
 

  
             

   

       
       

   
 

      
        

 

          
 

 

 
 

 
 

 

 
   

    

     

     

    

 
RESOURCES  

Process Mapping 
Use these resources to gain further insight into the practice of process mapping. 

ARTICLES + DOCUMENTS 

Agency for Healthcare Research and Quality (AHRQ) Practice Facilitation 
Training Modules: Process Mapping (April 2022). Retrieved on August 
5, 2024, from https://www.ahrq.gov/ncepcr/tools/transform-
qi/deliver-facilitation/modules/index.html#mapping 

NHS Institute for Innovation and Improvement. (2005). Process mapping, 
analysis, and redesign. Retrieved March 4, 2021, from 
https://www.england.nhs.uk/improvement-hub/wp-content/uploads/  
sites/44/2017/11/ILG-1.2-Process-Mapping-Analysis-and-Redesign.pdf 

Tague, N. (2005). What is a Flowchart? Retrieved March 04, 2021, from 
https://asq.org/quality-resources/flowchart 

Trebble,  T.  M.,  Hansi,  N.,  Hydes,  T.,  Smith,  M.  A.,  &  Baker,  M.  (2010).  Process 
mapping t he  patient  journey: An  introduction.  BMJ,  341(Aug),  13th s er.
doi:10.1136/bmj.c4078.  Retrieved  March 2 9, 2021, from 

 
https://  

www.researchgate.net/profile/Theresa-Hydes publication/ 
45650492_Practice_Pointer_Process_mapping_the_patient_journey_an_ 
introduction/links/02e7e52dc1a62e2e85000000/Practice-Pointer-
Process-mapping-the-patient-journey-an-introduction.pdf 

SAMPLE PROCESS MAPS 

1. ED Follow-up Workflow 

2. Cervical Cancer Screening Outreach Workflow 

3. Colorectal Cancer Screening Inreach Workflow 

4. Referral Tracking Workflow 

https://www.ahrq.gov/ncepcr/tools/transform-qi/deliver-facilitation/modules/index.html#mapping
https://www.ahrq.gov/ncepcr/tools/transform-qi/deliver-facilitation/modules/index.html#mapping
http://www.england.nhs.uk/improvement-hub/wp-content/uploads/
https://www.england.nhs.uk/improvement-hub/wp-content/uploads/sites/44/2017/11/ILG-1.2-Process-Mapping-Analysis-and-Redesign.pdf
https://www.researchgate.net/profile/Theresa-Hydes/publication/45650492_Practice_Pointer_Process_mapping_the_patient_journey_an_introduction/links/02e7e52dc1a62e2e85000000/Practice-Pointer-Process-mapping-the-patient-journey-an-introduction.pdf
https://www.researchgate.net/profile/Theresa-Hydes/publication/45650492_Practice_Pointer_Process_mapping_the_patient_journey_an_introduction/links/02e7e52dc1a62e2e85000000/Practice-Pointer-Process-mapping-the-patient-journey-an-introduction.pdf
https://www.researchgate.net/profile/Theresa-Hydes/publication/45650492_Practice_Pointer_Process_mapping_the_patient_journey_an_introduction/links/02e7e52dc1a62e2e85000000/Practice-Pointer-Process-mapping-the-patient-journey-an-introduction.pdf
https://www.researchgate.net/profile/Theresa-Hydes/publication/45650492_Practice_Pointer_Process_mapping_the_patient_journey_an_introduction/links/02e7e52dc1a62e2e85000000/Practice-Pointer-Process-mapping-the-patient-journey-an-introduction.pdf
https://www.researchgate.net/profile/Theresa-Hydes/publication/45650492_Practice_Pointer_Process_mapping_the_patient_journey_an_introduction/links/02e7e52dc1a62e2e85000000/Practice-Pointer-Process-mapping-the-patient-journey-an-introduction.pdf
https://asq.org/quality-resources/flowchart


 

 

 

 
 

 

 
 

 

 
 

 
 

 
 
 

 

 

 

 

 
 

   

   
 

 

 

 

     
 

   

   
 

 
 
 

 

   

 

 

 

 

 
   

 
 

 

 
   

 

Title: Clinic process for ED follow‐ups
Re

ce
pt
io
ni
st

 
Q
I M

an
ag
er

Pa
tie

nt
 

Day after appointment Before follow‐up appointment Day of appointment 

ED notification received via Fax or 
in “in‐basket” of QA Mgr 

Urgent Follow‐
up? 

