DEP

Identify patients 18 years and
older with a diagnosis of major
depressive disorder who did not
have a mood disorder visit during
the past 6 months.

Diabetes-Uncontrolled

DM-UNC

Identify patients 18 years
and older with a diagnosis of
uncontrolled diabetes mellitus
who have not had a chronic
condition visit-related charge in
the past 3 months and do not
have a visit scheduled in the next
30 days.

Heart Failure

HF

Identify patients 18 years and
older with a diagnosis of heart
failure who have not had a
chronic condition visit-related
charge in the past six months and
do not have a visit scheduled in
the next 60 days.

High Cholesterol

CHOL

Identify patients 18 years and
older with diagnosis indicative

Copyright IBM Corp. 2015, 2019
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Protocol

Protocol abbreviation

Description
of hypercholesterolemia who
have not had a chronic condition
visit-related charge in the past 6
months and do not have a visit
scheduled in the next 60 days.

Hypertension

HTN

Identify patients 18 years
and older with a diagnosis of
hypertension who have not had
a chronic condition visit-related
charge in the past 6 months and
do not have a visit scheduled in
the next 60 days.

Medicare Initial Physical Exam
(IPPE)

IPPE

Identify patients between 65
and 66 years who have not had
a medicare initial preventive
physical examination (IPPE) in
the past 12 months and do not
have a visit scheduled in the next
60 days.

Thyroid Disorder

THY

Identify patients 18 years and
older with a diagnosis of thyroid
disorder who have not had a
chronic condition visit-related
charge in the past 6 months and
do not have a visit scheduled in
the next 60 days.

Protocol

Protocol abbreviation

Description

Colorectal Cancer Screening

CCS

Identify patients 50 years
and older who have any of the
following characteristics and do
not have a visit scheduled in the
next 60 days:

Preventive protocols

• have not had a FOBT in the
previous 12 months
• have not had a flexible
sigmoidoscopy within the
previous ﬁve years
• have not had a Barium Enema
within the previous 5 years
• have not had a CT
colonography in the previous 5
years
• have not had a colonoscopy in
the previous 10 years
Influenza Vaccine
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FLU

Identify patients with any of
these characteristics who have

Protocol

Protocol abbreviation

Description
not had an influenza vaccination
during the current flu season:
• Between 6 months and 18
years
• Between 19 and 49 years with
a chronic medical condition
• Pregnant patients (coded in the
past 2 months)
• 50 years and older
• Households and contacts with
infants 6 months and younger

Mammography Screening –
Young Adult

MAMM

Identify female patients between
40 and 49 years who have
not had a mammogram in the
previous 24 months and do not
have a visit scheduled in the next
60 days.

Pneumococcal Vaccine

PPSV

Identify patients with any of
these characteristics:
• Between 2 and 65 years with
a chronic medical condition
who have not had a pneumonia
vaccine previously
• 65 years and older who have
not had a pneumonia vaccine
since turning 65 years
Patients between 65 and 70
years will not be called if they
received a pneumonia vaccine
before turning 65 years and it
was within the last ﬁve years.

Prostate Cancer Screening

PSA

Identify male patients age of
50 - 75 who have not had a PSA
blood test in the previous 12
months and do not have a visit
that is scheduled in the next two
months.

Related tasks
“Viewing the reason for a patient reminder” on page 9
Because the communication the patient received does not state the patient’s health information, you
need to help patients understand why they were contacted.
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Chapter 9. Health reminder emails
Patients can receive email alerts that they are due for a follow-up for a chronic condition or preventive
exam.
• The emails remind patients when it is time to schedule a follow-up appointment with their provider.
• The emails are sent Monday through Friday in the morning.
Forty-eight hours before the ﬁrst email reminder, patients receive an introductory email, as shown in the
following example. This introductory email announces the email service and allows the patient to turn off
the reminder emails.

If patients don't turn off these emails, they receive health reminders, as shown in the following example.

