Process Design Document / Solution Design Document

Process Name: Gen Surg - No Show Letters Automation Phase 5

Purpose of Document

This document serves as the technology policies and procedure for Intelligent Automation Hub at

Geisinger
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2. Document Details

2.1 PURPOSE OF THIS DOCUMENT

This document intends to provide a detailed process and solution design proposal for robotics
automation of the ‘Gen Surg No Show Letters’ process

3. Current State Process Description

3.1 PROCESS SUMMARY

Currently when patients are a no-show for their in-person appointments, clinic staff manually sends no
show letters to patients’ home addresses. Automation will identify these no- show patients and will
print and send the no show letters to patients addresses using Geisinger’s print shop.

3.2 DATA FLOW & APPLICATIONS

3.2.1 INPUT
. Is it natively .
Input Format Location . . Is it structured?
digital?
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. Epic No .
E E Y Y
pic Show list pic s es
3.2.2 OUTPUT
Output Format Location Frequency Comment
Created daily
PDF PDF Desk'top. for T-4 from No show letters
Application .
date of service
Report containing
Office Sent daily for T- | patients success cases as
Excel XLX . 4 from date of well as business
Application . .
service exceptions
3.2.3 APPLICATIONS
Application ~ Version Interface 5:'_ G R Comment
Epic 2016 Desktop Application N/A <IAHNOSHOW>
Outlook 2016 Desktop Application N/A
Excel 2016 Desktop Application N/A
Network
Folder
Rule Detail
Daily except Wednesday and
Automation frequency Thursday / for T-4 from date of
service
Bot start time TBD
Excluding weekends and holidays No
SLAs TBD
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3.4 CURRENT STATE METRICS

Avg. Monthly # Batches Avg. Volume / Weekly Avg. Frequency
Transactions Monthly Batch Volume
225 20 11 56 Daily
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4, Future State Process Description

4.1 FUTURE STATE PROCESS FLOW

Bot Automation Process & Workflow Diagram (Future State):

i haghbghls § BT

- B clics p— .
Ilr,-" n = Bt rums ohe ickes o Apek ek s BOT CTERTES & 801 odeas BOIT B2 1 B == i thee
1 DT ot Lingen bt bt betnes wead chacks Pristhinrk
| Bot log inka Bpic | — i Sctrdubng Mg g Mo Sl [¥ enosmber [ show bl e e
Worklnty b Agedt 51805, 80 il wieng e BB e Leer i W
Folicras-ap set Dane Rarge vt Crealer e gunge -
L 1 | Langunge 1 E | [ 1 i .
Eps Ep Epic Epic Epic Eipl /PO [tTwein Foider
[ [ [ { ™ [ | [ W
Bat sends the Bat w1 LT Bt chcks et dmtahash be
; . e he Sl T REMSOVE 0 Pipirar il FEDRNT
cwceptians repart | Wmow | tollyw ol Chgid B
— I -. Lemer FOFL 1D (o — remier Tt D1 [4———
ta [busines ta ik = e wind n with e =HEREE, Trivt
AOOEss i o miaienl Datieny beft T iy by beted
1 - 5 - the ki f L wag savt DATE
| Petteearis Fouder, Eace] Matwork i 1 £ pic I 1
L8O il pic Epac
Dutiogs Pl )

Bot will log into Epic

Bot will click Epic > Scheduling > worklist > Follow-up > No Shows

Bot will run the report for All departments, for no show appts for T-4 date

Bot will pick the first patient and will click on Appt Desk

Bot will check patient’s primary language

Bot will create a letters encounter using no show department and provider

Bot will pick the appropriate No show letter in patients primary language per service line
Bot will complete the no show letter by clicking F2 and completing *** fields

W N A WM

BOT will click print, mark as sent and accept and save the letter as PDF.

[
o

. BOT will go back to the follow up report and click Message and type ‘no show letter was sent on
T date)’

11. Bot will click Remove to remove and type ‘Letter sent’

12. Bot will repeat all the steps until no patient left in the list for the no-show status report

13. Bot will send the no show letter PDFs to Print Shops network folder

14. Bot will send a list of patients received letter to business

15. Bot will send a list of exceptions to business after each run

4.2 IN SCOPE FOR RPA

100% of current state process is in scope for RPA.
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4.3 OUT OF SCOPE FOR RPA

The actions out of scope for RPA should be listed in the table below together with the reasoning.

