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1. Management Approval



EpicCare Ambulatory Downtime Procedures Sign Off


This document has been reviewed and approved for release on 7/7/11 by the following management:


Christopher Sharp, M.D., Ambulatory Physician Champion   
            
Cheri Lewis, Administrative Director, Patient Access and Intake        

Elizabeth Deresinski, Clinical Project Manager                
                  
Jyotika Rattia, Senior Planning Specialist                                          










Clinic Manager Approval



Signing below indicates that this document has been reviewed and approved for release.








_____________________________________________________________
Clinic Manager                                                               		Date





2. Staff Training



Staff Development Program Record
Epic Downtime Quiz

STANFORD HOSPITAL AND CLINICS
LUCILE SALTER PACKARD CHILDREN’S HOSPITAL

STAFF DEVELOPMENT PROGRAM RECORD

	Unit/Department:
	
	Staff Member Responsible:
	

	
	
	
	
	
	
	
	
	

	Date(s):
	
	Length of Program:
	

	
	
	
	

	Subject:
	Epic Downtime Procedures

	
	
	
	
	
	
	
	
	

	Instructor Name, Title and Position:
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Educational Needs Identified By:
	
	

	
	Changes in population served
	
	Required for management training or career enhancement

	
	New/revised policy or procedure
	
	Results of environment of care plan implementation

	
	New technology (e.g., equipment, meds)
	
	Results of licensing or other regulatory review

	
	Results of performance evaluations
	
	Quality Improvement (QI) or risk management findings

	
	Results of infection control surveillance
	
	Other:
	

	
	
	
	

	Objective(s):
	What the participant should have learned from, or be able to do at, the end of the program.

	
	
	

	
	
	

	
	
	
	
	
	
	
	
	

	Brief Content Outline:   Attached
	

	

	

	

	
	
	
	
	
	
	
	
	

	Teaching Method:
	
	Reviewed at staff meeting
	
	Procedure review

	
	Lecture
	
	Video
	
	Self-learning module

	
	Demonstration
	
	Article review
	
	Other:
	

	
	
	
	

	Method of Participant Evaluation:
	
	Patient or staff interview

	
	Written test
	
	Medical record review

	
	Oral questions and answers
	
	Reviewed as part of ongoing measurement activities

	
	Demonstration of skill
	
	Other:
	

	
	
	

	Method of Program Evaluation:
	 Written    Verbal
	 Other:
	



	
	EMPLOYEE SIGNATURE and TITLE
	UNIT/
DEPT
	DATE
	TIME
	Attended on:
	Objectives Met? Y/N

	
	
	
	
	
	Work time
	Other time
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Epic Downtime Quiz

Where is your downtime (Business Continuity Access PC) computer/printer located?

__________________________________________________________

Where is your Downtime Procedure Manual located? 

__________________________________________________________


Who is trained or responsible to run downtime reports?

__________________________________________________________


Where are your downtime forms (or packets) located?

__________________________________________________________


Are your downtime forms accessible to everyone in an emergency?

__________________________________________________________

What are your personal abstraction (recovery) responsibilities? 

__________________________________________________________


Who in your area performs the maintenance duties required for your downtime computer?

__________________________________________________________




Employee Name: ______________________________ Date: ___________



3. Orientation


EPIC AMBULATORY DOWNTIME ORIENTATION
FOR TRAINING USE ONLY

Epic Downtime
What is downtime?
When normal access to the system is significantly interrupted and the ability of end users to perform business/care as usual is affected.
Scheduled: as in the case of upgrades, fixes, etc.
Unscheduled: as in the case of outages.

Solution
Alternative Workflows to allow for continued patient care.
Different alternatives may be enacted based on the nature of the downtime.


Epic Planned Downtime Timeframes 
Weekly/Monthly Maintenance
Wednesday 2 – 4 a.m.

Quarterly Maintenance
Wednesday 2 – 6 a.m.

Annual Maintenance
Sunday 1 – 11 a.m.


Planned Downtime Process – Day of Outage
For outages of 1-4 hours in length,
Users will access the “Shadow" environment. 
All Epic information will be view only.

For outages greater then 4 hours,
Epic’s Minimal Downtime Recovery (MDR) process will be implemented
Users will experience a 15-30 minute outage during the MDR process where only downtime reports are available.
After 15-30 minutes outage, users will have View Only access to Epic. 


Preparing for Downtime 
Policy & Procedures
Follow established procedures for accessing patient information, writing and processing orders, and completing documentation when Epic is unavailable.
  
Downtime Binders
A binder will be provided for each unit/department that outlines the forms to use, workflows to follow, as well as other instructional information.

Paper Forms
Each unit/department will need to have paper forms available for clinical documentation.

Downtime Reports
Reports have been configured to provide users with the clinical information that they will need to provide consistent care during a downtime event. 

Downtime Device
Each unit will have designated people assigned to access the downtime (or Business Continuity Access) computer which prints downtime reports.


Access to Downtime Reports
Downtime (BCA) Device
Access requires a password which, in the event of a downtime, will be sent by pager to all managers. 
Prints reports for entire department.


Downtime Workstation




How to Print the Downtime Report
 Locate Downtime icon on the BCA Computer.
 Double click to launch the application.
 Enter your downtime password (received by managers via pager).
 Left click on the OK button. 













The Print All and Select Reports buttons become available Select Reports button: Enables you to select certain reports before printing. Select All button: Enables printing of all downtime reports. Note: Some areas may have more than one set of reports. 
Left click on Print Selected. 














Printer name will default into the name field. Click the Ok button.  A “local” printer will be attached.  A “network” printer may or may not be available during application/network disruptions. 
Distribute the printed reports appropriately. 















Post-Downtime Procedures
The decision was made that information critical to patient care must be entered into Epic post-downtime.
Allergies, Medications, Height, Weight

Different applications require different data elements to be available to clinicians in order to provide consistent care.
Some things need to be entered for reasons related to billing or interfaces.
Other things, such as progress notes, can be scanned into Epic.
The recommendation is that, if notes are not dictated, an end user should add a downtime note to each patient’s record as part of the downtime reconciliation process.