QI Manager sends 
message to provider 

in EHR 

Pt has an 
upcoming 

appointment 

Appointment for 
the same reason? 

QI Manager 
documents ED visit in 
Appointment Notes 

QI Manager sends 
message to Provider 

QI Manager sends 
message to 

Receptionist via EHR 

Receptionist contacts 
pt to schedule 

appointment (3 calls 
at different days and 

times) 

Unable to contact 
pt? 

Yes 

No 

Yes 

No 

Receptionist informs 
QI Manager 

QI Manager drafts 
letters and sends to 

pt 

Is pt’s PCP 
available? 

Schedule pt with mid‐
level or another MD 

Schedule 
appointment with 

pt’s PCP 

Pt cancels appt? 
VM reminder the day 

prior 

Pt no‐shows? 

QI Manager reviews 
no‐shows from the 

day before 

Sends info on no‐
show pts to 
Receptionist 

Receptionist calls pt 

QI manager documents no 
show  (reason for visit and 
frequency of visits) in EHR 

Decides w/ PCP 
to refer to the 
Alliance CM 

QI manager notifies 
CEO No 

Yes 

Yes 

Pt wants to 
reschedule 

No 

No 

Yes 

Yes No 

No 

No 

Yes 

Yes No 

Fax machine 
downtime 

Not all msg 
received by 
QI Mgr 

What 
happens if 
QI is out of 

office 

Timely response 
from providers 
(may not check 
msgs daily) 

Pt info not 
current 

Scheduling 
guidelines 

Few 
providers – 
booked 2 
mo out 

Manual task 

Manual task 

Written 
schedule on 
when to 

schedule with 
mid‐level 

Pts selecting 
the wrong 
option 

Needs 
criteria for 
CM referral 

Patient calls 

Yes 

Document 
cancellation in EHR 

Complete Alliance 
documentation for no shows 

Send letter to pt Send CM referral 

Pt sees provider 



 
 

 

 

 

   

 

 
 

 

   

 

 

 

 

 

   

 
 

   

 

Panel Manager/Support Staff Outreach Workflow for Cervical Cancer Screening (CCS) 
Pa

ne
l M

an
ag
er
 / 
Su

pp
or
t S

ta
ff 

CCAH member? 

CCS claim found 
on portal report? 

(2)

 Documentation 
of CCS in SCHIE? 

(3) 

Call patient (follow 
Pap outreach 

protocol and script) 
to schedule Pap [or 

identify Pap 
rendering provider 

info] 

Pap completed 
elsewhere? 

Get rendering 
provider 

information 

YES 

NO NO NO 

YES 

Move report from 
SCHIE to chart 

YES 

Pull CCS report during 
designated time frame 

each month (1) 

Already has an 
appointment? (4) 

YES 

NO 

(2) Access CCAH patient information
 a) Log on to CCAH provider portal
 b) Select Quality Report
 c) Report Type = CCS
 d) Compliance Indicator = Compliant 

(1) Report is called “My Due/Overdue 
Pap” in Epic Reporting Workbench 

(3) CCS w/o HPV: lookback period of 
3yrs; CCS w/ HPV: lookback period of 5 
yrs 

Pt had a 
hysterectomy 
with no residual 

cervix? 

NO 

(5) Order #: (6) Document results 
a) Navigate to Enter/Edit Results 
activity and enter results in Ext 
Results

 b) Select the appropriate Pap test 
lab

 c) Enter results and accept 

Pt agrees to 
scheduling Pap 

YESYES 

Flag next visit with 
reminder to MA to 

collect ROI 
signature 

Pap declined, 
document & notify 

provider 

Schedule Pap 

ROI required? 