Activity/Action

Reason for out of
scope

Future State solution

Measures to be taken for future

automation

N/A

4.4 FUTURE STATE DETAILED STEPS

1. Bot will loginto Epic
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2. Bot will log into 103369 Dept
3. Bot will click Continue

4. Bot will click Epic> Scheduling> Work Lists > Follow-Up
e Bot will Click List under Departments and type the list of department numbers (see the list)

103369
103366
101062
105144
101118
1039
963
106096

6073

6026
103600
3032
411
66314
66413
103943
104761
103604
106200
103763
67021
66376
478
105319
3072

103570

e Bot will put from date: t-4, to date: t-4
e Bot will click list under Appointment Status and type: No Show and press enter
e Bot will click RUN
5. Once the report is completed, Bot will click once on the first patient and click Appt Desk
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6. If Bot lands on the break the glass window, it will click Cancel and move on to the next patient.
Break the Glass patients will be reported as business exceptions

7. If Bot lands on Patient Chart Advisories tab or any other tab, BOT will click to APPT Desk tab

e If Covid recovery encounter pop up show up, Bot will click OK to continue:

e If the deceased patient pop-up opens up, Bot will click OK

o Deceased patients will be reported as business exceptions. Bot will exit the patient’s
appointment desk, and start processing the next patient

8. Bot will record patients preferred language and MRN:
a. English: will receive English letters

Spanish: will receive Spanish letters

Nepali: will receive Nepali letters

Arabic: will receive Arabic letters

Vietnamese: will receive Vietnamese letters

Russian: will receive Russian letters

Chinese: will receive Chinese letters

S®m 0 o0 0T

Any other: will receive English letters

If BOT cannot obtain patient’s preferred language — Bot will use English letters
9. Bot will click on PAST tab:

e Bot will use API check to look if the patient was in admitted status during this visit date (T-4)
o Admitted: ED inpatient, ED outpatient, Inpatient, Observation
o Admitted patients will be reported out as business exception

e If patients are admitted during the appointment, they will be excluded from no shows
o Exclusion tab will be added to the output file as: Admitted

10. Bot will look at the T-4 no show encounter under the inclusion departments
a. Bot will exclude these visit types from T-4 no show letters

Visit # Name of Visit
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610205 Colonoscopy/EGD
27238 Phone Call, No Billing
117 Nurse
32553 Proven Recovery Class
601712 New Cancer
22126 Return Cancer
33508 New Breast Cancer
33512 New Surg Onc
21240 Phone Call
331129 Phone Call

b. Bot will find the very recent NO SHOW (T-4)

c. Bot will look at encounter date (which will be T-4), encounter department and
encounter provider. (Encounter department and encounter provider will be used to
create letters encounter)

11. Bot will click Epic > Options > Send Letter

12. Bot will type patient’s MRN and click Find Patient. Confirm the patient by using DOB. Once bot
confirms patient, bot will click on Accept button.

13. If patient has an open letter encounter from past, this window will show up, Bot will click
‘Create an Encounter’ Tab.

a. If Botis going back to process the patient after creating the letters encounter but failing
to finish the letter, Bot will use the Date, Provider, and department information to go
back into the same letters encounter (obtained by the BOT from the APPT desk, no show
provider, no show department, and today’s date)

b. Bot will try up to 4 times to complete the same patient

c. Bot will always go back to the initial letters encounter it created

14. If patient doesn’t have a past open letter encounter, this window will show up, Bot will pick the NO
SHOW provider name and NO SHOW PROVIDER and click accept

15. If Bot lands on Patient Chart Advisories tab, BOT will click to the Letters tab

16. Bot presented with pop up box 1 of 3 only once due to November 2022 Epic Upgrade. Bot to
click on NEXT button

17. Bot presented with pop up box 2 or 3 only once due to Upgrade. Bot to click on ‘Next’.
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18. Bot presented with pop up box 3 of 3 only once due to November 2022 Epic Upgrade. Bot click
on “Let’s Go to Work!’ button

19. Bot click on ‘New Patient Letter’ — NOTE: after steps 16, 17 and 18 are completed once, this will
be the screen to start in

20. If Bot is unable to complete letter, click on the X and then Delete button.
21. Bot enter the letter number in the Choose letter field and press enter.
22. Bot will complete the letters:

English:
*** _no show date

*** _570-271-7917

I noticed that you missed your appointment at our office on ***,

Your health and wellbeing are important to me. I understand that sometimes things come
up, but I encourage you to make every effort to keep your scheduled appointments.