4. Epic Downtime Procedure

	
Procedure
Reports
Downtime Timeframes
Definitions
Recovery Procedures
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Application Information
The following functions/modules within Epic are used.
EpicCare (electronic medical record)
OpTime (surgery scheduling)
Cadence (scheduling)

IT will provide an estimate of when the application will be restored.  This estimate will include recovery of the equipment, operating system, application and database.  This information is used to determine if these manual procedures should be implemented.

The following identifies the maximum length of outage that can be tolerated before the manual procedures need to be implemented for each function/module.  Detailed step-by-step manual procedures for each of these functions are described in section III. Manual Procedures of this document.
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]EpicCare 			0 hours
OpTime 			0 hours
Cadence			72 hours
Communications Plan
Important Emergency Numbers
The OCIO Emergency Operation Center conference bridge:
877-775 3075
		Pass-code:  183905#
Downtime Communication Plan
In the event of an unplanned downtime, the SHC IT department will notify the Office of Ambulatory Care (OAC) key personal. The OAC key personnel will notify the clinic lead personnel by broadcast text page and email.  Clinic lead personnel will notify appropriate staff to convert to downtime procedures. 

Clinic lead personnel will be notified by the Pager Administrator who will then send out a page in the event of an application outage (i.e., Clinic Manager, Assistant Manager [ACM], and/or Front Desk Lead [FDL]). 
SHC IT department notifies the pager administrator and the pager administrator sends a page out.  All Clinic lead personnel are on the pager list.


1. The following key department personnel must be notified in the event of an application outage: 

	Name
	Work #
	Mobile #
	Pager #

	Clinic Manager
	
	
	

	
	
	
	

	________________
	______________
	________________
	_________



2. The following management personnel must be notified in the event of an application outage:

	Name
	Work Number
	Mobile
	Pager

	Office of Ambulatory Care

	
	
	

	Helen Wilmot

	650-723-6323
	
	

	Business Operations

	
	
	

	
	
	

	

	
	
	
	

	
	
	
	



NOTE:  In the event of planned downtime the current IT email notification process will be utilized.

When an unscheduled downtime is detected by the clinical staff,  SHC IT will be notified:  

	Supplier Information
	Primary Number
	

	
	
	

	Epic - SHC IT Dept.
	HELP DESK  3-3333
	





Administrative Procedures
When downtime occurs, staff (end users) will still have access to critical patient information by Web Access through the downtime computer. The downtime computer is also referred to as the Business Continuity Access Computer (BCA PC).  

A. Viewing the Downtime Report with WEB ACCESS: Recommended for planned downtimes, less than 1 hour

1.	Find your Downtime Device and note its “BCA” name

Your Downtime Device is 

__________________________________

2.	Locate Internet Explorer Favorites - “Stanford Campus Downtime Reports” or if offsite “Stanford Offsite Clinics Downtime Reports”

3.	Click to access the website



4.	Enter your BCA password = __________

5.	Left Click on the LOG ON button 



All available Downtime BCA PCs will appear on the screen

Left Click on the PC for your location (see above)



The Downtime BCA Folder will appear with available patient files

 Left Click on the File Title that you want to view


If Web Access does not work – use your Downtime Computer



B. Printing Reports FROM DOWNTIME COMPUTER: Recommended for unplanned, or planned downtimes exceeding 1 hour

The downtime computer (BCA PC) allows online access to downtime reports.  Each clinic will have a downtime computer workstation. It is strongly advised that you reserve these computers for downtime activities only. Certain people will have access to print the online reports (i.e., managers and designees). Printed downtime reports include: Clinic schedules, surgery schedules, and patient’s Clinical Summaries.
Locate Downtime icon on Downtime computer (BCA)

Double Click to launch application

Enter your BCA password = __________

Left click on the OK button 



The Select All and Select Reports buttons become available
Select All button: Enables printing of all downtime reports
Select Reports button: Enables you to select certain reports before printing Note: Some areas may have more then one downtime report
There are two reports for each patient; Their Clinical Summary (updated every 4 hours), and an incremental update report (updated instantly)

Left click the Print Selected button



Printer name will default into the name field

Left Click the Ok button



9.	Sort and distribute reports to the designated personnel.  

Cadence Manual Procedures
A manual work-around is a STEP – by – STEP procedure that can be performed manually until the application/system is made operational. 

1. Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


2. Additional Furniture Requirements
NONE
3. Additional Telecom Requirements
NONE
4. Supplies
NONE
Payment Collection
Manual Tasks 
	a.
	Obtain a Manual Payment Receipt Book from the secured clinic location or Office of Ambulatory Care.


	b.
	At check-in identify patient co-pay or self-pay amount from:
Patient insurance card
Ask patient


	c.
	Enter manual patient check/credit card payment information in Payment Receipt Book.


	d.
	Give patient top copy of check/credit card receipt. 


	e.
	If applicable, process credit card payment via Trust Commerce application.


	f.
	Request patient signature on credit card receipt and give the patient a printed copy.


	g.
	Retain checks and credit card receipts in the cash drawer.


	h.
	Perform nightly deposit. Include the Manual Payment Receipt Log.


	i.
	Transport deposit bag to designated drop safe.

