Geriatrics WRNMMC-Bethesda SOP


Do not distribute phone numbers in Red
	Clinic Name/MTF:   Geriatric Clinic WRNMMC-Bethesda
	MEPRS CODE: BAAB

	GERIATRIC CL BE (GERI)

	Clinic Administrator
	Harry Boyd

301-295-0196 *Number may route to an IRMAC agent also

	Team Administrator
	Sharonda Windham   

301-400-3327 

	Front Desk
	Sharonda Windham   

301-400-3327 

	POC for Appt Problems
	LPN Andrea Green   
Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Registered Nurses

	Fax Number
	301-295-6130

	Clinic Manager
	LCDR Jennifer Mills

301-295-0196 *Number may route to an IRMAC agent also

	Group Practice Manager
	LCDR Michelle Allen

RN Deirdre Unger 

301-295-0196 *Number may route to an IRMAC agent also

	OIC/Service Supervisor
	MAJ Renee Mallory

301-295-0196 *Number may route to an IRMAC agent also

	POC for Change of PCM
	Harry Boyd

301-295-0196 *Number may route to an IRMAC agent also

	Triage Registered Nurse
	LPN Andrea Green   
Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Registered Nurses

	Clinic Hours
	Monday – Friday 0730-1600.    

	Clinic Location
	8901 Rockville Pike   Bethesda, MD 20889   The America Zone, Bldg 19, 4th Floor

	Providers
	

	Medical Doctors (MD)

	Male
	Female

	CAPT Kenneth Pugh
	
	
	

	Nurse Practitioners (NP)/Physician Assistants (PA)/Registered Nurses (RN)

	Male
	Female

	
	
	NP Theresa Miles
	

	Clinic Goal

	Goal of the Clinic
	Provide timely, patient centered care to beneficiaries enrolled to Walter Reed Bethesda and others that are eligible for care.

	Eligibility:
	Clinic sees all Tricare Plus Beneficiaries assigned to the clinic 65-105.  


	Can Book…

	Send Telephone Consult Instead of Scheduling Appointment
	The following requests below can be assisted with a telephone consult without the need of scheduling an appointment: 

· Acupuncture 
· 24 Hour Blood Pressure Monitoring Appointment/Hypertension  
· Consult renewal

· General question for provider/RelayHealth

· Lab/Radiology orders

· Lab/Test results

· Medication renewals / refills 
· Pregnancy Tests (Can also call the Pregnancy Self-Referral Hotline in Gynecology at WRNMMC-Bethesda at 301-319-4471)

	Patient Should Walk-In Instead of Scheduling Appointment
	Calls with the following requests can be advised to walk into the clinic without an appointment for a resolution:

· Depo-Provera/B12 injection

· Suture/Staple/Stitch Removals -  must sign in between 0800 – 1500



	Medication Refills
	Medication Refills can be called in to 800 (or 877 number) on the prescription bottle.  Patients do not need to schedule an appointment or send a telephone consult for assistance.

	PLEASE DO NOT CROSS BOOK PATIENTS WITH ANOTHER MED HOME TEAM!!!

	ALWAYS INCLUDE REASON FOR APPOINTMENT WHEN SCHEDULING APPOINTMENTS!!!

	· Please be sure to extend dates +90 days and NEVER tell a patient to call back to schedule an appointment.

	Appt Type
	Detail Code
	Duration of Appt
	Instructions/Description

	FTR
	BPAPS 65-105
	30 minutes
	This is for any appointing reason to include routine, follow-up, wellness (to include non-Active Duty physicals, pap/well woman, and Pre-Op appointments), or any non-Emergency Room reason not listed above.  Patients requesting follow-up appointment after Emergency Room visit should bring discharge paperwork.     May schedule as far out as the schedule has been released.
Book in this sequence:

● Schedule with PCM, if possible

● If no appointments available with PCM (or patient is requesting sooner appointment), schedule with any available provider on assigned team in an available FTR slot 
● If no appointments available with any provider, send medium priority telephone consult to assigned Team Nurse.  Inform patient:  “THE RN FROM YOUR MEDICAL HOME TEAM WILL CONTACT YOU WITHIN 2-3 BUSINESS DAYS TO COORDINATE YOUR CARE”. 


	Do Not Book…

	Appt Type
	Detail Code
	Duration of Appt
	Instructions/Description

	SPEC
	BPAPS 65-105
	60 minutes
	Patients are contacted by GERIATRIC CL BE to schedule patients for Geriatric Consults/Falls Clinic/Driver’s Clinic.  For patients with new referrals to GERIATRIC CL BE, please transfer to.Ms. Sharonda Windham at 301-400-3327 GERIATRIC CL BE Admin or Triage Registered Nurse.