I would ask that if you cannot make it to your appointment that you call at least 24 hours in
advance so we can cancel your appointment and use that time for another patient. You may
also cancel your appointment via MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit
www.MyGeisinger.org

Spanish:
*** _ no show date

*** _570-271-7917

He notado que falté a su cita a nuestro consultorio el ***. Su salud y bienestar son
importantes para mi. Entiendo que a veces pueden surgir problemas, pero lo/a
animo a que haga todo lo posible por ir a sus citas programadas.

Le pediria que si no puede ir a su cita, llame al menos con 24 horas de antelacion
para que podamos cancelar su cita y usar ese horario para otro paciente. También

puede cancelar su cita por MyGeisinger.org.

Reprograme su cita ahora llamandonos al *** o visite www.MyGeisinger.org
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https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Cbmhoman%40geisinger.edu%7C56871d7b5dc044ef6ca108da52bc637b%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637913266323783647%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=RJD4rGGpKflU0Q8osZXtoO7bRAEpJB0TiaybrrN7J68%3D&reserved=0
https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Cjalongstreth%40geisinger.edu%7Ca9f0edae2504419d686c08da497ece17%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637903106363341465%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=T3hbzoUgxuYMYyuUup5Gd9cZcsKQaxzkdeVeyAkn%2FHY%3D&reserved=0

ENGLISH TRANSLATION:

I noticed that you missed your appointment at our office on ***.

Your health and wellbeing are important to me. I understand that sometimes things
come up, but I encourage you to make every effort to keep your scheduled
appointments.

I would ask that if you cannot make it to your appointment that you call at least 24
hours in advance so we can cancel your appointment and use that time for another
patient. You may also cancel your appointment via MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit

www.MyGeisinger.org

Nepali:
*** _ no show date
*¥** _570-271-7917

qUTS Sl BTEN BTATTTHT *** BT A a9 TRTHT SUIg<H< FIIHIS! $I H UTgl Ul
| qUIS ! TR I HedTul TRT AR HEWYU! B | Hiecidlal el TR 3
U9 H g3, TR T duisars ! Ui srigei<gs Agers- g W T

Tfed g |

IS qUE ST SIgei<HT JURYd g1 Tagd YA dUTsd HRIHT 24 FueT ufgd
& TH H 3 TG dlids g TUISDI SUBTHT I TR Iokd THY 37hl [SRTHIDT
AR T T e [ dulga MyGeisinger.org mwuﬁ&nﬁaﬁaﬁ?ﬁﬁ

Ha]dg-<s |

319 GHTATE *** AT TRR a1 www.MyGeisinger.org AT TR ST $dig<h< G: @0
TN |

ENGLISH TRANSLATION:

I noticed that you missed your appointment at our office on ***,

Your health and wellbeing are important to me. I understand that sometimes things
come up, but I encourage you to make every effort to keep your scheduled
appointments.

I would ask that if you cannot make it to your appointment that you call at least 24
hours in advance so we can cancel your appointment and use that time for another
patient. You may also cancel your appointment via MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit

Version 1.0
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https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Cjalongstreth%40geisinger.edu%7Ca9f0edae2504419d686c08da497ece17%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637903106363341465%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=T3hbzoUgxuYMYyuUup5Gd9cZcsKQaxzkdeVeyAkn%2FHY%3D&reserved=0
file:///C:/Users/rruckno/AppData/Local/Temp/1/Temp1_Delivery_12847122%20Ruckno20220608-065222.zip/www.MyGeisinger.org

www.MyGeisinger.org

Arabic:
** - no show date
*¥** _570-271-7917

) elae e @lild Glif culan W) 0 alina o)) Al agdl L) Al (liega cliile
& LS

A sanall el s e Jaliall dlaga JS J o clandl Sy coladl 1l 8 LAYl oans,

Oe (Sl al o) allal o 251 aadins s Aol 24 J8 JBY) e JlaiVU a5 o dlae s

MyGeisinger.org. o yal < gl 138 aladinly o @il s e ga elal] jue dlae so el Liayf S
3]
Al

www.MyGeisinger.org *** e Juai¥) 3k e oY) clac g daa 30le s eﬂ 3,5k

ENGLISH TRANSLATION:

I noticed that you missed your appointment at our office on ***,

Your health and wellbeing are important to me. I understand that sometimes
things come up, but I encourage you to make every effort to keep your
scheduled appointments.