	
	



New Patient (No MRN) Walk-In 
Access the BCA computer to print and review downtime reports (DAR). (See Tip Sheet for Viewing and Printing Downtime Reports)
When new patient walk-in arrives, determine if patient has Medicare coverage
If so, provide the patient with a copy of the Medicare Secondary Payer Questionnaire (MSPQ) to complete in clinic. 
If payment is required at Check In, collect payment using downtime payment process (manual receipt)
Have patient complete the Downtime Patient Review Sheet
Patient signs Terms & Conditions and Privacy Notice Forms
Call HIMS to assign a downtime medical record number (x1-7598)
Assign Downtime CSN. Downtime CSNs are available through the Clinics Lead Business System Analyst
Write the MRN, CSN, provider, visit type, visit time, reason for visit on the Downtime Patient Review Sheet. 
Following the visit, patient presents at check out with the Downtime Clinic Visit Form
If payment is required at check-out, collect payment using the downtime payment process (manual receipt)
If a follow-up visit is needed, inform the patient that the clinic will call them to schedule the visit
If there is a Lab or Radiology order,
If patient has Medicare, perform ABN process in Cirrius
Radiology:
If stat order, send patient to Radiology 
If routine order, inform the patient that the clinic will call them to schedule the Rad exam
Give copy of the Downtime Clinic Visit Form to Referral Coordinator
Lab
If the Lab order is to be completed the same day, send the patient to the Lab

Recovery
When Cadence is back up, register the patients using the downtime MRN from information on the Downtime Patient Review Sheet
Record the Consent and privacy date in the Forms Screen

Enter Pharmacy information into EpicCare from information on the Downtime Patient Review Sheet
Schedule and check in appointments using information on the Downtime Patient Review Sheet
Assign Hospital Account Record (HAR)
Complete MSPQ 
If future clinic or Rad visits are needed according to the Downtime Clinic Visit Form, call the patient to schedule visits
  
Established Patient (Previously Registered) Walk-In 
Access the BCA computer to print and review downtime reports (DAR) (See Tip Sheet for Viewing and Printing Downtime Reports)
When an established patient walk-in arrives, determine if patient has Medicare coverage
If so, provide the patient with a copy of the Medicare Secondary Payer Questionnaire (MSPQ) to complete in clinic. 
If payment is required at Check In, collect payment using downtime payment process (manual receipt)
Have patient complete Downtime Patient Review Sheet
Patient signs Terms & Conditions and Privacy Notice Forms
Obtain the patient’s MRN from EpicWeb (provided the server is up), accessed through the  Stanford Portal
Assign Downtime CSN. Downtime CSNs are available through the Clinics Lead Business System Analyst
Write the MRN, CSN, provider, visit type, visit time, reason for visit on the Downtime Patient Review Sheet. 
Following the visit, patient presents at check out with the Downtime Clinic Visit Form
If payment is required at check-out, collect payment using the downtime payment process (manual receipt)
If a follow-up visit is needed, inform the patient that the clinic will call them to schedule the visit
If there is a Lab or Radiology order,
If patient has Medicare, perform ABN process in Cirrius
Radiology:
If STAT order, send patient to Radiology 
If routine order, inform the patient that the clinic will call them to schedule the Rad exam
Give copy of the Downtime Clinic Visit Form to Referral Coordinator
Lab
If the Lab order is to be completed the same day, send the patient to the Lab

Recovery
When Cadence is back up, update patient registration as needed from information on the Downtime Patient Review Sheet
Record consent date in Forms Screen
Enter Pharmacy information as needed into EpicCare from information on the Downtime Patient Review Sheet
Schedule and check in appointments using information on the Downtime Patient Review Sheet
Assign Hospital Account Record (HAR)
Complete MSPQ 
If future clinic or Rad visits are needed according to the Downtime Clinic Visit Form, call the patient to schedule visits

Established Patient (Previously Registered) with Scheduled Appointment

Access the BCA computer to print and review downtime reports (DAR) (See Tip Sheet for Viewing and Printing Downtime Reports)
The established patient with a scheduled appointment arrives
If the patient was not registered within the last 30 days, have the patient review the pre-printed review sheet to confirm any updates. (If the pre-printed review sheet is not available, have the patient complete the Downtime Patient Review Sheet)
If so, provide the patient with a copy of the Medicare Secondary Payer Questionnaire (MSPQ) to complete in clinic. 
If payment is required at Check In, collect payment using downtime payment process (manual receipt)
If Terms & Conditions Form is needed, give to patient for signature
Following the visit, patient presents at check out with Downtime Clinic Visit Form
If a follow-up visit is needed, inform the patient that the clinic will call them to schedule the visit
If there is a Lab or Radiology order,
If patient has Medicare, perform ABN process in Cirrius
Radiology:
If stat order, send patient to Radiology with paper requisition form
If routine order, inform the patient that the clinic will call them to schedule the Rad exam
Give copy of the Downtime Clinic Visit Form to Referral Coordinator
Lab
If the Lab order is to be completed the same day, send the patient to the Lab with paper requisition form

Recovery
When Cadence is back up, update patient registration as needed from information on the Patient Review Sheet
Record Terms & Conditions  date in Forms Screen, as needed
Enter Pharmacy information as needed into EpicCare from information on the Downtime Patient Review Sheet
Check in appointment and complete MSPQ
If future clinic or Rad visits are needed according to the Downtime Patient Review Sheet, call the patient to schedule visits

Patient Calls Regarding Scheduling, Rescheduling, or Canceling an Appointment

Log the required information onto the Cadence downtime form
Notify the patient that he/she will be called when the system becomes available
Dos and Don’ts
Do try to understand the patient’s frustration
Do not state your own frustrations to patients
Do offer options when necessary
Do not tell patients you cannot help them
Do return calls as promised
Message to Patient: “Our system is unavailable at this time and is not expected to be available until XX (if known). I will cancel your appointment when our scheduling system becomes available. Can I please have your first name, MRN# or last 4 digits of your SS#, phone number and data of birth and I will cancel your appointment when the system is available?  We apologize for this inconvenience. Thank you.”
 
