
PATIENTS TELEVOX FUNCTIONS EPIC FUNCTIONS PRACTICE

Patients call practice to 
cancel appointment

In Basket Message is 
generated to alert practice of 

Cancellation via Gateway

Practice cancels the appointment 
and reschedules with patient 

Note: If patient does not wish to 
reschedule triggers the 

reschedule workflow

CANCELLATION WORKFLOW

Patients cancel 
appointment via Gateway.  

Patients can select six 
codes for cancellations *

Patients cancel appointment 
via TeleVox Call 

Patients cancel appointment 
via TeleVox Text

Practice works the Patient 
Schedule In Basket folder and 
calls the patient to reschedule 

appointment

TeleVox confirmation comes in 
and updates DAR and TeleVox 

Report

Practice reviews DAR or TeleVox 
report three days in advance.  

Patients who cancelled, did not 
get a message, or did not confirm 

- are then called.

Appointment is automatically 
cancelled on the schedule

Appointment is manually 
cancelled 

Practice attempts to 
reschedule appointments. 

*Triggers reschedule 
workflow

Practice actively works the 
wait list for open slots

File from MGH sent to TeleVox 
at 2:30 AM for appointments 3 

days out

Patients over the age 70 are 
called between 

10:00am-1:00pm

Patients under the age 70 are 
called between 6:00pm-8:30pm

All text reminders are sent at 
12:00 noon and patients have 
26 hours to respond.  After 26 

hours the message expires

Phone line issues or texts that 
could not be delivered are 

retried the next day beginning 
at 9:00am 

*Cancellation Codes patients 
select: Patient, Lack of 

Transportation, Weather, Error, 
Moved, Feeling Better.  Default 

reason: Patient  


