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1. Patient attends 
laboratory for INR 

blood test 

4. CDSS recommends a 
weekly dosage schedule and 

date of next INR test 

Usual care 
7. Clerk or pharmacist contacts 

the patient to communicate 
medication and appointment 

instructions 

6. Pharmacist approves or 
changes CDSS recommendations 
and records instructions in CDSS 

database 

9. Reminder and missed messages 
• Reminder: IVRS reminds patient 

of upcoming INR appointment 
• Missed: IVRS informs patient of a 

scheduled INR appointment that 

has been missed 

IVRS notifies clinic staff to 
call the patient if there is a 

request for contact 

8. Dosage message:  
• IVRS communicates medication and 

appointment instructions 
• IVRS asks patient if he or she would 

like to be contacted by someone from 
the clinic or if he or she has started 

new medications 

IVRS 
7. IVRS extracts patient’s 
telephone number, INR 

result, dosage schedule and 
date of next INR appointment 

from CDSS database 

2. Laboratory sends INR test 
result to clinic by fax,  
email or telephone  

 

3. Clerk enters patient’s INR 

result in CDSS 

5. Pharmacist reviews CDSS 
recommendations 

 

Appendix 1: Schedule of events for the pre-intervention period (usual care) and the post-intervention period 
(with the interactive voice response system). Note: CDSS = computerized decision support system, INR = 

international normalized ratio, IVRS = interactive voice response system. 