I would ask that if you cannot make it to your appointment that you call at
least 24 hours in advance so we can cancel your appointment and use that
time for another patient. You may also cancel your appointment via
MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit

www.MyGeisinger.org

Vietnamese:
** - no show date
*¥** _570-271-7917

T6i nhan thay rang quy vi da bd 1& cudc hen clia quy vi tai vdn phong ctia ching
t6i vao ***. Strc khde thé chéat va tinh than ctia quy vi rat quan trong dbi voi toi.

Version 1.0
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https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Cjalongstreth%40geisinger.edu%7Ca9f0edae2504419d686c08da497ece17%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637903106363341465%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=T3hbzoUgxuYMYyuUup5Gd9cZcsKQaxzkdeVeyAkn%2FHY%3D&reserved=0
https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Crruckno%40geisinger.edu%7Cd3382ba64a914370e93008da4952fc1a%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637902917997539034%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=sdhfZTPfTtWK2mT70eRw8%2B7psFfI5TNaT3scpzJ374U%3D&reserved=0
https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Cjalongstreth%40geisinger.edu%7Ca9f0edae2504419d686c08da497ece17%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637903106363341465%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=T3hbzoUgxuYMYyuUup5Gd9cZcsKQaxzkdeVeyAkn%2FHY%3D&reserved=0

T6i hiéu rang doi khi tinh hudng bat ngdr co thé phat sinh, nhung t6i khuyén khich
quy vi c0 gang hét strc dé dén nhirng cudc hen da Ién lich cda minh.

T6i mudn yéu cau rang néu quy vi khong thé dén duoc cude hen clia minh thi quy
vi goi dén thong bao trwdrc it nhat 24 gior dé ching t6i c6 thé hdy cudc hen cla
quy vi va st dung thdi gian d6 cho bénh nhan khac. Quy vj ciing c6 thé hay cudc
hen ctia minh qua MyGeisinger.org.

Bay gi®, quy vi hdy 1én lich lai cudc hen ctia minh bang cach goi cho chiing t6i vao ***
hoac truy cap www.MyGeisinger.org

ENGLISH TRANSLATION:

I noticed that you missed your appointment at our office on ***,

Your health and wellbeing are important to me. I understand that sometimes things
come up, but I encourage you to make every effort to keep your scheduled
appointments.

I would ask that if you cannot make it to your appointment that you call at least 24

hours in advance so we can cancel your appointment and use that time for another
patient. You may also cancel your appointment via MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit

www.MyGeisinger.org

Russian:

*** _ no show date
*¥** _570-271-7917

Bbl He ABMAMCL Ha NpueM, KOTopbIn Bbin HasHaveH Ha ***. Balue 3gopoBbe U
Brarononyyve BaxHbl ANA MeHs. A NOHUMal0, YTO UHOTAa BO3HUKAKOT
HenpeaBuaeHHble 06CTOATENbCTBA, HO 1 HACTOATENBHO NpoLly Bac npunoxuTs
BCE YCWUIMWS N He NponycKaTb 3anfiaHUpoBaHHbIE NPUEMbI.

