Parent Call Coverage for the Goldberg Center Medical Homes 
Welcome to Parent Call in the Goldberg Center for Community Pediatric Health at Children’s National.  This experience will give you practice in fielding calls from worried parents at night, providing advice and anticipatory guidance, and determining what follow-up is needed (from home care only to “Call 911”!)
We want you to learn from this experience and to gain confidence in your ability to manage patients by phone.  There is a General Pediatrics attending on-call with you each night.  Please contact this person if you have questions about how to handle a parent call.   You will also assign the documentation of your telephone calls to the on-call attending to review.  The following day, the on-call attending will send you an Outlook email with feedback about your documentation and decision-making.

There is a Med Hub evaluation that a General Pediatrics attending will complete at the end of your week of nights.  
General Guidelines

· You must first log into the PL2 pager (58299, password 58299) in order to receive pages about parent calls from the operator.

· Cover parent calls between 8 PM and 2 AM.  The hospital operator will page you with the family’s phone number (and hospital line if parent is holding on line with the operators).

· Provide advice to families of children who receive primary care at the following Goldberg Center health centers:  CHC – Michigan Ave, Adams Morgan, Comp Clinic, Anacostia, and THEARC.

· Document each phone call in a telephone encounter in eClinicalWorks (see attached instructions).  When complete, assign the telephone encounter to the on-call attending to review the following morning.

· If you refer a patient to the emergency department, please call the LIFE line (xLIFE or x5433) to let them know.  They will ask for the patient’s name, DOB, and reason for referral to the ED.  If you are very concerned about the patient or have specific information that you want to share, you should speak to the ED attending or fellow and also let the General Pediatric attending know about the call.  You should definitely speak to the ED attending/fellow and Gen Peds on-call doctor if you have concern about possible abuse or neglect and are referring to the ER.
· Management by phone can involve checking in with a parent later in the evening for a reassessment of the patient.  If you speak to a parent again, please add that additional information to your telephone encounter.  If you had initially referred to the ER but subsequently decide the family can come the next day- please let the ER know that as they do not have access to ECW. 
· You will not be providing phone advice to families of patients in the Adolescent Health Center (AHC) or families who do not get primary care at one of the Goldberg sites.  AHC patients and families need to speak with the Adolescent provider on-call.  Families with outside primary care providers should call their primary care practice (or an on-call specialist at Children’s if appropriate).  
· Refills:  As a department, we do not prescribe antibiotics over the phone.  It is fine to call in a single refill for Albuterol if you can verify that Albuterol has previously been prescribed (e.g. Albuterol is on their med list in eCW).  Better to refill their Albuterol than to send them to the emergency department if not otherwise necessary!  Families should not be calling you for routine prescriptions refills.  You can use your judgment about doing refills of other chronic medications if there are extenuating circumstances.

· You are not expected to schedule sick appointments for patients.  You can instruct patients to call their health center the following morning.  If you do choose to schedule a next day appointment, each center has an urgent care schedule.  An available appointment will say 1/1 Sick Visit or ½ Sick Visit.  See the table on the next page with names of the urgent care schedule for each site.
· When the operators receive a call from a family who needs an interpreter, they contact an interpreter and conference them into the call with the family.  They will then page you to speak with the family.
· Our Goldberg Center health centers now have extended hours including evenings and Saturdays.  See attached hours of operations and urgent care access for each center.
Goldberg Center Hours of Operations and Urgent Care Schedules
NOTE:  All Goldberg health centers encourage patients to call for same day or next day sick appointments instead of coming as a “Walk-In” patient without an appointment.  Urgent care appointments can be scheduled on the health center’s urgent care schedule.
	Goldberg Health Center
	Hours of Operations
	Urgent Care Schedule

	CHC – Michigan Ave
202-476-2123

	Mon
7 AM – 8 PM

Tues
7 AM – 8 PM

Wed
9 AM – 8 PM

Thurs
7 AM – 8 PM

Fri
7 AM – 4 PM

Sat
9 AM – 4 PM


	CHC Urgent Care

	CHC – Adams Morgan

202-476-5580


	Mon–Thurs  7:30 AM – 8 PM

Fri  7:30 AM – 4:00 PM

Sat  Closed


	CPM Urgent Care

	CHC – Comp Clinic (Shaw)
202-476-5500


	Mon–Fri   8 AM - 4 PM

Sat   8 AM – 4 PM
	CPC Urgent Care

	CHC – Anacostia
202-476-6900

	Mon-Thurs  8 AM – 8 PM

Fri-Sat   8 AM – 4 PM


	CHA Urgent Care

	CHC – THEARC

202-436-3060


	Mon-Thurs  8 AM – 8 PM

Fri-Sat   8 AM – 4 PM


	MBU Urgent Care


Recording Phone Calls in eClinicalWorks
Each phone call should be documented in eClinical Works as a telephone encounter.  

