
Referral Management 

Search ImprovingPrimaryCare.org for more resources 

 

Ensuring timely linkage to and completion of services outside 
the primary care office and facilitating a timely exchange of 

information among providers. 

 

 
Key Changes 

• Assume team accountability for ensuring that all referrals meet the time sensitive needs of the 
patients and providers. 

• Select and train staff to track and manage referrals. 

• Reach out to specialists, hospitals, and community service agencies to develop partnerships to 
facilitate the referral process. 

• Develop standard ways of exchanging referral information. 

• Create workflows to ensure the referral loop gets closed. 

 
Examples 

• Identify staff with excellent communication 
skills to work with patients, families and 
specialty care providers. 

• Establish standards for assuring complete 
referrals to specialty care. 

• Work with frequent referral providers to 
streamline the process for the patient. 

• Use care compacts to list explicit expectations 
for referrals regarding return of information 
and the patient to the practice. 

• Reach out to all patients who fail to keep 
referral appointments-document reason for 
no-show.  Understand and address no-show 
causes. 

• Set up process to decrease the number of 
open referrals that includes confirming with 
the patient that they intend to go to the 
specialist (creating fewer referrals). Establish 
standards and scripts for confirming that the 
patient wants the referral. 

• Use EHR tracking software to record all 
referrals. 

• Set up process to close referrals once results 
are returned and reviewed by PCP. 

• Set up process to track and follow-up with all 
open referrals. 

• Ask patients how to best support their referral 
experience.

 



Primary Care Team Guide Assessment-Related Questions 
 

 

 

 
 
 

How Primary Care Teams Achieve the Quadruple Aim 
 

 


