Standard Operating Procedure (SOP): Message Relay for Surgery Date Confirmation [TOH & HMMS]
 
Purpose: This SOP outlines the steps interpreters must follow when relaying messages to confirm surgery dates by calling hospitals a day before the scheduled surgery date. The goal is to ensure clear communication, accuracy, and professionalism while adhering to confidentiality protocols.

Scope: This SOP applies to all interpreters responsible for confirming surgery dates with hospitals. It ensures consistency in procedures and enhances patient and healthcare provider satisfaction.

Responsibilities:
· Interpreters are responsible for accurately relaying messages between patients and hospital staff.
· Maintain patient confidentiality and adhere to privacy regulations such as HIPAA (or relevant laws).
· Ensure professionalism and clarity during all communications.

Procedure:
 
1. Preparation
1.1 Gather Required Information:
· Obtain the patient’s full name from the confirmed job on II.	Comment by Amal Dweik: From the confirmation email?	Comment by Zewdi Gselassie: PIN/MRN (These are the two MAIN ONES)
· Note the scheduled surgery date.
· Record the patient’s identification number or any hospital-specific reference numbers such as PIN/MRN from the II confirmation. 	Comment by Amal Dweik: Under Client?	Comment by Zewdi Gselassie: What is "under client"?
 
1.2 Verify Contact Details:
· Confirm the hospital’s contact information, including the correct department to call (e.g., surgery scheduling or admissions department).
 
1.3 Check Time Zones:
· Ensure you are calling during the hospital’s business hours/or time given to you by MCIS, considering any time zone differences.

2. Making the Call
 
2.1 Introduce Yourself:
· State your name and role as an interpreter.
· Provide the purpose of your call: "I am calling to confirm the surgery date for a patient on behalf of [patient’s name]."
 
2.2 Verify Identity:
· Follow the hospital’s verification procedures to confirm you are authorized to discuss the patient’s information.
· Be prepared to provide the patient’s identification details for verification.
 
2.3 Confirm the Surgery Date:
· Ask for confirmation of the scheduled surgery date and time.
· If there are any discrepancies, note down the correct details and notify the patient and MCIS promptly.

3. Relaying Information to the Patient
3.1 Ensure Clarity:
· Call the patient to relay the confirmed surgery  time in their preferred language. DO NOT leave voice messages or call using messaging apps like WhatsApp.	Comment by Amal Dweik: The language specified in the job details?	Comment by Zewdi Gselassie: The preferred language is already given in the confirmation 
· Communicate any additional instructions provided by the hospital (e.g., fasting requirements, arrival times, or documents needed).
3.2 Address Questions:
· If the patient has follow-up questions, email is@mcis.on.ca to seek clarification with the job # in the subject line
 3.3 Document the Interaction:
· Note the name and title of the hospital staff you spoke with, along with the date and time of the call.	Comment by Amal Dweik: How about the patient’s name or the person who  picked up the call?	Comment by Zewdi Gselassie: Amal, this is to obtain the exact arrival time of the surgery as instructed by the sp
· Record the confirmed surgery date and time AND inform MCIS.
 

4. Follow-Up
4.1 Emergency Changes:
· If the hospital informs you of any last-minute changes to the surgery schedule, immediately notify the patient and provide updated details.
· Email is@mcis.on.ca immediately with the job # in the subject line.
 
4.2 Close the job:	Comment by Amal Dweik: This is the term they’re used to	Comment by Zewdi Gselassie: Closing the Job: 👍
· Before closing the job, ensure the patient acknowledges receiving the confirmed details.
· When closing the job, add your notes with the results of the message relay, like “successfully confirmed and relayed to patient on [date and time]” or “hospital made a change and patient notified on [date and time]”

Confidentiality and Privacy:
· Always maintain the confidentiality of patient information.
· Avoid discussing patient details in public or unsecured environments.
· Follow all organizational and legal guidelines regarding privacy.

Quality Assurance:
· Supervisors may conduct periodic reviews of calls and notes to ensure adherence to this SOP.
· Feedback and training will be provided if gaps are identified.

Effective Date: [Insert Effective Date]
Approval: [Insert Approver’s Name and Title]
[Insert Date of Approval]
 

