PS 5 After Hours 

Effective Date: October 21, 2013
Last Date Revised: October 21, 2013

Policy

Routine telephone services are available during regular business hours. Calls will be answered by office employees and routed as needed. 

The Company’s services are available during our regular office hours. Phone calls from clients, physicians, referral sources and others are relayed to qualified and appropriate personnel and all calls are returned during business hours. The Company provides patients/clients with information and telephone numbers for customer service assistance regarding regular business hours, after-hours access, item repair, and emergency coverage. An electronic log of all after-hours calls is maintained which documents the time the call was received, the time the call was returned, the concern or reason for the call and the resolution. This log is maintained by customer service and will be maintained and managed electronically for at least five years.


Procedure
When the office is closed, after-hours coverage is provided through our company answering machine. AbleNet will request that the customer leave a message with the following information:

· Client Name
· Return Telephone Number 
· Reason for call

Customers will be informed via recording that all calls will be returned the next business day. Should the client be experiencing a medical emergency, they will be advised that they should hang up and dial 911. 
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AbleNet After-Hours Call Log
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aType of call: 1 - equipment failed; 2 - troubleshooting; 3 - request for supplies; 4 -request for pickup; 5- late delivery; 6- patient needs reinstruction; 7 - complaint; 8 - billing problem; 9 - other (provide a description)

bAction required: 1 - provide telephone consultation; 2 - refer to health care professional (be specific); 3 – call next day for new setup; 4 – call next day for service; 5 - equipment replacement; 6 - refer to billing department; 7 - unable to fill order; 8 - other (provide a description)
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