Ecnu Bbl He MmOXeTe npuiTK Ha NpyeMm, npowwy Bac 0oTMeHUTb 3anuck, coobLyms
06 aTOM no TenegoHy NpeaBapuTENbHO Kak MMHMMYM 3a 24 yaca, YToObI
ocBo6OAUTL 3TO BpeEMSA ANA APYrnX NauMeHTOB. Bbl Takke MOXeTe OTMEHUTb
npvem Ha Beb-ctpaHuue MyGeisinger.org.
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https://nam12.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.mygeisinger.org%2F&data=05%7C01%7Cjalongstreth%40geisinger.edu%7Ca9f0edae2504419d686c08da497ece17%7C37d46c567c664402a16055c2313b910d%7C0%7C0%7C637903106363341465%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=T3hbzoUgxuYMYyuUup5Gd9cZcsKQaxzkdeVeyAkn%2FHY%3D&reserved=0

YroObl mepeHecTy MpueM, MO3BOHUTE 110 HOMepy *** nim nmocetute BeO-
cTpanuny www.MyGeisinger.org

ENGLISH TRANSLATION:

I noticed that you missed your appointment at our office on ***,

Your health and wellbeing are important to me. I understand that sometimes things
come up, but I encourage you to make every effort to keep your scheduled
appointments.

I would ask that if you cannot make it to your appointment that you call at least 24

hours in advance so we can cancel your appointment and use that time for another
patient. You may also cancel your appointment via MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit

www.MyGeisinger.org

Chinese:

*** _ no show date
*¥** _570-271-7917

PIEFREHE T e LHNTZITINAL . TR AR AL R U

REE, REHRAE N A — it R SRS, (HRSU R )
HIE CHEE 22 .

WIS TCIEAER By, EIRAT R D 24 /NBTECHIRATT, DUEIRATHCH
W2, WX R T 9 HoAth g ik 55 . S8t mT LA i)
MyGeisinger.org EUHZ112 .

EETER] AR, ¢ 5IRATEER, Biij M www.MyGeisinger.org . #T
HEE 4112 .

ENGLISH TRANSLATION:
I noticed that you missed your appointment at our office on ***.
Your health and wellbeing are important to me. I understand that sometimes

things come up, but I encourage you to make every effort to keep your
scheduled appointments.
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23.

24,

25.

26.

27.

28.

29.

I would ask that if you cannot make it to your appointment that you call at
least 24 hours in advance so we can cancel your appointment and use that
time for another patient. You may also cancel your appointment via
MyGeisinger.org.

Reschedule your appointment now by calling us at *** or visit

www.MyGeisinger.org

If *** are not completed in letter and ‘print now’ button is used, warning pop up will show. Bot
click on ‘Go Back’ button and complete open *** areas in letter from above workflow

Bot to click on DETAILS at top right to open section only once to have this default as opened.
This allows for the Reason for Letter and Letter Comment section to show.
Bot will type IAHNOSHOW in the Letter comments:

Bot will click on ‘Print Now’ button once letter is completed.

Screenshot of Communication Management after ‘print now’ button is used — FIRST TIME
PRINTER SETUP. The first time bot does this process, it will be presented with this screen to view
information. Bot to click on X to exit from view of letter. Then Bot to click on ‘Select a printer’ in
the Printer Selection Required bot at the top right-hand corner of the screen.

After bot clicks on ‘select a printer’, bot to choose the Microsoft Print to PDF option, then click
on PRINT button. This is only needed to be done once for the setup.

‘Print Job Submitted’ message will show in the top right hand-side of the screen. Message will
go away quickly.

(@ Print Job Submitted S X

Print job submitted for Microsoft Print to PDF
EpicCare Letter - Route Report/Note

My Printouts &

Bot will save the letter PDF to a network folder by naming it: MM_DD_YYYY_MRN

Automated QA to double check if letters sent:

30.

Screenshot of Communication Management after ‘PRINT NOW’ button is used. Bot click on X to
exit from communications screen
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31.

32.

Green Print Job Completed message shows at the bottom right of the screen. Bot does NOT
need to do anything. Display box will disappear on it’'s own quickly. Verify that saved Letter is a
PDF in this message box

Bot will click on Review button once it lands back on the appointment desk

If Bot fails to save the letter template, it will put it in the output file as ‘unable to print’ as business

exception

Bot will click on Letters tab

Bot will check to see if there is a letter from the same day with comments: IAHNOSHOW

33.

34.

35.

36.
37.
38.
39.

e It will add a column to the output file
e Letter Sent: Confirmed / No confirmed

Bot will send all the PDFs to the print shops network folder to be printed and sent to patient’s
address.