Recovery
Call patient using information on the downtime form and make scheduling changes, using the Walk-In Appointment process


Office Visits Manual Procedures
Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


Additional Furniture Requirements
NONE
Additional Telecom Requirements
NONE
Supplies
Patient arrival labels and chart covers
Vital Records

	
Record Name
	Record Type
	Original Location
	Backup Location

	Epic Downtime – Clinic Visit form
	Paper forms
	
	Clinic’s Downtime forms/supply stock 

	Clinic specific supplemental forms
	Paper forms
	
	Clinic’s Downtime forms/supply stock 

	Charge slips
	Paper forms
	
	Clinic’s Downtime forms/supply stock 

	Clinical Summary DT Rpt
	Epic Downtime Rpt
	Downtime PC (BCA PC)
	Business Continuity Access Web

	Surgery/Precert Scheduling form
	Paper form
	
	Clinic’s Downtime forms/supply stock 



Clinic Visit—Manual Tasks 
	a.
	Manager/Designee will manually print all patients’ downtime Clinical Summaries from the designated downtime Business Continuity Access PC (BCA PC).  


	b.
	Manager/Designee will manually print clinic schedules (DAR) and surgery schedules, if appropriate, from the designated downtime Business Continuity Access PC.  


	c.
	Clinic staff will obtain the downtime forms (predetermined by your clinic) for each patient.    


	d.
	Clinic staff will manually document the following on the Epic Downtime Clinic Visit form (See Forms section of this manual):  

Page 1 
The roomer will fill in reason for visit, vitals, allergies, and referring provider information. Pain screening documentation will be done using clinic specific Pain Assessment forms. The roomer will sign this section.  

Either the roomer or provider, as determined by clinic protocol, will document pertinent or changed medications and have the review signed by the encounter provider.

The encounter provider will complete the visit notes, either by hand or by dictation, and sign it.

Page 2
The encounter provider will document the various types of orders placed and administered for the patient. In addition, the provider will complete any needed requisitions (i.e., Lab, radiology, referrals) and include any instructions for the orders. Staff will document any in-clinic medications or immunizations administration in this section.  

The encounter provider will capture the diagnoses information and indicate if this information is to be added to the problem list. 

The encounter provider will document any follow-up instructions.  

The encounter provider will use the Clinic Charge Slip / Level of Service form to document charges and follow-up instructions. 


	
	Retain the completed Clinic Visit Downtime Form until the system is back up and then follow the clinic specific recovery procedures: 

[bookmark: OLE_LINK3][bookmark: OLE_LINK4]Abstractor’s Recovery Instructions
When Epic is restored, follow the steps below to transfer data from each Downtime Form to the appropriate sections in Epic:

Log into Epic and find the patient on the schedule. Click on the patient to open up the Visit Navigator.

For Page 1, follow the written data to type in reason for visit, vitals, pain, allergies, and referring provider information. Also type in current medications taken by the patient. The Visit Notes section is to be scanned and attached to Epic separately.

For Page 2, go to Order Entry to place orders for Immunizations, In Clinic Meds, New/Refill Meds, and any Referrals. Do not place orders for laboratory or radiology. 

Go to the administration areas of Immunization and In Clinic Meds enter any medications or immunizations that were administered in the clinic. 

Enter the “.recov” phrase in the Visit Notes section and indicate the name of all patient care staff and providers who were responsible for documentation. When complete, forward the documentation to HIMS Department. 

Associate the diagnoses with the orders. Select “Pend Orders” and route to the encounter provider. Secure the workstation. 

Provider’s Recovery Responsibilities
Sign Orders

Enter a Diagnosis and Associate it with orders

Enter a Level of Service (LOS)

Enter a Billing Area (if necessary)

Close the Encounter
 

	e.
	Forward a copy of the Clinic Visit form to the front desk for the check-out staff to complete any follow-up instructions, such as scheduling return appointments or referrals.  

	f.
	Forward the top copy of the Clinic Visit form to HIMS for scanning once abstraction is complete. 


	g.
	Retain a copy of all supplemental forms, such as laboratory or radiology requisitions; forward to HIMS for scanning.

	
	



Operating Room Scheduling (Booking Surgical Cases)
Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


Additional Furniture Requirements
NONE
Additional Telecom Requirements
NONE
Supplies
Surgery / Precert Scheduling Downtime form
Surgery Scheduling—Manual Tasks
	a.
	The clinics surgery scheduler will retrieve a copy of the Surgery / Precert Scheduling Form for patients needing to be booked for surgery. 

	b.
	The surgery scheduler will complete all necessary information on the form and fax it to OR Scheduling. 

	c.
	The clinics surgery scheduler will file the original scheduling form according to clinic protocol. 

	d.
	The OR scheduling staff will have designated data entry staff to enter cases into OpTime after the system is up. 

	
	



Dictation (Spheris Dictation System Down)
 Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


Additional Furniture Requirements
NONE
Additional Telecom Requirements
NONE
Supplies
Epic Downtime Clinic Visit and clinic specific encounter forms
Dictation—Manual Tasks
	a.
	The encounter provider will handwrite the visit note on the Epic Downtime Clinic Visit form (utilizing other clinic specific forms as needed). 

	b.
	Place in temporary chart for staff to forward to HIMS for scanning.

	
	



Laboratory Orders (Mysis Down and Epic Down)
Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


Additional Furniture Requirements
NONE
Additional Telecom Requirements
NONE
Supplies
Lab Requisitions, Epic Downtime Clinic Visit, and labels
Lab Orders—Manual Tasks
	a.
	The encounter provider will handwrite Lab orders on a Lab Requisition form and make note of it on the Epic Downtime Clinic Visit form.

	b.
	The provider or clinic staff will save the clinic copy of the Lab Requisition in the temporary paper chart to be forward to HIMS for scanning.  

	c.
	The provider or clinic staff will give the patient the original copy of the requisition and any instructions. 

	d.
	The patient will hand carry the requisition to the Lab department. 

	e.
	When Epic and Lab systems go back up, DO NOT RE-ENTER LAB ORDERS IN THE SYSTEM.

	f.
	Results: 
The lab will call the provider for critical values. 
The lab will process all results after downtime and send across the interface to the providers’ In-Basket as unsolicited results. 
Note: The results will never marry up with electronic orders in the case of only the LIS being down. 