YES 

CCS = Cervical cancer screening 
ROI = Release of information 

Pend order for Pap 
with order # (5), 
diagnosis Z12.4 

Fax for report NO 

Pt knows who 
the rendering 
provider was 

YES 

If applicable, fax for 
results from local 

lab 
NO 

YES (access to this info in the portal is currently in process) 

Results 
follow‐up 

Forward to provider 
for review 

Document results 
(6) 

Call any no‐shows 
for scheduled Paps 
at end of day and 

reschedule 

(4) CCS report should include the next 
appointment date with PCP 



 

  

 
 

 

 

 
 

 

 
 

 
 

 
 

 

 

   

   
 

 

 
 

 

 
     

 
   

 

 
 

Colorectal Cancer Screening (CRCS) – FIT Inreach Workflow 
HM = Health Maintenance 
OM = Office Manager 
CRCS = Colorectal Cancer Screening 
FOBT = Fecal Occult Blood Test 

La
b

(S
up

pl
yi
ng

FI
T 
ki
ts
) Prepare FIT kits: 

1) Place SPA instruction Make FIT kits available to 
sheet in kits staff in clinic areas 

2) Stamp envelopes 

‐ Restock bins every Monday 
‐ Check FIT inventory for 
adequate supply and place 
bulk order if insufficient 

M
ed

ic
al
 A
ss
ist
an

t
Pr
ov

id
er

 
Re

fe
rr
al
 

Ce
nt
er
/

M
A 

Pre‐charting, 
CRCS due per HM 

Colonoscopy or 
FOBT? 

CRCS due, colo 
(CRCS due, colonoscopy) 

CRCS due, occult 
(CRCS due, FOBT) 

Should patient 
be excluded or 
not due for 
CRCS?* 

YES 
Talk to patient 

about importance 
of screening 

NO 

Does patient 
agree to 

screening? 
YESNO 

Provide patient 
education for 

completing test and 
mailing to clinic 

YES 

FIT or 
colonoscopy 
ordered? 

Colonoscopy 

Pend order for 
colonoscopy with order 
9140, diagnosis Z12.11 

and associate 

Pend order for FIT with 
order LV1804, diagnosis 
Z12.11 and associate 

Document in 
progress note that 
patient declined 

CRCS, postpone HM 
for 1 year 

‐ Approve order 
‐ Change HM to 
colonoscopy (if 
applicable) 

Approve order 

FIT 

Follow 
referral 
workflow 

Cancel order and diagnosis and 
update note section in HM, or 
if CRCS is no longer indicated, 
mark as “exclude” from this 

screening in HM 

If not already 
completed, create 2 
patient labels to 
include with FIT 

Dispense FIT with 
instructions and 

labels 

* Additional exclusion criteria:
 Life expectancy <10 year (USPSTF) 

Already 
ordered? 

Colonoscopy 
scheduled and/ 
or completed? 

YES 

Keep the referral 
status as “open” 
until results 
received 

NO 

YES 

Follow 
referral 
workflow 

NO 



 
  

 

  

 

  
 

 

 

 

Title: Referral Tracking 
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Phase 

MD orders 
referral 

Referral order 
received by 

Referral 
Coordinator 

Obtains 
insurance 

authorization, 
as needed 

Generate 
referral 

Send referral 
documentation 

, including 
summary of 

care via secure 
email/fax 

Receives 
referral 

Will call to 
schedule 

appointment 

Patient 
receives 

referral and 
notification to 

schedule 
appointment 

No 

Call pt to have 
them schedule 
appointment 

Contact 
specialty 

provider for 
appointment 

Yes 
Schedules 

appointment 

Generate 
encounter 
document 

Send consult 
notes to PCP 

Receive 
consult note 

from Specialist 
Route to PCP 

PCP review 
consult note 

Patient seen 
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