Bot will go back to the scheduling reports, and click Message, types: no show letter was sent
TODAY’s date, and click ACCEPT. (Bot will not delete any other existing message in this BOX)
*Bot will click on message again > check to see if the message was added for all patients. If
identifies any patients that had no message added, Bot will try 2 more times. If still failed, it
will add it to the exception tab in the output file” No message added”

Bot will click Remove to remove the patient from the list and click on Magnifying glass next to
Remove reason

Bot will pick “Unable to Contact Patient - Letter Sent”

Bot will click Accept

Bot will repeat the steps for the next pt. until there are no patients left

Bot will send an email to business with success, business and system exceptions
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4.5 EXCEPTIONS IN THE PROCESS FLOW

Exception Actions Comment
Do not process this
. patient. Business will
Click cancel on pop up
have to manually process
Break the glass popup

this patient. Patient will
show up in the Break the
glass tab.

Patient Deceased

Dismiss popup and move on

Do not process this
patient. Patient will show
up in patient deceased
tab

BOT Failed (unknown
reason)

Bot failed at some point and needs manual
follow up. IAH will investigate the reason of
failure and will plan on implementing a fix on
a planned date.

Patient will show up in
patient failed tab
Business will have to
manually process this
patient

Patients have
completed and no
show from the same
date

Bot will put this patient in the failed patient
tab and not processed the patient. Bot will
not create encounters for these patients.
They will be manually handled

Patient will show up in
patient exception tab.
Business will have to
manually process this
patient

Message Not added

If Bot fails to add a message from follow up
report, it will mark it as business exception
and provide the patient information in the

output file

Patient will show up in
patient message failed
tab. Business will have to
manually process the
message for this patient

Visit type exceptions

Certain visit types are excluded from
the no show letters. Bot will provide
the list of patients in the output file

Patient will show up in
patient exception tab.
Business will have to
manually process this
patient

Unable to Print

If Bot fails to save the letter

template, it will put it in the

output file as ‘unable to print’

as business exception

Patient will show up in ‘unable
to print’ tab for manual printing

Version 1.0
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4.6 SYSTEM ERRORS

Error

Action

Comment

Application crash

Recover and retry 3 times to try the same
patient if no encounter created

If Bot fails before
creating a letter
encounter

Recover and retry 3 times to try the same
patient if no encounter created

If Bot fails after
creating a letter
encounter

Do not retry. Add it in Failed Tab for manual
review

PROCESS CONTINUITY

Prevention:

Establishing and defining what redundancies and protocols are in place to prevent failures in the
process and maintain business continuity

Event

Actions (Who/what/How)

Result

When the system or
application is down
(i.e. EPIC)

o Alert set up for IAH team

Bot will process the count the
next day

Detection:

Defining what protocols are in place for monitoring the process to detect bugs and stop incorrect
actions at all points post go-live and escalated monitoring during massive systems changes

Event

Actions (Who/what/How)

Result

Quality Assurance

e Audit/Auto Review

B.A. will alert the developer
and technical analyst on the
error. Bot will be paused until
issue is identified if Bot is not
functioning properly

Version 1.0

Highly Confidential

Page 21 of 27




e Alert system

B.A. will alert the developer
and technical analyst on the

Hypercare ) error. Bot will be paused until
° Auto Qua.ﬂlty Assurance by the issue is identified if Bot is not
Automation functioning properly
Recovery

Assessing the level of risk, define strategic stakeholders to be alerted in need of a recovery and

outlining the recovery plan to get back to operational state.

Event

Actions (Who/what/How)

Result

If the bot fails, how
will it continue and
resolve issue?

If bot fails to run the whole process, bot
will stop and run the queues the next day.

If bot is unable to complete
the automated process, it
should email the user to
provide an update as well as
email alert to the Bot
Controller [@geisinger.edu].
The Bot Controller will then be
responsible to triage the bot
disruption, fix the issue(s), and
either schedule ad hoc
processing or resume the bot
processing.

5. Technical Details

Item

Description Comment

Robot Type

Unattended

Orchestrator used?