The email message, logo, the sender name and email address, subject line, and footer message use a
custom template for your health system. This template applies to both introductory and health reminder
emails.
Note: Health reminder emails are sent to a patient one time. If the email is delivered, it is considered a
successful communication.
If a patient stops email reminders but still has email as their preference, then the system uses the means
of communication set by your health system.
Stopping reminder emails
Patients can turn off the health reminder emails with any of the following methods:
• By contacting your clinic
• Through the introductory email
• Through any health reminder email
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For more information about stopping reminders for a patient, see Chapter 4, “Stopping reminders for a
patient,” on page 13.
A patient can click the link at the bottom of the introductory email or an email reminder.

On the Email Unsubscribe Options page, a patient selects the type of email reminders to stop and clicks
Submit.

A patient next selects a reason for stopping the reminders, and clicks Submit.

The patient sees a conﬁrmation message similar to the following example.
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Chapter 10. Health reminder phone calls
Patients can receive phone calls that they are due for a follow-up for a chronic condition or preventive
exam.
The system sends automated phone calls to patients. Your clinic can conﬁgure what the message says
and when the calls are sent.
Call schedule
Phone calls are made Monday through Friday from 10:00 AM to 8:00 PM local time. A maximum of two
attempts are made in a day to contact a patient successfully. The system attempts a second call 3 hours
after the ﬁrst attempt.
A patient can receive another contact after 30 days for different reasons:
• If the contact is successful, and the patient does not book an appointment in response to the call.
• If the contact is unsuccessful.
Note: The 30-day wait period is the default. Your health system might use a different number of days.
Contact your practice manager to understand your setup.
In either case, a patient can be contacted after the allotted time. Patients are not contacted immediately
after the waiting period expires. Contacting patients again depends on the size of the provider’s patient
panel and the maximum number of patient communications per day.
The system goes through this process several times. If a patient does not make an appointment, the
system suspends further health reminders for 30 days.
• The system assigns the patient a status of Retries Exceeded for 30 days.
• After the 30-day period, the patient is eligible to receive health reminders.
The caller ID that patients is the scheduling number for your practice.
Holiday schedule
Phone calls are not sent during the following holidays:
• Thanksgiving (and the next day)
• Christmas (Dec 24-25)
• New Years (Dec 31-Jan 1)
For these holidays, calls are sent on either the previous or following business day. Calls are not made on
the days that a holiday is observed.
Spoken names
The system uses a large database of spoken ﬁrst names when it calls patients. Less common or
misspelled names might not have a match in the database. In these cases, the patient name is
substituted with the phrase “a person in your household.”
Call success
To determine whether to contact a patient again because he or she did not receive the message, phone
call attempts are either successful or unsuccessful.
Successful means that the system was able to deliver key message details in the following ways:
• A live person
• An answering machine
©
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• A voicemail
Calls might be unsuccessful for several reasons:
• A busy telephone line
• A dialing error
• An invalid phone number
• A line that continually rings with no answer
• An early disconnection (This result is usually because a caller hangs up, a cell phone drops the call, or
an answering machine stops recording.)
• A live person picks up the telephone but hangs up before they hear the key message details.
In the following example, the asterisk (*) indicates the point that must be played for a patient and that the
call is successful.
<Practice Name> has a health reminder for <Patient Name>. Our records indicate that it is time for you
to return to the ofﬁce to see your physician for a follow up visit. * Please call our ofﬁce to schedule an
appointment at <Phone Number>. To listen to this message again, press 1. To end this call, press 2. Thank
you. Goodbye.
Call quality
Call quality issues sometimes interfere with a patient receiving a call.
Because many people use cell phones as their main contact number, a patient might not receive a call, or
the call is considered unsuccessful. Various situations can affect the outcome of a call that just cannot be
avoided:
• Loud background noise
• Multiple voicemail boxes
• Poor cell reception/dropped calls
• Language barrier
• Elderly/hearing-impaired
In these situations, a patient might not hear the message, or the message does not begin.
For example, a patient is in an elevator and receives a call. The patient cannot hear anything, but the
system hears them. The system plays the message, but the patient cannot hear it. The patient calls your
clinic and mentions that they got a call from your number but didn’t hear anything. You can ask for the
number at which the call was placed.
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Chapter 11. Health reminder text messages
Patients can receive text messages that remind them to schedule a follow-up for a chronic condition or
preventive exam.
The text messages remind patients when it is time to schedule a follow-up appointment with their
provider. The text messages are sent Monday through Friday, typically between 10:00 AM and 8:00 PM in
your time zone. The following example shows a message that a patient can receive.

