
HIE - ACO to Community Partner (CP) Referral
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Phase

Refer patient panel 
to lead CP

Receive and review 
referral list Errors? Yes

Review list to determine 
which affiliate to assign 

each patient to

Receive referral list

Assign patient to affiliate
(how is affiliate determined? 

geography-based, 
relationship-based, etc)

Assign patient to 
Case Manager

Receive, 
acknowledge, and 

fix errors

Send errors back 
to ACO

Call patient

Receive update
(what do they do 
with the update?)

Update Lead CP 
(what metrics does 

the affiliate CP 
report on?)

Receive call from 
Case Manager

Receive services (i.e. 
make and attend 

appointment)

Acknowledge 
receipt

Receive 
acknowledgement

Acknowledge 
receipt

Receive 
acknowledgement

Receive and 
reconcile reports
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ACO/CP referral 

process complete

Bottleneck: 
rework

Assign patients 
to staff for 

introductory 
outreach  

phone call

Receive introductory  
outreach call from 

CP Staff

Potential bottleneck: 
unable to reach patient

Make introductory 
outreach call

Accept or 
decline 

services?

Potential bottleneck: 
unable to reach, patient changed mind 
and is no longer interested in services, etc

Receive notice of 
patient decline and 
notify ACO/payer

Receive and 
document notice of 

patient decline

Notify Lead CP  of 
patient decline

Notify Program 
Director that patient 

accepted services

Accept

Decline

Update record with 
patient activity

Opportunity: create fields 
within EHR to track metrics

Opportunity: can Lead CP 
access metrics directly via 
EHR? (instead of manual 
update process)

Provide 
services

Generate monthly 
report and send? 

(what metrics does the 
Lead CP report on?)
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