
QTN Nurse Coach conducts 
Session 1, first call attempt

Eligibility verification: 2.5 min.
Preparation time: 1.5 min.

Is member 
contacted?

QTN Nurse Coach 
leaves message and 

reschedules Session 1
Talk time: 1.5 min.

Documentation: 2.0 min

QTN Nurse Coach conducts 
Session 1, second call attempt
Eligibility verification: 2.5 min.

Preparation time: 1.5 min

Is member 
contacted?

QTN Nurse Coach 
moves member to 

Session 2
Documentation: 2.0 min

A

QTN Nurse Coach 
conducts Session 1 

and schedules Session 
2

A

A

QTN Nurse Coach conducts 
Session 2, first call attempt

Eligibility verification: 2.5 min.
Preparation time: 1.5 min.

Is member 
contacted?

QTN Nurse Coach leaves 
message and  reschedules 

Session 2
Talk time: 1.5 min.

Documentation: 2.0 min

QTN Nurse conducts Session 2, 
second call attempt

Eligibility verification: 2.5 min.
Preparation time: 1.5 min

Is member 
contacted?

Send Inability to Contact letter and 
reschedule current Session in 30 

days
Documentation: 2.0 min.

Does the member 
call within 30 days?

Send Cancellation letter
Documentation: 2.0 min. 

QTN Nurse Coach 
closes case

QTN Nurse Coach 
conducts Session 2 and 

schedules Session 3

QTN Nurse Coach 
conducts Session 2 

and schedules 
Session 3

B

B

B

QTN Nurse Coach conducts 
Session 3, first call attempt

Eligibility verification: 2.5 min.
Preparation time: 1.5 min.

Is member 
contacted?

QTN Nurse Coach leaves 
message and reschedules 

Session 3
Talk time: 1.5 min.

Documentation: 2.0 min

QTN Nurse conducts Session 3,             
second call attempt

Eligibility verification: 2.5 min.
Preparation time: 1.5 min

Is member 
contacted?

Send Inability to Contact letter and 
reschedule current Session in 30 days

Documentation: 2.0 min.

Does the member call 
within 30 days?

Send Cancellation letter 
Documentation: 2.0 min.

QTN Nurse Coach 
closes case

QTN Nurse Coach 
conducts Session 
3 and schedules 

Session 4
C

QTN Nurse Coach 
conducts Session 3 and 

schedules Session 4
C

No

Yes

No

Yes

Yes

No

Yes

No

Yes*

No

No

Yes

Yes

Yes*

Has member 
completed Session 

1?

Move member to 
Session 3

Documentation: 2.0 min.
B

Has member 
completed Session 1 

and 2?

Move member to 
Session 4

Documentation: 2.0 min.
CYes

No

No

No

Yes

No
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QTN Nurse Coach conducts 
Session 4, first call attempt

Eligibility verification: 2.5 min.
Preparation time: 1.5 min.

Is the member 
contacted?

Move member to 
Session 8 

Documentation: 2.0 
min.

Conduct Session 8 by mailing 
member survey 6 months after 

quit date and move to Session 9

Conduct Session 9 by 
mailing member survey 

12 months after quit date

QTN Nurse Coach 
closes case

QTN Nurse Coach leaves 
message and reschedules 

Session 4
Talk time: 1.5 min.

Documentation: 2.0 min

QTN Nurse Coach conducts 
Session 4, second call attempt
Eligibility verification: 2.5 min.

Preparation time: 1.5 min.

Is member contacted?

Send inability to Contact 
letter and reschedule current 

Session in 30 days
Documentation: 2.0 min.

Does the member 
call within 30 days?

Send Cancellation letter
Documentation: 2.0 min.

QTN Nurse Coach 
closes case

No

No

Has the member 
completed 3 previous 

Sessions?

No

No

QTN Nurse Coach 
conducts Session 

4
Yes

Yes

Yes

Yes*

Has member 
completed 

compliance criteria?

Send letter and 
certificate of program 

completion

Yes

No

*If the member calls back w/in 30 days of receiving the 
inability to contact letter and leaves a message, the QTN 

Health Coach will make 2 call attempts.  If call attempts are 
unsuccessful, QTN Health Coach will close case.