Patients then see one of the following messages based on their response.
Patient response

Message

Stop

Your number has been unsubscribed. To opt in again please call:
Clinic Phone Number. Msg data rates may apply.

Help

Info? Help Callback Number. Reply STOP to cancel. Msg data
rates may apply.

Text reminder requirements
To receive text messages, a patient must meet the following requirements:
• Patients must give consent to receive text messages.
• Patients must have a mobile (cell) or any other phone that can receive text messages.
The system sends text messages based on patients' consent and communication preferences. If either
of the following conditions is true, the system uses the protocol communication mode sequence or your
practice/health system's communication mode sequence to contact the patient.
• If a patient has no communication preference.
• If the phone number is invalid.
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Reasons for not receiving text messages
Health reminder text messages are not sent to patients if the phone number for your practice is not
available.
If a patient has no phone number for text, the system does not send the patient text messages
(regardless of consent). The patient receives a phone call or email instead.
If patients who share a mobile phone number for text messages replies with STOP, all of these patients
are automatically opted out of all text messages. The practice can change the opt-outs for these patients
at any time. The opt-out applies only to the phone number, regardless of any patient name tied to it.
Stopping reminder emails
Patients can turn off the health reminder emails with any of the following methods:
• By contacting your clinic
• Through the introductory email
• Through any health reminder email
If a patient replies to a text reminder with Stop, that phone number does not receive text messages:
• health reminders (for IBM Phytel Coordinate Campaign and IBM Phytel Outreach).
• appointment reminders (IBM Phytel Remind).
If a patient calls the clinic to turn off text reminders, you can stop sending text messages for all
reminders, only health reminders, or only appointment reminders. For more information, see Chapter 4,
“Stopping reminders for a patient,” on page 13.
If a patient stops text reminders but still has text messages as their preference, then the system uses the
protocol communication mode sequence or the practice/health system's communication mode sequence
to contact the patient.
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Chapter 12. Contacting technical support
If you have an issue, contact IBM Phytel's Client Care team.
Before you begin
To log an issue, submit the following information:
• Your contact information (name, email, and practice name).
• Patient example with the patient’s initials, DOB, and the last 4 digits of the phone number where they
received the IBM Phytel call, if applicable.
• A brief synopsis of the problem without including PHI.
About this task
The Client Care team is available weekdays from 7:00 AM to 7:00 PM CST. During off-hours or weekends,
you can submit tickets, and on-call personnel will respond. Your cases are resolved according to their
impact, priority, and stafﬁng availability.
After you submit an issue, you will receive a case number through email at the email address you
provided. After the issue is resolved, you will receive an email with the case number and the resolution.
Procedure
To contact Client Care, use any of the following methods.
1. From the application, send a support request.
a) Whether you are logged in or are on the application login page, click Support Request from the
Help menu.

b) Complete the form with as much information as possible without including PHI, and click Submit.

2. Send an email to PhytelClientCare@us.ibm.com with the required information.
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Note: Because email is not a secure environment, do not send screen captures and other patient
information (unless IBM Phytel requests them).
3. Leave a voicemail at 1-800-559-3057, Ext. 5 with the required information.
Note: This number is not for a live support contact.
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Chapter 13. Viewing training and documentation
View any videos or download any other documents, such as user guides, FAQs, and the most recent
release notes available. Use these training resources for new employees or anyone who needs a refresher
on any product or product-speciﬁc topics.
Procedure
1. To access training videos and resources, click Training in the Help menu:

IBM Phytel University opens in a different browser tab or window.
2. From the top row of tabs, click My Training.

