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Cerner’s Automated Reminder System Training/Orientation for 

go live on June 25, 2013 for LHSC/St. Joseph’s Diagnostic Imaging 

In an effort to reduce missed appointments and improve wait times, Diagnostic Imaging at St.  Joseph’s 

Health Care London and London Health Sciences Centre are implementing an automated reminder call 

system. This system will call and remind patients of the date, time and location of their scheduled 

appointment and provide an option to cancel or confirm the appointment, if the call is answered.  In the 

event that an answering machine receives the message, the reminder will include date, time and 

location of the scheduled appointment, as well as a phone number that the patient can call if they have 

questions or wish to reschedule the appointment. 

 

What does this mean for my hospital site? 

Beginning in June 2013, all hospital sites/clinics will see that the following changes have been made in 

the Cerner System: 

a) At the patient level, Call Instructions will be recorded in the patient registration screens next to 

the patient phone fields. (Available selections are:  Primary Phone, Alternate Phone, or Do Not 

Contact).   “Primary Phone” will be defaulted and must be updated according to the patient’s 

instruction.  This information is found in all registration conversations. 

 

b)  All patient registration, clinic and secretarial staff should note that the patient’s Primary phone 

field must be used for any phone number that the patient considers their “primary”.  Alternate 

phone should only be collected where the patient has multiple phone contact options. 

 

What does this mean for my clinic/department? 

As specific departments implement the Automated Reminder Call system, ITS will make updates to their 

appointment booking settings within Cerner Scheduling.  This will be the trigger for their appointments 

to qualify for the automated telephone reminder system.   

At the appointment level, Automated Reminder Consent (yes/no) will be a booking question for those 

departments that are using the Cerner Automated Reminder System. This field will need to be updated 

according to the patient’s instructions. 
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At the appointment level, Automated Reminder Method will also be recorded (available selections are:  

Primary Phone, Alternate Phone or Do Not Contact).   “Primary Phone” will be defaulted and must be 

updated according to the patient’s instructions.   

How does a patient opt out? 

If a patient wishes to notify the hospital that they do not want to receive an automated reminder for a 

specific appointment, or for any future appointments, they will be directed to contact the Privacy Officer 

at SJHC or LHSC , depending on where the appointment is booked. 

If the request is to restrict the automated reminder for a specific appointment, the Privacy Officer will 

modify the appointment details field to state that no consent is given and that the Reminder Call 

Method is “Do Not Contact”. 

 

If the request is to restrict the automated reminder for all appointments, the Privacy Office will modify 

the patient’s Call Instruction in the registration conversation (at the person’s record level) to indicate 

“Do Not Contact”. 

   

No future automated reminders would be sent to this patient until the Call Instruction field is updated 

according to the patient’s wishes. 
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What does this mean outside of SJHC/LHSC Diagnostic Imaging? 

Currently, other departments/clinics have the option of using the new field in Cerner Registration to 

record a patient’s wishes regarding appointment reminder calls.  Use the Patient Add/Modify 

conversation to save these updates to the patient’s record.   

All patient registration, clinic and secretarial staff should note that the patient’s Primary phone field 

must be used for any phone number that the patient considers their “primary”.  Alternate phone should 

only be collected where the patient has multiple phone contact options.

 

 

When a patient is not at home, care must be taken not to inadvertently place the patient’s privacy at 

risk. Only basic appointment reminder information should be left on an answering machine or with a 

third party. Also, if the name of your clinic gives away the patient’s diagnosis you should use a more 

generic term or leave your name and telephone number and ask for the patient to return your call.      

 