	
	



Radiology Orders (RIS Down and Epic Down)
Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


Additional Furniture Requirements
NONE
Additional Telecom Requirements
NONE
Supplies
	Radiology Requisitions and Epic Downtime Clinic Visit forms
Radiology Orders—Manual Tasks
	a.
	The encounter provider will handwrite Radiology orders on a Radiology Requisition form and make note of it on the Epic Downtime Clinic Visit form.

	b.
	The provider or clinic staff will save the clinic copy of the Radiology Requisition in the temporary paper chart to be forward to HIMS for scanning.  

	c.
	The provider or clinic staff will give the patient the original copy of the requisition and any instructions. 

	d.
	The patient will hand carry the requisition to the Radiology department. 

	e.
	When Epic and RIS systems go back up, DO NOT RE-ENTER RADIOLOGY ORDERS IN THE SYSTEM.

	
	



Faxing Prescriptions and Refills (RightFax Application Down)
Staffing Requirements
	
After 0 hours
	
After 24 hours
	
After 36 hours
	
After 72 hours

	0  Additional Staff
	0 Additional Staff
	0 Additional Staff
	0 Additional Staff


Additional Furniture Requirements
NONE
Additional Telecom Requirements
NONE
Supplies
NONE
Prescriptions and Refills—Manual Tasks
	a.
	Upon receiving notification that RightFax (faxing application) is down and to initiate downtime procedures, the encounter provider will change the class of prescriptions to “Print.” 

	b.
	Give the patient the printed prescription and instructions to hand carry to their pharmacy. 

	
	






5. Workflows
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6. Downtime Forms




	Downtime Forms - Ambulatory Care

	Form #
	Name
	Purpose
	All Systems Down
	Epic Up/ RIS Down
	Epic Up/ Misys Down
	Epic Up/ RightFax Down

	This highlight indicates forms used whether Epic is up or during downtime 

	n/a
	Patient Arrival Labels
	To label downtime forms
	X
	X
	X
	 

	n/a
	Chart covers
	To hold clinic visit documentation forms
	X
	 
	 
	 

	n/a
	Prescription Pads/forms
	To write out prescriptions
	X
	 
	 
	X

	n/a
	Security Prescription Pads
	For Schedule II prescriptions
	X
	X
	X
	X

	100-1052
	Personal Med Card
	Pt Medication Record
	X
	X
	X
	X

	100-272
	Patient Information on Pain Management
	Informational brochure for patient regarding pain management
	X
	X
	X
	X

	100-603
	SHC Summary Notice of Privacy Practices
	Summary Notice of Privacy Practices
	X
	X
	X
	X

	15-1302
	Education - Patient Education Notes
	Documentation of educational assessment
	X
	 
	 
	 

	15-1335
	Clinic Medication Order and Documentation
	Medication Order
	X
	 
	 
	 

	15-1431
	Lab Orders Requisition
	Lab Req
	X
	 
	 
	X

	15-1612
	Consent - Electronic Mail 
	Use Between Provider and Patient
	X
	X
	X
	X

	15-1682
	Orders - Outpatient - Ancillaries
	Outpatient Rad, ECG, Pulm, Echo Order Form
	X
	 
	 
	 

	15-1701
	Clinic Visits - Follow-up No Show and Cancelled Appointments
	No show documentation
	X
	 
	 
	 

	15-1835
	Clinic Visit - Pain Assessment
	Pain assessment documentation
	X
	 
	 
	 

	15-2122
	Core Data - Notice of Privacy Practice Acknowledgement
	Patient acknowledgement of receipt of Notice of Privacy Practices
	X
	X
	X
	X

	15-213
	Consent to Photograph
	Pt signs consent to be photographed
	X
	X
	X
	X

	15-2229
	Boarding Pass
	Universal Protocol for procedures
	X
	 
	 
	 

	15-286
	Progress Notes - Cardiopulmonary Resuscitation and Code Blue Call Report
	CPR (Code Blue) documentation
	X
	X
	X
	X

	15-79
	Consent/Releases - Authorization for Disclosure of Health Information
	Release of information (ROI)
	X
	X
	X
	X

	15-929
	Core Date - Terms and Conditions of Service
	Patient acknowledgement of terms and conditions of treatment
	X
	X
	X
	X

	15-934
	Clinic Visit - Telephone Documentation
	Documentation of phone calls to/from pt
	X
	 
	 
	 

	70-07
	SHC Prescription
	Medication Order
	X
	 
	 
	 

	FPP-BB-181
	Patient Agreement of Financial Responsibility
	PAFR
	[bookmark: OLE_LINK5][bookmark: OLE_LINK6]X
	X
	X
	X

	Other: 
	 Charge Ticket 
	Document LOS and ICD-9
	        X
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	Other: 
	 
	 
	 
	 
	 
	 







1. Downtime Clinic Visit Notes
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2 . Downtime Clinic Visit Notes Continued
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Stanford Hospital and Clinics
Ambulatory Care - Epic Downtime Procedure
Clinic Visit Form Instructions
Page 1
Fill in patient information on both pages of the form.

The roomer will fill in Reason for Visit, vitals, allergies, and referring provider information. Use the clinic Pain Assessment form to document pain screening questions. The person should then sign this section.  

Either the roomer or provider, as determined by clinic protocol, will document pertinent or changed medications and have the review signed by the encounter provider.

The encounter provider will complete the visit notes either by hand or by dictation and then sign it.

Proceed to Page 2
Document the various types of orders placed and administered for the patient. Include any instructions for the orders. 

Capture the diagnoses information and if they are added to the problem list.

Document follow-up instructions and reason for return visits in the section provided. 

Refer to the Clinic Charge Slip to document Level of Service. 

Check-out Staff Responsibilities

Review the follow-up section on the Downtime Clinic Visit form from the back office and schedule any needed appointments. Or instruct the patient to call for an appointment, if appropriate. 

Abstractor’s Recovery Instructions

When Epic is restored, follow the steps below to transfer the data from each Downtime Form to the appropriate sections in Epic:

Log into Epic and find the patient on the schedule. Click on the patient to open up the Visit Navigator.

