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Process for rescheduling consumer intake appointments  
From July 1, 2005 forward 

 
A consumer or guardian if indicated must be present or on the telephone for the DCA screening 
process or to reschedule an appointment. The following providers are an exception to this 
procedure: Center for Child and Family Health (CCFH), Lincoln Community Health Center 
(LCHC), Family Care Program – Duke (FCP), ARP Phoenix, and MAJORS consumers at 
Dominion Christian Counseling Services, Inc. 
 
If the appointment needs to be rescheduled WITHIN 90 days of the screening 

Prior to 90 days it is assumed the screening remains valid unless the presenting situation is 
determined urgent or emergent by the Customer Service Specialist. If urgent or emergent, 
consumer will be connected to DCA for triage in the usual manor. 
 
Scenario # 1: Consumer driven request wanting to reschedule with the same provider: 
 

TC to Durham Center front desk – transferred to 
Customer Service Specialist. 

TC directly to DCA – transfer call to 
Customer Service or if after hours will 
inform consumer that CS will call the next 
day. DCA then leaves message for CS 
including client name, any other identifying 
information and verified phone # where 
consumer can be reached the next day.  

 
Process: Customer Service Specialist will 
reschedule appointment with existing provider 
and extend the authorization. Appointment will 
be made outside the intake schedule given to 
DCA. A new event has been developed in 
eCura to capture rescheduled intake 
appointments 
 

 
Customer Service receives call or returns 
call. See process on left.  

 If provider indicates they do not want to be authorized for 90801 but would like to use H 
Code, CS will inform that they must call UM to resolve.  

 Providers are expected to reschedule these appointments within a reasonable time frame 
that should not exceed 2 weeks from date of request. To reduce any confusion or 
overbooked appointments, rescheduled appointments with the same provider are not 
expected to use the same slots as those provided to DCA.  
 
Scenario # 2: Consumer driven request wanting to reschedule with a new provider prior to 
completed intake appointment: 
 

TC to Durham Center front desk  TC directly to DCA 
 
Process: TDC front desk staff transfers call to 
DCA – see process on right. 
 
TDC UM staff will end the treatment in eCura 
for the first provider.  

 
Process: Rescheduling an appointment 
with a new provider prior to a completed 
intake (this can be by missed appointment 
or prior to the date of the first appointment) 
is handled by DCA so the consumer is able 
to access initial intake schedule’s provided 
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to DCA. DCA staff will schedule the new 
appointment with the new provider and add 
a new treatment and auth tied to the 
original screening event. Do NOT 
complete a new screening event for 
rescheduled appointment. Rather, 
complete the reschedule event and indicate 
the new provider. Copies of the original 
screening should be sent to the new 
provider. DCA staff will call UM to notify of 
the reschedule so the treatment can be 
ended.  

 Do not send consumer to the provider with the original appointment and expect them to 
then transfer after the intake. 

 If the request for a new provider happens before the original intake appointment this 
process is still followed. 

 
If the appointment needs to be rescheduled AFTER 90 days of the screening 

After 90 days it is assumed the screening is invalid and a new screening must be done for an 
intake appointment to be scheduled.  
 
 

TC to Durham Center – transferred to DCA. TC directly to DCA 
 
TDC transfers call to DCA – see process on 
right. 
 

 
Process: Regardless if appointment is 
desired with new provider or the same 
provider as the previously missed 
appointment, DCA conducts a new 
screening, adds a new treatment and 
authorization and schedules appointment 
according to client choice as usual. 
 

 
 
Other Scenarios: 

• Client reschedules appointment by calling the original provider within 90 days – 
provider schedules a new appointment and calls UM to extend authorization if it is 
beyond the first 30 day authorization. Do not ask consumers to call the Durham Center 
UM department and ask for an extension on the authorization. Do not refer the individual 
back to DCA or The Durham Center to have an appointment rescheduled.  
 

• Wrongly scheduled appointment and client shows up at provider for appointment –  
o Only if it is completely out of their scope to serve - provider contacts DCA to 

reschedule with an appropriate provider as soon as possible 
o If somewhat within their scope to serve – provider completes intake and begins 

transfer process at the same time. 