Yes

On-Premise/Version

UiPath version used

2019.10

6. Reporting
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Report Update Details Distribution List
Type Frequency
PDFs to Network folders
Print shop’s . PDFs of patient letters to be mailed
Daily
network to addresses
folder
Subject: Output file recipient list
IAH- Gen Surg No how Automation
Daily Patient Reports MM_DD_YYYY Department: 103763, 66376, 67021,
Body of email: list of the number of 6073, 6026, 103600, 66413, 103943,
rows in each tab. 104761, 103604
jchandlerl @geisinger.edu
TAB 1:
kbsulli isi .ed
List of patients received no show sullivan@geisinger.edu
letters mllewis@geisinger.edu
Name of TAB: “No
Show_letter_recipients” iahrpaprodsupport@geisinger.edu
No Show letters list: (Mrn, ofstrzempek @geisinger.edu
Full Name, last No Show
Appointment Dept, last No Department: 66314, 66376, 411,
Daily Listof | Show date, last No Show 3032, 478, 105319, 3072.
a .
patients iy provider,
JAHECKENDORN@geisinger.edu
kbsullivan@geisinger.edu
Tab 2:
List of patient’s had Break The Glass | MIlewis@geisinger.edu
Name of tab: “Break The Glass” iahrpaprodsupport@geisinger.edu
Break The Glass list (to be
manually processed): (Mrn, | Rfstrzempek@geisinger.edu
Full Name, last No Show b " £ 103369, 103366
Appointment Dept, last No epartment: ! !
Show date and time) 101062, 105144, 101118, 1039, 963,
106096,103604,106200
Tab 3: kbsullivan@geisinger.edu
List of patient’s Comp/No Show ) o
mllewis@geisinger.edu
Name of Tab: “ Comp/No Show”
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list (to be manually
processed): (Mrn, Full
Name, last No Show
Appointment Dept, last No
Show date and time)

Tab 4:
List of deceased patients
Name of Tab:: “Deceased Patients”

Deceased patients (to be manually
processed): (Mrn, Full Name, last
No Show Appointment Dept, last No
Show date and time)

Tab 5:
List of failed patients
Name of tab: “failed patients”

list (to be manually
processed): (Mrn, Full
Name, last No Show
Appointment Dept, last No
Show date and time)

Tab 6:

List of patients had no message
added

Name of tab: No Message added

Bot will check to see if the message
was added for all patients. If
identifies any patients that had no
message added, Bot will try 2 more
times. If still failed, it will add it to
the exception tab in the output file
”No message added” : : (Mrn, Full
Name, last No Show Appointment
Dept, last No Show date and time)

Tab 7:

iahrpaprodsupport@geisinger.edu

pfstrzempek@geisinger.edu

Jesso, Pamela
<pjesso@geisinger.edu>;

Zawadzki, Melissa M.
<mmzawadzki@geisinger.edu>
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List of patient’s excluded due to visit
type

Name of Tab: “ Visit Types
Excluded”

: (Mrn, Full Name, last No

Show Appointment Dept,
last No Show date and time)

Tab 8: List of patients whose letters
were not printed

Name of tab: Unable to Print

(Mrn, Full Name, last No
Show Appointment Dept, last
No Show date, last No Show

provider)
Bot will Subject: Strzempek, Phebe
run the —
cth IAH-No Show Automation — Process pfstrzempek@geisinger.edu
reporttne | railed
. next da ) . . iahrpaprodsupport@geisinger.edu

Bot Failed for the y Bot will email the business and pap Pport@g &
(didn’t run inform the failure.

same
at all) population Body: Bot failed due to system

(start date error. Bot will run the same

T-5to end population on tomorrow’s run.

date T-4)

7. Environment Details

L. Development . Access Access
Application Environment .
Stage Type Key/Credential
IAHNOSH
Development <Epic_Dev> OW and
password
Epic
IAHNOSH
Test <Epic_Test> OW and
password
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IAHNOSH

Prod < Epic Prod > OW and
password
Development Email
Outlook /Test/UAT/Pr | <Environment Name> account
and
od
password
Network
Test/Prod TBD
Folder

8. Assumptions

Assumption

Impact

automation

Mapping table is present in shared drive at start of

If file is not present then robot cannot start

9. ADDITIONAL SOURCES OF PROCESS DOCUMENTATION

Type

Name

Link Comments

No Show Policy

No Show Policy

10. Appendix
10.1 GLOSSARY
Acronym/Term Meaning
PDD Process Design Document — document that contains information about the
process in scope for automation and about the agreed technical solution
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RPA

Robotic Process Automation
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