
  

  

 

   

   

    

 

Appointment Access
Standards Matter! 
GIVE YOUR PATIENTS THE RIGHT CARE IN 
THE RIGHT PLACE AT THE RIGHT TIME. 

When you follow appointment access standards, emergency room visits decrease, health outcomes improve and 
your patients’ trust in you – their PCP – increases! Use these few simple guidelines to make a big difference in 
their lives and health. 

Med icaid P CP Appointment Scheduling Guidelines 

 Routine/Preventive Urgent Symptomatic Acute Care Schedule Appointments 

within  

28  
days of request 

within  

24  
hours 

within  

72  
hours 

4  
within an hour 

Wait Times for Patients 
Appointment 

At less than 45 minutes 
Ask patient: 
Wait or reschedule? 

At 1 hour 
Patient must be 
in exam room 

No Appointment 

At 45 minutes 
Ask patient: 
Wait or reschedule? 

At 90 minutes 
Patient must be 
in exam room 

After-Hours Response Guidelines 
You must return non-urgent calls in 30-45 minutes – 
crisis situations within 15 minutes. 

PCPs must also provide one of three options: 

1 

2 

3 

24/7 answering service. Connects to clinical 
decision maker/someone with PCP access. 

Answering system with option to page PCP. 

Advice nurse with access to PCP or 
on-call provider. 
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 The What, Why and How with Wait-Time Examples 

What are Appointment Access Standards? 
It’s important to make sure members have timely access to care so 
they get the right care at the right time in the right location.  

Why Do Appointment Access Standards Matter? 
Fidelis Care providers are required to follow the guidelines that are 
outlined by the State of New Jersey Division of Medical Assistance 
and Health Services (DMAHS). It helps cut down on unnecessary 
emergency room visits and increases your patients’ engagement 
with their PCPs. 

How Can You, as a Provider, Meet the Appointment 
Access Standards? 
Knowledge is power. Know what the standards are, and educate 
your staff to understand the standards. Post this guide in many 
visible places in your office. 

Appointment Wait-Time Examples 
ROUTINE VISITS 

• Example: An established patient calls your ofce needing a blood pressure check for 
medication refll or a fu shot or a regularly scheduled visit. 

PCPs, ask yourself: If a patient calls for a routine visit would I be able to see the patient within 4 weeks? 

SICK VISITS OR URGENT NEED APPOINTMENTS 
• Example: A patient calls your ofce saying she has the fu and a fever. 

PCPs, ask yourself: If a patient calls saying he or she is sick, can I see the patient the day of the call 
or at least by the next day? 

Need assistance or additional copies? Contact your Provider 
Relations Representative by calling 1-888-453-2534. 
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