1.  Go to patient lookup to select the correct patient.  You can search by name, medical record number (= account number in eCW), or date of birth.
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2.  Select the appropriate patient, and click OK.  You will now see the Patient Hub screen.  From the Patient Hub, select New Tel Enc (for New Telephone Encounter).  Note: you can also obtain the patient’s phone number(s), medical record number, and date of birth from the Patient Hub.  If you want to look for additional numbers, click on the Info button for emergency contact information and any additional phone numbers.
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From the Patient Hub screen, you can also review many elements of the patient’s past medical history on the right hand side of the screen.  

Select the Overview tab to review the Problem List, Current Medications, Allergies, and Immunizations.

Select the History tab to review the Medical, Surgical, Family, and Social histories.

3.  In the Telephone Encounter screen, you will see the patient’s name, phone number, and date of birth.  You will see his or her pharmacy if the family has identified one.  You will also see the facility where the child is usually seen (e.g. Children’s Health Center, Good Hope Road, etc.)
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Please complete the following steps to document your telephone encounter:

1.  Document the caller’s name and relationship to the patient in the Caller field.

2.  Document the Reason for the call as “on-call advice”.

3.  In the Message text box, document the history obtained from the parent including chief complaint, history of present illness, and review of systems as appropriate.

4.  Click Time Stamp to record your name and the time of the call in the Action Taken box.  Next document the recommendations that you made to the family following the time stamp.  Please include any suggested home treatment, recommendations to come to the ED or follow-up with their PCP, and reasons to call back or come to the ED.
When you are finished, change the AssignedTo field to the General Pediatrics attending on-call with you that evening.  The on-call schedule is always available through the Children’s operators.
Scheduling Appointments in eClinicalWorks

 1.  Go to your Resource Schedule screen.  You may need to add additional urgent care resource schedules if not all are visible in your “My Resources.  To add resources, go to File > Settings > My Settings.
[image: image4.png]-alworks (Biddle,Cara L)

Insurances
Pharmacies

attorneys

Employers

Insurance Groups

Case Managers

Lab Companies

Guarantors

Provider Nurmbers

Data by Facilty

Referring Physicans/Insurences
Refresh Counts

Mandstory Fields

Eaciities

Failty Groups

User Groups

Tomplotes

2p Codes

Management

Recondle Interface Results

Interface Dashboard

P.5.A.C Settings
Securiy Settings

MEIE

P = Providers

all [eiddie, Cara L Appt. Time [all Day view [al
[Childrens Health Center Appt Time

1| <oz =[5 sortby

cie

11:30 AM_|MACK, I

Settings

Mergs patient
Change password
Export

print

Ext

Registry

Referrals

Messages 00 .

Dacuments

Billing

View Progress ol

Primary Practice

Local Settings

My Settings

X User Settings
Practice Defauts

eClicalworks Admiristrator

Hard Reset Passward
Authentication Settings
Print{FaxjLock Settings

Format Progress Niote.

Enable Tree View for Sacial Histary

Upload Images

results. Copy (F2)

Resources

[am70__lchk iodeam [ihzrm | ] | | |

Encounters : 1

Jobel Alert_| eclincalhiessenger |




Select the “My Resources” tab and change the Facility to “All” so you will see all possible resources (see next page).  

Select the checkbox in front of the Resources that you want to add to your list, then click the arrow in the middle to move those Resources over the your “My Resources” and say OK.

eCW will prompt you to log out of eCW and log back in.  You will then see the new resources on your Resource Schedule screen.
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2.  From the Resource Schedule screen, select the Resource where you want to schedule the patient:
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3. The CHC Urgent Care schedule has specific appointment slots (see example on previous page).  The other Urgent Care schedules just have shading (see example on previous page with dark green shading) where you should schedule appointments.  Do not schedule more than one patient per 15 minute slot.

4. To schedule an appointment, double left click on the spot where you want to schedule the appointment.  In the appointment window, select the patient’s name, visit type (Sick), and enter reason for the appointment.  Click OK.  You should now see your patient’s appt on the Resource Schedule screen.
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Info button





New Telephone Encounter