For Page 1, follow the written data to type in reason for visit, vitals, pain, allergies, and referring provider information. Also type in current medications taken by the patient. The Visit Notes section is to be scanned and attached to Epic separately.

For Page 2, go to Order Entry to place orders for Immunizations, In Clinic Meds, New/Refill Meds, and any Referrals. Do not place orders for laboratory or radiology. 

Go to the Immunization/Injection Activity and document any medications or immunizations that were administered in the clinic. 

Enter the “.recov” phrase in the Visit Notes section and indicate the name of all patient care staff and providers who were responsible for documentation. When complete, forward the documentation to HIMS Department. 

Associate the diagnoses with the orders. Select “Pend Orders” and route to the encounter provider. Secure the workstation. 

Provider’s Recovery Responsibilities

Sign Orders

Enter a Diagnosis and Associate it with orders

Enter a Level of Service (LOS)

Enter a Billing Area (if necessary)

Close the Encounter





3. Patient Review Sheet
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4. Patient Review Sheet
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5. Patient Appointment Request Form
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6. Payment Receipt Log
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7. Business Continuity Access PC (BCA PC)
 

[image: tips_top]

For questions about this Tip Sheet, please contact a SuperUser in your department.

Purpose:  Tip Sheets are used to fill a gap in training or to communicate a new process/workflow.  This describes the downtime computer (BCA) workflow for printing and viewing patient reports during times of system unavailability.  BCA = Business Continuity Access.
Date Created:  7/18/08
Last Reviewed/Revised:  09/02/09
Audience:  All Staff

	FACILITIES AFFECTED
	APPLICATIONS/AREAS AFFECTED

	Affects the Hospital
Affects LIVE clinics 

	All Epic Applications
	All Departments using the  Epic Application


DOWNTIME – VIEWING AND PRINTING DOWNTIME REPORTS FOR CLINICS

Quick Reference:  During Epic downtime, staff can view and print reports containing pertinent patient information.  These are the DOWNTIME options available:

Printing the Downtime Report from Downtime Computer
Viewing the Downtime Report with Internet Explorer

Details:  
The Epic Business Continuity Access (Downtime) computer is available with an attached printer Designated personnel print a downtime report from the Downtime workstation
Downtime reports are distributed to appropriate staff
Each report has data pertinent to the clinic/inpatient units

Printing the Downtime Report From the BCA Computer

Locate Downtime icon on BCA (Downtime computer)
Double Click to launch application
Enter your BCA password = __________
Left click on the OK button 
The Print All and Select Reports buttons become available
Print All button: Enables printing of ALL downtime reports. DO NOT use the Print All function – this likely will result in printing unnecessary reports
Select Reports button: Enables you to select certain reports before printing
On many BCA devices, there will be one or more separate downtime reports for each patient. To find the most recent reports, click the “Created” header in the Current Reports screen. This will sort the reports by the creation date/time.  Click once to sort ascending by date/time. Click again to sort the list with the most recent reports at the top of the list.
To select multiple reports to print, hold down the Ctrl key while clicking on each desired report. 
For clinics and areas that schedule in Epic (Cadence), the downtime report is known as the Department Appointment Record (DAR) (updates every 1 hour).
For inpatient units the downtime report is known as the Clinical Summary report (updated every 2 hours) which contains the incremental orders that are updated every 15 minutes.
Left click the Print Selected button



Printer name will default into the name field. 


Left Click the OK button





Viewing the Downtime Report with Internet Explorer
(Not to be used for printing reports unless BCA workstation is down because patient’s name and MRN do not print on every page).
  
1.	Find your Downtime Device and note its “BCA” name

	Your Downtime Device is: _____________________________

2.	Locate Internet Explorer Favorites - “Stanford Campus Downtime Reports” or if offsite “Stanford Offsite Clinics Downtime Reports”

3.	Click to access the website

[image: ]

4.	Enter your BCA password = __________
5.	Left Click on the LOG ON button 

[image: 3]

All available Downtime BCA PCs will appear on the screen
Left Click on the PC for your location (see above)

[image: 4]

The Downtime BCA Folder will appear with available patient files
 Left Click on the File Title that you want to view





	Distribute to all clinic staff during a downtime


The Downtime Password is:

__________



For questions about this Tip Sheet, please contact a SuperUser in your department.

Purpose:  This Tip Sheet describes the downtime computer Business Continuity Access (BCA) workflow for accessing the BCA Extract Database during times of system unavailability.

Date Created:  8/18/09
Last Reviewed/Revised:  
Audience:  All Staff

	FACILITIES AFFECTED
	APPLICATIONS/AREAS AFFECTED

	Affects the Hospital
Affects LIVE clinics 

	All Epic Applications
	All Departments using the  Epic Application


DOWNTIME – ACCESSING THE BCA EXTRACT DATABASE

Quick Reference:  During Epic downtime, staff can view the BCA Extract Database containing pertinent patient information.  These are the DOWNTIME options available:

1.	Accessing the BCA Extract Database

Details:  
[bookmark: _Toc237764247][bookmark: _Toc238390520]Hardware Requirements
[bookmark: _Toc237764248]BCA Device configured per Stanford account standards for BCA Devices.
[bookmark: _Toc238390521]Software Requirements
MS Office Access 2007 with Service Pack 2
[bookmark: _Toc238390522]
Launching the BCA Extract Access Database

From the Windows desktop, locate the BCAExtract.accdb Access database file and double-click to open.

[image: ]

When prompted, type the database password.  Click OK to continue.
[image: ]

You may enter any part of the patient’s name here or you can click the Cancel action button to continue.  Cancel will bypass the initial search prompts and will open the database without performing a search.
[image: ]

Type in the date of birth as M/D/YYY or leave it blank then click OK to continue.
[image: ]




Type the sex of the patient or leave blank. Click OK to continue.

[image: ]

Below is a sample query.  Note the number of records found at the bottom of the screen.  The example below shows record number 1 of 46 found.


