
1

Candace J. Chitty
RN, MBA, CPHQ, PCMH-CCE



MUST-PASS
CRITICAL FACTOR = FACTOR 1
Patient-Centered Appointment Access 4.5 points
The practice has a written process and defined standards for 
providing access to appointments, and regularly assesses its 
performance on:
1. Providing same-day appointments for routine and urgent 

care Critical Factor
2. Providing routine and urgent-care appointments outside 

regular business hours  
3. Providing alternative types of clinical encounters  
4. Availability of appointments
5. Monitoring no show rates 
6. Acting on identified opportunities to improve access



 Factor 1: Documented Process and 5 consecutive 
day report of same day availability for urgent 
and routine care

 Factor 2: Documented process and either a 5  
day report showing availability of appts after 
hours or materials advertising the appts to 
patients. (NCQA Clarification – 10/26/15)

 Factor 3:  Documented Process and 30 calendar 
day report

 Factor 4:  Documented process and 5 day report
 Factor 5:  Documented process and 30 calendar 

day report
 Factor 6: Documented process and report
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Factor 3: Providing alternative types of clinical encounters 
Challenge:  
 Identifying and/or having these types of encounters. 
 Reporting 
Encounters must be scheduled and patients must be seen by a 
clinician during these visits.  Remember – clinical care must be 
provided during the encounter. 

Factor 4: Availability of appointments
 Establishing standards for different types of appointments
 Reporting ability to monitor adherence to standards
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CRITICAL FACTOR = FACTOR 2
24/7 Access to Clinical Advice 3.5 points
The practice has a written process and defined 
standards for providing access to clinical advice 
and continuity of medical record information at all 
times, and regularly assesses its performance on:
1. Providing continuity of medical record 

information for care and advice when the 
office is closed 

2. Providing timely clinical advice by telephone 
Critical Factor

3. Providing timely clinical advice using a secure, 
interactive electronic system  

4. Documenting clinical advice in patient records 



 Factor 1:  Documented process
 Factor 2:  Documented process and 7 

calendar day report
 Factor 3:  Documented process and 7 

calendar day report
 Factor 4:  Documented process and 3 

examples.
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Factor 2: Providing timely clinical advice by telephone 
Challenge:  
Monitoring and reporting after hours adherence to timeliness 

standards 
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Electronic Access 2 points

The following information and services are provided to 
patients/families/caregivers, as specified, through a secure electronic system.

1. More than 50 percent of patients have online access to their health 
information within four business days of when the information is available to 
the practice+ 

2. More than 5 percent of patient must view as well as have the capability to 
download their health information + (NCQA Clarification – November 2014)

3. Clinical summaries are provided within 1 business day(s) for more than 50 
percent of office visits+ 

4. A secure message was sent by more than 5 percent of patients+ (NCQA 
Clarification-November 2014)

5. Patients have two-way communication with the practice

6. Patients can request appointments, prescription refills, referrals and test 
results. 

+Stage 2 Core Meaningful Use Requirement 



 Factors 1-4: At least a 3 month report with 
percentage results

 Factors 5 and 6: Screenshot demonstrating 
capability
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 Patient engagement/willingness to use patient portal.
 Attestation to Stage 2 MU portal utilization threshold.

NOTE:  A change: NCQA will accept one example of capability or 
use to satisfy the requirements for Factors 2 and 4.
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Note: You must provide the 
url of the site or portal with 
your documentation.
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