3. From the Courses tab, click the > icon for the learning content for a product.
A list of training videos, user guides, FAQs, and other resources is displayed.
4. To view an item, click Enroll.
The training resource opens in another window.
What to do next
If you have a question about using the product or a speciﬁc feature, email the education department at
phyteleducation@us.ibm.com.
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Notices
This information was developed for products and services offered in the United States.
IBM may not offer the products, services, or features discussed in this document in other countries.
Consult your local IBM representative for information on the products and services currently available
in your area. Any reference to an IBM product, program, or service is not intended to state or imply that
only that IBM product, program, or service may be used. Any functionally equivalent product, program, or
service that does not infringe any IBM intellectual property right may be used instead. However, it is the
user's responsibility to evaluate and verify the operation of any non-IBM product, program, or service.
IBM may have patents or pending patent applications covering subject matter described in this document.
The furnishing of this document does not grant you any license to these patents. You can send license
inquiries, in writing, to:
IBM Director of Licensing IBM Corporation North Castle Drive, MD-NC119 Armonk, NY 10504-1785 US
For license inquiries regarding double-byte character set (DBCS) information, contact the IBM Intellectual
Property Department in your country or send inquiries, in writing, to:
Intellectual Property Licensing Legal and Intellectual Property Law IBM Japan Ltd. 19-21, NihonbashiHakozakicho, Chuo-ku Tokyo 103-8510, Japan
INTERNATIONAL BUSINESS MACHINES CORPORATION PROVIDES THIS PUBLICATION "AS IS"
WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED
TO, THE IMPLIED WARRANTIES OF NON-INFRINGEMENT, MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPOSE. Some jurisdictions do not allow disclaimer of express or implied warranties in
certain transactions, therefore, this statement may not apply to you.
This information could include technical inaccuracies or typographical errors. Changes are periodically
made to the information herein; these changes will be incorporated in new editions of the publication.
IBM may make improvements and/or changes in the product(s) and/or the program(s) described in this
publication at any time without notice.
Any references in this information to non-IBM websites are provided for convenience only and do not in
any manner serve as an endorsement of those websites. The materials at those websites are not part of
the materials for this IBM product and use of those websites is at your own risk.
IBM may use or distribute any of the information you provide in any way it believes appropriate without
incurring any obligation to you.
Licensees of this program who wish to have information about it for the purpose of enabling: (i) the
exchange of information between independently created programs and other programs (including this
one) and (ii) the mutual use of the information which has been exchanged, should contact:
IBM Director of Licensing IBM Corporation North Castle Drive, MD-NC119 Armonk, NY 10504-1785 US
Such information may be available, subject to appropriate terms and conditions, including in some cases,
payment of a fee.
The licensed program described in this document and all licensed material available for it are provided by
IBM under terms of the IBM Customer Agreement, IBM International Program License Agreement or any
equivalent agreement between us.
The performance data and client examples cited are presented for illustrative purposes only. Actual
performance results may vary depending on speciﬁc conﬁgurations and operating conditions.
Information concerning non-IBM products was obtained from the suppliers of those products, their
published announcements or other publicly available sources. IBM has not tested those products
and cannot conﬁrm the accuracy of performance, compatibility or any other claims related to
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non-IBMproducts. Questions on the capabilities of non-IBM products should be addressed to the
suppliers of those products.
Statements regarding IBM's future direction or intent are subject to change or withdrawal without notice,
and represent goals and objectives only.
All IBM prices shown are IBM's suggested retail prices, are current and are subject to change without
notice. Dealer prices may vary.
This information is for planning purposes only. The information herein is subject to change before the
products described become available.
This information contains examples of data and reports used in daily business operations. To illustrate
them as completely as possible, the examples include the names of individuals, companies, brands, and
products. All of these names are ﬁctitious and any similarity to actual people or business enterprises is
entirely coincidental.
COPYRIGHT LICENSE:
This information contains sample application programs in source language, which illustrate programming
techniques on various operating platforms. You may copy, modify, and distribute these sample programs
in any form without payment to IBM, for the purposes of developing, using, marketing or distributing
application programs conforming to the application programming interface for the operating platform
for which the sample programs are written. These examples have not been thoroughly tested under
all conditions. IBM, therefore, cannot guarantee or imply reliability, serviceability, or function of these
programs. The sample programs are provided "AS IS", without warranty of any kind. IBM shall not be
liable for any damages arising out of your use of the sample programs.
© (your company name) (year). Portions of this code are derived from IBM Corp. Sample Programs. ©

Copyright IBM Corp. _enter the year or years_.

