xxii.  Staff Policy and Procedure for Telephone Advice/Calls from Patients 
All telephone calls from patients regarding medical issues of any type, excluding questions on billing, referrals, appointments, office hours, etc. will be noted in the following manner:
· The phone call inquiry will be “tasked” to the doctor to be addressed and reviewed.  The physician may respond with another task to the staff with instructions regarding the patient’s inquiry.  The staff will document the conversation with the patient with the physician’s instructions in the EHR.  This will automatically include the staff’s name, date, time of call.
· From time to time, the staff may verbally communicate the patient inquiry directly to the physician in which case, the staff or physician will document conversation, instructions, date, time with proper identification or signature. 
· All messages will be cleared/addressed by staff/physician before the end of the work day.
If a patient calls with chest pain, shortness of breath, dizziness, unexplained bleeding, slurred speech, blurred vision, weakness, the physician will be immediately notified and the issue will be immediately addressed.  If the physician is not immediately accessible, the office staff will instruct the patient or family to call 911.
Any call involving a pediatric patient that involves fever, rash, lethargy, unconsciousness, severe trauma, allergic reaction, chest pain, shortness of breath, bleeding, slurred speech, blurred vision, weakness will be immediately referred to the physician.  If the physician is not immediately accessible, the family will be instructed to call 911.   