Click on left or right hand arrows to view the other records.
[image: ]

[bookmark: _Toc238390523]Performing a Search

Right-mouse button click on top of the open query tab as shown in example below and select Close All.  You must close all open tabs before you can perform another query.  If you do not close all open tabs and run another query, the results will be based on the previous search criteria.

[image: ]

Double-click the “Double Click Here to Search” query from the left-hand side of the BCA Extract database window.
[image: ]

Type any part of the Patient’s name you are searching for then click OK to continue.
[image: ]

Type in the date of birth as M/D/YYY or leave it blank then click OK to continue.
[image: ]

Type the sex of the patient or leave blank. Click OK to continue.
[image: ]

Below is a sample query

[image: ]
[bookmark: _Toc238390524]
Performing Additional Searches

Right-mouse button click on top of the open query tab as shown in example below and select Close All.  You must close all open tabs before you can perform another query.  If you do not close all open tabs and run another query, the results will be based on the previous search criteria.

[image: ]

Follow steps 1 to 5 in “Performing a Search” section of this document to perform another search.

















	Distribute to all clinic staff during a downtime


The Downtime Password is:

__________



Lead Staff Downtime Checklist 


	Action
	Completed

	Ensure Patient Safety

	

	Call 3-3333 to report downtime (if downtime has already been reported you will hear a recorded announcement indicating so)

	

	Informatics, IT, or Nursing Supervisor will distribute password (current password = (__________)

	

	Distribute password to all staff (see attached flyers)

	

	Access Web Downtime Device or Downtime Device Printer (follow tip sheets above)

	

	Distribute Downtime Reports to all staff (if needed)

	

	When you receive the “all clear” notify staff to return to normal operations

	

	Backfill the following data into Epic:
Ht
Wt
Allergies
Medication

	

	 Send any additional documentation to Medical Records to be scanned.
	




7. Downtime Report Example: Clinical Summary (pg 1)
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8. Downtime Report Example: Clinical Summary (pg 2)
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9. Downtime Report Example: Clinical Summary (pg 3)
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8. Miscellaneous Information
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STANFORD HOSPITAL and CLINICS
STANFORD, CALIFORNIA 94305

CLINICS: DOWNTIME « CLINIC VISIT

Adressograph or Label - Palient Name, Medical Record Number Page 1 of 2

Medical Record Number

Patient Name

1: Fill in patient information on both pages of the form. Fill in reason for visit, vitals, pain, allergies, and referring provider
information.

Reason For Visit: Referring Provider:
BP: P: R: T Cther (i.e. PCP):
Wit: Ht: LMP: HC: Pain: (See Pain Form)

Allergies (Drug/Reaction/Date):
.} No known drug allergies

Provider Signature: Date: Time:
2. Take note of permanent or changed medications and have the reconciliation signed by the encounter provider.

Current Medications Dose Frequency Current Medications Dose Frequency

I have reviewed the patients full medication list and reconciled against any new or changed medication.

Provider Signature: Date: Time:
3. Complete the visit notes either by hand andjor by dictation and then sign it.

Visit Notes: ] Dictated

Provider Signature: Date: Time:
4. Document the various types of orders placed and administered for the patient. include any instructions for the orders.
Immunization Orders Immunization Administration
Immunization Orders (in clinic) Dose Route Mfg. Lot # Exp Date| Site |VIS Date
Administered by: Time: Date: Verified by: Time: Date:

152666 (4/08)
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STANFORD HOSPITAL and CLINICS
STANFORD, CALIFORNIA 94305

CLINICS: DOWNTIME + CLINIC VISIT

Adcressograph or Label - Palient Name, Medical Recors Number Page 2 of 2

Medical Record Number

Patient Name

Medication Orders (in clinic) Dose Frequency Route Associated Dx Site
Last Dose Administered (if applicable):

Administered by: Time: Date: Verified by: Time: Date:

Prescription Medications New/Refill | Class | Dose |Frequency|Dispense| Route |# Refills | Associated Dx
No Print
No Print
No Print
No Print

Additional Instructions:
| have reviewed the patient's full medication list and reconciled against any new or changed medication.

Provider Signature: Date: Time:
Orders: Lab, POCT, RAD, Procedures, Referrals, etc. (Use clinic requisitions forms)

5. Capture the diagnoses information.

Dx # Diagnosis Qualifier Comments
1
2
3
6. Refer to the Charge Slip to document the Levei of Service information and follow-up instructions.
PRINT: Physician/Provider SIGNATURE: Physician/Provider Date and Time:
Abstraction Done: Signature: Date: Time:,

15-2666 (4/08)
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INTERPRETER NEEDED: YES/NO
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EMPLOYER:
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ADDRESS

CONTACTS

EMERGENCY CONTACT:
(for medical emergencies)
ADDRESS:

HOME PHONE:
RELATION:

OTHER CONTACT:

(for urgent non-medical issues)
ADDRESS:

HOME PHONE:

RELATION:

11/3/2009 Page 1 of 2
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APPOINTMENT DATE & TIME:
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11/3/2009
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Test, Alberta (MR # 13174347)

Patient Information

Patient Information

Test,’ Alberta 13174347 Female 9/‘25/1965

Patient Demographics

123 SAYLES STREET 650-564-0968 (Home)

PALOALTO, CA 94303 650-345-3456 (Work)
Allergies

Allergies as of 4/4/2008

4/4/2008

Erythromycin 3/31/2008 Systemic Rash

Codeine 3/31/2008 Side Effect Nausea, Vomiting
Medications

At Start of Encounter

diphtheria-tetanus toxoid (adult) (DECAVAC) 5-2 ﬁsyrmge 0 4{/2/2008 4/2/2009

Lf unit/0.5 mL IM syringe
Sig
Influen Tr-Split 2007 Vac (PF) (FLUZONE 2007- 1
2008 PRESERV FREE) 45 mcg/0.5 mL IM SUSP
Sig -
Influen Tr-Split 2007 Vac (PF) (FLUZONE 1
PEDIATRIC 2007-2008 PF) 22.5 mcg/0.25 mL IM

