Viaking the Vedicalt iHome
Work/reamwork in: Pramary: Care

Amy: Mullins;, MD
Franity: Clinic YWhltehouse



Ohjectives

Objectives: Include:
1. [Cearn how: te bulld your office team.

2. Understand vamous Ways to) tUse Youl: team to
Improve ofifice fiow and functien.

3. Recognize that yoeur schedule Works: fer you, you
donft work: for youl schedule.

4. [Learn abeut Rnew enling and In-persen oiifice ViIsIts
that willlimprove efficiency.

5. Acquire infermation anout real Worldl experience with
enline communication With; patients
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Peing leday s Work lieday,



Access

Fhe patient receives EXACTILY: the' care

they need (Want) EXACTLY When and how
ey need (Wanb) i

I & perfect worlal
Patient Centered
Not Provider Centered



Access Is Not

Working 17-hoeurs a day
Makingryeurseli/y/our: staiif miseranle

Dene By only: ORE PErsen In your office
Being a pushoVver

Dropping continuity: e care
BEeing everytning ter everene



Why: Do It?
|t makes the Patient satisfied (happy)
It makes you satistied (happy)

Outside: Competition
x Retail Clinies
s Acute Care Facllities



Pitfalls and Worries

o6 many: patients
Not enough patient
Saturated schedule
06 much backiog



PCMHI Specific Pitfalls

| can't do all' the ACUTNE, CHRONIC, and
PREVENTATIVE care in one 15 minute

VISIt!
ShiIft te teami care

You have no access/no medical heme
Without teamwork















What Is Teamwork?

Working tegether

At It's core It IS maximizing the: petential of
each teamimemioer

BUIE..... It reguires; the physician te
relinguisircontrel



Tream Members

Physician

Physician Extenders
Nurses/IVIAS

Eront Office

Office Vianager



How \We: Do it

3t Physicians (2 work 3 days, 4 Woerks 4 days)
NP (422 days))

2 LVNs, 1 MA

[Lal tech

Rad Trech

2 Y2 Erent Office

Office Manager




Panel Size

Mest consider a fullfpanel e a il time
physician (48 Yz days a Week:) 2200-2500

OUur 4 day: a Wweek physician had aheu
2500 patients;, BUt recently mevead and we
hired semeone o take ner place

Our 3 day: a week physicianss have: 1500~
22001 patients

Adjust schedules/Hire more people!



The Visit

Each physician sees 20-25) patients:a day
OpPEn access- ARything goees

Staggered: lunches
= SOMEGnE Is always seeingl patients
x SEMEoNE IS always answelng the phene



Front Office

HAas the freedom tor make schedule
dEecIsions

KRewsrUpififent the' centext of our: day,
(huddles)- guick daily: meetings te discuss
the schedule. This Keeps everyone: on the
Ssame page for the: day,

TFhey find eut: Whoris the patient?
Wihat are the patient’s needs/Wants?




SImpliity

Schedule Previeusly:

-New, Well, Quick: Sick, Eollow Up, Same
Day;,, Next Day, 3 Vionth, 6rmonth, URI
(evenyone called appts different names)

schedule Now: fierall providers
-Acute,, Fellew Up, Quick Sick
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Quick Sick Visit

Away: 10 accerdion yeur schedule

5 min Visit= 2/4'visits 1In ene 15 minute: slet
Poene durng the lunchrheur and'at endl ol day,
URI complaints

Pts must be 3 moenths- 65 years old

NO new: patients

One complait enly.



Nursing

1 IVIA/LEVINS paired withr eachr provider
Compuiternzed check=in

Goal torhave patient 1IN reem within 5-10
miRUtes of appt time

\What s the geal of Your Visit?*
Vitals, pain scale; falls; ete.



Nursing Cont'd

Standing erders
s Strep Tests, Flu tests, UAS

Review: of Preventativer Care Neeas
s Mammoegram remineaers

x Colenoescopy reminders

s Flu shoets

s [fetanus Shots



Physician/ NP

Review: nursing infe; prier te enterng reom
Protecoll butten/chrenic disease

Doerallf care at peint-ei-senvice “Is there anyihing else?”
s This prevents; unwantedl fellow: up visits that will-se: no shews
a Can increase hilling level for that day.

ENMR templates;, bills; medication lists

Decide on an interval for fellew tp

s [0 Increase acecess you might change from 3 montih follow: ups
to0 4-6: montns



We Live in a Virtual World!










Other Ways for Access
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E- /SIS

s Vust be established patient
x URIS, depression fellovw: b, HIINSoellow: up

» Uninsured; Shift workers, Can't take: ofif Work,
canit get an appeintment

x Anetherway: te meet seasonal demanad
s $30i per visit- cash (credit) only
s Insurance not Vet paying fer this



What do Patients Think?

Seme hiave never used It!
SeMme. Use e-Vvisits regularly.
Very fiew have: complained akout: cost

[T they, Want ter come: In andf e seen, they,
can

IfFwe:fieella visit IS Inapproprate: fielr e-
Visit, we will-make the patient come in



Other Technology To Help Impreve
ACCESS

Emailing patients:laln results

x Our patients love this! Cuts eut the middle
man.. Yeur Werds go directly to the patient.
Prevents; phoneé tag.”

E-prescrining- instantly’ send prescrptiens firom
the computer ana receive refilli requests firom
the pharmacy.

= [his gives time back te yoeur nurse



Using your Staff to: Help: Improve
ACCESS

Nurse Visits- UTIs

= Nurse takesi symptoms; fiunsia UA, sends;tihe
physician the result

x \We get tol it later in the day, send the medication (If
needed) to the pharmacy, and: any: further erders
Pack terthe nurse, charge 99211

Refill Protoceols

= fhink albout giving your: chronic stable: patients six
months/year supply eff medication up; front te cut
doewn on refill requests



Evaluation

Eind out hew: yeu are deing by asking- youl: stafi:and
VOUIF patients

s Your front desk and yoeur nurses cam give you valuakle feedbhack
Ol ew the: efifice IS running

n [he more you ask/engage them,, the more they buy inte: the
process

SUrvey: yeur patients/then resurvey’ at a set time 1n the
future

REmMember the data yourcollect Is only as good asi tne
patients whe actually: walk i the' doer



Evaluation

Fhink apoeut your front desk/phene: stafi collecting data
O the nUmBEr el patients they: turm away: In'a day.
s New pts Vs acute

ASK yoUur firent desk Whemr your next availanle
appoIntment IS for a new: ptand for a sick pt (IS your
ACCESS as geod as you| think)

Einal eut Ifi your phene system: has data collection
s How many rings until semeene hangs up

s Hoew' lengl do they wait on hold

s Phene access canibe as Impertant as previder access



Spread the Word!

Jalkawith yeur patients/staiil alneut access

Educater your stafirabeut hew torapprepriately schedule
new: types ofi Visits

PUL flyers in the' ey and exam reoms, With 2CCESS
MESSAges

Use your hold message to deliver infermation
x “Iff you would like te have your pharmacy email your refill request..*
m “Go to our website for Information abeut..*
s “Ask us about our new Quick Sick visit..”









Bulld Your Own Home




Thank You!
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