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_____________________________________________________________________________________ 

Policy 

It is CommuniCare Therapy policy that all patients are contacted in a timely manner once in receipt of 
referral to introduce the clinician and confirm the patient’s availability for scheduling an appointment. 
The timeline to first contact will be aligned with expectations of contracting partners. 

It is CommuniCare policy that all patients must be identified by using a minimum of two patient 
identifiers. Examples include name and address, or name and date of birth. This confirmation must take 
place at first contact with patient to ensure service is provided to the appropriate individual and prior to 
further discussion related to the scheduling and provision of services. 

It is the responsibility of the clinicians to arrange their visit schedule with each patient with 
consideration of the patient/family/caregiver availability, clinical needs and preferences whenever 
possible. 

It is CommuniCare policy that all clinicians wear their CommuniCare identification badge at the initial 
visit and all patient/family visit encounters. 

Procedure 

All patient contacts and efforts made to contact a patient/caregiver must be documented within the 
patient’s file (AlayaCare progress notes). 

During the first contact with the patient/substitute decision maker (e.g., parents, POA etc.) the clinician 
must confirm the patient’s identity using two identifiers (e.g., full name, date of birth, address etc.). 
These identifiers should be re-confirmed in person during the initial visit. If a patient is not able to 
confirm this information in full (e.g., young child, patient with dementia), then the clinician must get 
confirmation from caregivers or staff present at the visit. 

In Home Patients: 

Timelines to first contact - Upon receipt of a new referral a clinician should make every effort to 
contact the patient within 1 working day to introduce themselves and/or schedule a visit. The 
timing of the first contact with the patient should be adjusted based on the “patient available 
date” noted in the service referral. For referrals received after business hours or on a weekend 
the expectation would be for first contact to be made within 1 day of the next working day. 

During the first visit clinicians must provide their name and contact information using an 
appointment card or CommuniCare pamphlet and explain the relationship between 
CommuniCare Therapy and the Home and Community Care Support Services. Clinicians should 
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ensure their identification badge is visible to the patient/family member at all times and should 
be prepared to verify their identity and professional credentials if requested. 

Clinicians must also identify and share information that details how patients may provide 
feedback on the services they are receiving or have received. This information is outlined in the 
CommuniCare patient pamphlet that is to be provided at the first visit and can also be found on 
the CommuniCare website. 

School Care Patients: 

Timelines to first contact - Upon receipt of a new referral a clinician should make every effort to 
contact the patient/parents within 3 working days to introduce themselves and initiate the 
process of obtaining consent and scheduling care. The timing of the first contact should be such 
that it allows the clinician enough time to also contact the school staff and meet the required 
first visit date as set out in the referral. Generally, school care referrals must be seen within 10 
calendar days of referral receipt, but the specific deadline will be noted in the referral.  

Clinicians must also identify and share information that details how parents may provide 
feedback on the services their child is receiving or have received. This information is outlined in 
the CommuniCare School Care pamphlet that is to be provided at the first visit, can be emailed 
to parents and is also be found on the CommuniCare website. 

During the first contact with school staff clinicians must confirm school security protocols and 
provide their contact information to any relevant staff that do not already have it. Clinicians 
should ensure their identification badge is visible to the patient/family member at all times and 
should be prepared to verify their identity and professional credentials if requested. 

Private contract clients:  

Upon receipt of a new service request a clinician should make every effort to contact the client 
within two business days to introduce themselves and/or schedule a visit.  

 

Failure to make any contact with a patient/family after three attempts or any challenges experienced in 
trying to make a first contact should be reported to the clinician’s manager, Care Coordinator or referral 
source as appropriate. The Care Coordinator/referral source should then provide guidance on alternate 
contact information or determine whether additional contact attempts or discharge are more 
appropriate. 
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