(CRESTOR) 5 mg PO tablet 30
S take 1 Tab by mouth daily. - Oral
cyanocobalamin 1,000 mcg/mL INJ injection 4

0.5 mL by INTRAMUSCULAR route once. - INTRAMUSCULAR

0 3/28/2008

1 Can by INTRAMUSCULAR route once a week. - INTRAMUSCULAR

0 3/28/2008

1 Can by INTRAMUSCULAR route once a week. - INTRAMUSCULAR

0 3/25/2008 3/25/2009

0 3/18/2008 3/18/2009

Sig - Route. 0.1 mL by INTRAMUSCULAR route daily. - INTRAMUSCULAR

hydrocodone-acetaminophen (VICODIN) 5-500 30 0 3/14/2008
mg PO tablet
Sig - Route take 1 Tab by mouth every 4 hours as needed - Oral
Clas Hlstorlcal Med
cyanocobalamin 1,000 mcg/mL INJ injection 1 0 3/14/2008 3/14/2009
Foute. 0.1 mL by INTRAMUSCULAR route daily. - INTRAMUSCULAR
¢ In Clinic
amoxicillin (AMOXIL) 250 mg PO capsule 30 0 3/13/2008 3/13/2009
“olte take 1 Cap by mouth 3times a day. - Oral
t Testing only
Immunizations
Immunizations
Immunizations not on file
Visit Summary
Contact Information
Uiaie & fims Erovire: paitmen Encounter foante:
4/4/2008 8:00 AM PHYSICIAN B,  Stanford Med 5112229 None
MD, MD Grp Blake

Progress Notes
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BRYANT LIN Fri Apr4, 2008 1:14 PM Signed
test

RESIDENT A, AMB, MD Fri Apr 4, 2008 3:02 PM Signed

Testing RESIDENT A, AMB
Gastroenterology diastolic dysfunction
test

BRYANT LIN Fri Apr 4, 2008 3:14 PM Addended
Addended by: LIN, BRYANT on: 4/4/2008 3:14:02 PM

Modules accepted: Orders

Diagnoses
Pain in Ankle Joint [719.47B] - Primary

Last Visit-Internal Medicine
Visit Information
03/18/2008 2:15PM PHYSICIAN B, MD, Stanferd Med Grp Blake
MD

Reason for Visit
Diabetes

Order Summary
VITAMIN B-12 INJECTION UP TO 1000 MCG [INJ193420] Order #: 304683254
REFERRAL TO BREAST ONCOLOGY [REF1] Order #: 304683252
FOOTEXAM INCL EXAM THROUGH VISUAL INSPECT, SENSORY EXAM W/MONOFILAMENT, AND
PULSE EXAM-REPORT [210222206] Order #: 304686189

FLU VACCI E 6-35MO IM [IMM16] Order #: 304695638
REFERRAL TO INTERVENTIONAL RADIOLOGY [REF94] Order #: 304686193
REFERRAL TO INFUS TREATMENT AREA [REF7] Order#: 304686194

pires

URINE CULTURE [LABURNC] Order#: 3/18/08 6/18/0:

304683250

CBC [LABCBCO] Order #: 304683248  3/18/08 6/18/08
CHOLESTEROL TOTAL, 3/18/08 6/18/08
SERUM/PLASMA [LABCHOL] Order #:

304683251

METABOLIC PANEL, BASIC 3/25/08 6/25/08
[LABMETB] Order #: 304686187

URINALYSIS WITH MICROSCOPIC 3/25/08 6/25/08
[LABUA] Order #: 304685188

LIPID PANEL [LABLPD] Order #: 3/25/08 6/25/08
304686190

cyanocobalamin 1,000 mcg/mL INJ injection Order #: 304683253 Disp: 4 Refills: 0
rosuvastatin (CRESTOR) 5 mg PO tablet Order #: 304686191 Disp: 30 Refills: 0
Influenza TVS 05 Pedi Vac (PF) (FLUZONE PEDIATRIC 2005-2006) 22.5 mcg/0.25 mL IM
Syrg Order#: 304705235 Refills: 0
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amoxi

Last Results

n (AMOXIL) 250 mg PO capsule Order #: 304683249 Disp: 30 Refills: 0

Last 30-Day Lab Results

Test, Alberta

Female 9/2!
Date/Time Component
04/04/08 1513 WBC
04/04/08 1513 RBC
04/04/08 1513 HEMOGLOBIN
04/04/08 1513 HEMATOCRIT

04/04/08 1513 mev
04/04/08 1513 MCH
04/04/08 1513 MCHC

04/04/08 1513 RDW

04/04/08 1513 PLATELET COUNT
04/04/08 1513 NEUT, %

04/04/08 1513 LYM, %

04/04/08 1513 MONO, %

04/04/08 1513 EOS, %

04/04/08 1513 BASO, %

04/04/08 1513 NEUT, ABS
04/04/08 1513 LYM, ABS

04/04/08 1513 MONO, ABS
04/04/08 1513 EOS, ABS

04/04/08 1513 BASO, ABS
03/18/08 1543 SPECIMEN

03/18/08 1543 COMMENTS
03/18/08 1543 CULT/OTHER RSLT:
03/16108 1543 RPT

03/18/08 1543 CHOLESTEROL, TOTAL

Appointments
Future Appointments

4.58
273
075

0.040] -

0.02

URINE

none

Mixed Gram Positive -
Organisms

198

03182008 FINAL =

e 8

4/8/2008 8 45 AM

Physician Shc Amb
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Ambulatory Downtime Workstation Checklist

Date Location Able to List of Is the Printer Paper Test For technical issues, Initials
Access patients report Toner Amount Report incident ticket number#
and View | match appropriat | Adequate | Adequate | Printed
Reports clinic e for the (yes/no) (yes/no) (yes/no)
(ves/no) schedule. | area?
(yes/no) (yes/no)
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