Privacy Policy considerations
IBM Software products, including software as a service solutions, (“Software Offerings”) may use cookies
or other technologies to collect product usage information, to help improve the end user experience,
to tailor interactions with the end user or for other purposes. In many cases no personally identiﬁable
information is collected by the Software Offerings. Some of our Software Offerings can help enable you
to collect personally identiﬁable information. If this Software Offering uses cookies to collect personally
identiﬁable information, speciﬁc information about this offering’s use of cookies is set forth below.
Depending upon the conﬁgurations deployed, this Software Offering may use session cookies or other
similar technologies that collect each user’s name, user name, password, and/or other personally
identiﬁable information for purposes of session management, authentication, enhanced user usability,
single sign-on conﬁguration and/or other usage tracking and/or functional purposes. These cookies or
other similar technologies cannot be disabled.
If the conﬁgurations deployed for this Software Offering provide you as customer the ability to collect
personally identiﬁable information from end users via cookies and other technologies, you should seek
your own legal advice about any laws applicable to such data collection, including any requirements for
notice and consent.
For more information about the use of various technologies, including cookies, for these purposes,
see IBM’s Privacy Policy at http://www.ibm.com/privacy and IBM’s Online Privacy Statement at http://
www.ibm.com/privacy/details the section entitled “Cookies, Web Beacons and Other Technologies” and
the “IBM Software Products and Software-as-a-Service Privacy Statement” at http://www.ibm.com/
software/info/product-privacy.
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Trademarks
IBM, the IBM logo, IBM Phytel, IBM Phytel Atmosphere, IBM Phytel Coordinate, IBM Phytel Transition,
IBM Phytel Outreach, IBM Phytel Remind, IBM Phytel Engage, the Phytel logo, and combinations thereof
are trademarks of IBM Corporation, registered in many jurisdictions worldwide. Other product and service
names might be trademarks of IBM or other companies. A current list of IBM trademarks is available on
the Web at “ Copyright and trademark information ” at http://www.ibm.com/legal/copytrade.shtml.
Java™ and all Java-based trademarks and logos are trademarks or registered trademarks of Oracle and/or
its afﬁliates.
Linux is a registered trademark of Linus Torvalds in the United States, other countries, or both.
Microsoft, Windows, Windows NT, and the Windows logo are trademarks of Microsoft Corporation in the
United States, other countries, or both.
UNIX is a registered trademark of The Open Group in the United States and other countries.
Other names may be trademarks of their respective owners. Other company, product, and service names
may be trademarks or service marks of others.

Terms and conditions for product documentation
Permissions for the use of these publications are granted subject to the following terms and conditions.
Applicability
These terms and conditions are in addition to any terms of use for the IBM website.
Personal use
You may reproduce these publications for your personal, noncommercial use provided that all proprietary
notices are preserved. You may not distribute, display or make derivative work of these publications, or
any portion thereof, without the express consent of IBM.
Commercial use
You may reproduce, distribute and display these publications solely within your enterprise provided
that all proprietary notices are preserved. You may not make derivative works of these publications, or
reproduce, distribute or display these publications or any portion thereof outside your enterprise, without
the express consent of IBM.
Rights
Except as expressly granted in this permission, no other permissions, licenses or rights are granted, either
express or implied, to the publications or any information, data, software or other intellectual property
contained therein.
IBM reserves the right to withdraw the permissions granted herein whenever, in its discretion, the use
of the publications is detrimental to its interest or, as determined by IBM, the above instructions are not
being properly followed.
You may not download, export or re-export this information except in full compliance with all applicable
laws and regulations, including all United States export laws and regulations.
IBM MAKES NO GUARANTEE ABOUT THE CONTENT OF THESE PUBLICATIONS. THE PUBLICATIONS
ARE PROVIDED "AS-IS" AND WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESSED OR IMPLIED,
INCLUDING BUT NOT LIMITED TO IMPLIED WARRANTIES OF MERCHANTABILITY, NON-INFRINGEMENT,
AND FITNESS FOR A PARTICULAR PURPOSE.
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