
Contractor Performs Appointment Scheduling and Comprehensive Care Coordination (DRAFT)
C

o
n

tr
ac

to
r

C
C

 A
d

m
in

is
tr

at
iv

e
 S

ta
ff

Does Veteran 
have provider 
preference?

Is provider 
within network?

Contact and inform 
Veteran that the 
provider is not 

in-network

Offer to schedule 
with another 

provider in network 
or if veteran has 

another preference

Does Veteran 
want to continue 

with VHA CC?

Return referral to VA through 
portal

Does Veteran 
need assistance 
with scheduling?

YES

NO

NO

NO

YES

NO

Referral/auth number
Consult/order

Pertinent Health 
Records

Protected data, 7332

Schedule appointment 
with a Community 

Provider with Veteran 
preferred times

(5 business days from 
accepting referral) 

Contact Veteran to 
confirm appointment 

and share 
community provider 

information

YES

Educate the Veteran 
of options and 

provide guidance to 
support the Veteran 

scheduling their 
appointment with 

CCN Providers

Legend
Appt: Appointment
Auth: Authorization
CPRS: Computerized Patient Record System
CUI: Clinician User Interface
DM: Direct Messaging
DOA: Delegation of Authority
eHX: eHealth Exchange
EOC: Episode of Care
SOP: Standard Operating Procedures
VA: Department of Veterans Affairs
VHA: Veterans Health Administration
VHA CC: VHA Office of Community Care
VP: VirtuPro

          : Start/End of Process
          : Decision Maker
          : Process Step
          : Document Toolkit
          : On-page Reference
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Contact Veteran to 
schedule 

appointment

Discuss appointment, 
vendor, and 
scheduling 

preferences w/ 
Veteran

YES

Receive notification 
of Veteran in 

Community needing 
scheduling in portal

Document the following information in the VA 
portal: 

- Date appointed 
- Appointment date and time

- Date care delivered
- Name of CCN provider

- Appointment dates and times for
- Veteran scheduling own appointment

Send packet to 
provider

Notify VA of CCN 
provider and 

appointment time

VA will provide 
provider access to 

CV

Send referral packet 
to provider 

VA will provide 
provider access to 

CV

Notify VA of CCN 
provider 

Link appointment to 
open consult in 

portal

Was 
appointment 

made?

Contact Veteran to 
remind to make 

appointment 
NO

YES

Enters appointment 
in portal

Contact Provider 
after scheduled 

appointment date

Outcome of 
Veteran’s Appt?

Did Veteran 
reschedule 

appt?
Cancel

No 
Show

YES

NO

Community Provider 
will return all results 

to VA
(Portal)

Attended

work with the CCN 
Provider to ensure the 
appropriate medical 

documentation is 
returned to VA

received all required 
medical documentation 
within thirty (30) days of 
the initial appointment?

YES

NO

Contact  Veteran 
with reminder 

before scheduled 
appointment and 
identify barriers 

Contact Provider to 
confirm Veteran 

appointment
(3 business days 

from Veteran 
electing to self 

schedule)

Does Veteran make 
appointment within 

contractual 
timeline?

YES

Return referral to 
VA through portal
(11 business days)

NO

Assist in 
rescheduling

Document new 
appointment in 

portal

Notify VA Care is 
complete through 

portal

Veteran 
responded 

within 
contractual time 

?

YES

NO

Return referral to VA through 
portal

(11 business days)

Contractor 
accept referral?

(2 business days)
YES

NO

Contact Veteran to 
determine reason 

for no show or 
cancelation 

Document reason

Are follow up 
services included 

in Approved 
Referral’s 

standard EOC?

YES

Are follow up 
appointment 

required?
NO

YES

Instruct Community 
Provider to submit 
new request to VA

NO

Document all attempts to contact 
Veteran and all communications 
with Veteran and CCN Provider 

per the Daily Appointment 
Scheduling and Comprehensive 

Care Coordination Reporting 
Requirement

Provider selected 
using PPMS

PPMS is available to 
the Veteran and 

Contractor

Veteran 
interested in 

rescheduling?

YES

Return referral to 
VA through portal 

with reason
NO

Receive CC consult

Upload Approved 
Referral & consult   

to portal

Notify Contractor of 
need for Scheduling 

and Care 
Coordination 

through referral

Complete referral 
with med docs
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