	PALLIATIVE CARE CL BE
	Warm transfer patients to Ms. Sharonda Windham at 301-400-3327 for scheduling assistance.

	24 Hour Blood Pressure 

Monitoring / Hypertension
	Transfer patient to RN Jane Butler at 301-295-6289/7908.  If unavailable, please send medium priority telephone consult to RN Butler (Team LIMA).  Inform patient that they should receive a response within 72 hours.  

	ACUPUNCTURE
	Transfer patient to Integrated Health Service (IHS) at 301-295-0105.  If unavailable, please send medium priority telephone consult to RN Phillips (Team ALPHA).  Inform patient that they should receive a response within 72 hours.  

	IUD/IMPLANON
	Patient must contact the Gynecology Clinic at 301-400-2140 for assistance.

	MEDICATION REFILL (RX) – MED HOME E
	Team ECHO RX Appointment with Keli Ishman, Elena Teger, or Shrimayi Vashi.  Transfer patient to 301-400-3569 to schedule.


	Information Regarding The Clinic

	Urgent/Emergency/ASAP/72hr referrals 
	For patients who are given an ASAP/72 hour/STAT referral by their PCM and contact the Appointing Center for follow up, please send a high priority telephone consult to the Assigned Team Nurse.  Also, please transfer the patient to Mr. Abratifou Bonfoh at 301-295-8553.

	Does the clinic accept walk-ins?
	Patients seeking care for the following reasons do not need a scheduled appointment, and may Walk-In. Including:

· Depo-Provera/B12 injection (Patients can walk-in to their Medical Home Team from 0730-1100 and 1300-1500 Monday-Friday.).

· Suture/Staple/Stitch Removals – Any time during normal business hours

	Age Range
	65 years and older.  

	How often are schedules released?
	6-8 weeks in advance.  

	For questions not addressed on protocol…
	For any communication with a provider or team nurse, contact Team Admin/Team RN.  If Team Admin/Team RN is not available, contact Clinic Administrator or assigned Group Practice Manager.  Any time there is a reference to “transfer to the team Registered Nurse” or “Consult the team Registered Nurse”, place the patient on hold and ensure that you are able to contact the Registered Nurse in person before transferring the patient.  If you are not able to contact the Registered Nurse, send a telephone consult.

	

	Telephone Consults…

1. Before entering a new TELCON, please confirm there aren’t any active TELCONs already started for the issue being discussed.

2. Before entering TELCON, use a minimum of TWO patient identifiers, to ensure you are in the correct patient record.

3. Before submitting the TELCON, read the comment back to the patient to confirm it is accurate, and what the patient is requesting.

4. Before submitting the TELCON, confirm best call back number (s).

5. If OUTSIDE PROVIDER, conduct a “warm transfer” to the appropriate team.

	· The team nurses are available Monday-Friday from 0730-1600.  If a patient leaves a message after 1530, the telephone consult may not be answered that day.  If it is urgent, the IRMAC agent should call the Patient Centered Medical Home (PCMH) team directly. 

If it is an emergency, the patient should go to the nearest Emergency Room.

	Priority

(response time)
	Reason For Telephone Consult
	Who To Send Telephone Consult To?

	High

ASAP
	This is for non-emergency same day/sick reason.  Include the reason for the telephone consult along with above information in the View Comments section of the telephone consult. INCLUDE BEST CONTACT NUMBER.  If patient is enrolled to a provider in the clinic, but comes up as Enrolled Else(W)here in CHCS, please send telephone consult to Team RN if no appointments are available.
	LPN Andrea Green


	High

ASAP
	NATO/Non-NATO Patient’s - For all NATO and Foreign Military personnel, send a telephone consult marked high priority to RN Tigist Wunete.  RN Wunete will appoint the patient to the appropriate provider.  INCLUDE BEST CONTACT NUMBER AND LANGUAGE PREFERRED.  If patient is enrolled to a provider in the clinic, but comes up as Enrolled Else(W)here in CHCS, please send telephone consult to Team RN if no appointments are available.
	RN Tigist Wunete 

	Medium

All telcons are considered asap and no time frame should be given to the patient**
	The following requests below can be assisted with a telephone consult without the need of scheduling an appointment. 

· 24 Hour Blood Pressure Monitoring Appointment/Hypertension  

· Consult renewal

· General question for provider/RelayHealth

· Lab/Radiology orders

· Lab/Test results

· Medication Renewals / Refills - (If patient is completely out of their medication, they can obtain a 7 day emergency supply of maintenance medication (not narcotics) from any MTF pharmacy.  They should bring their empty bottles with them to the pharmacy.  This is a one time only process).
· Pregnancy Tests (Can also call  the Pregnancy Self-Referral Hotline in Gynecology at WRNMMC-Bethesda at 301-319-4471)
	LPN Andrea Green


	Medium
	Acupuncture – Transfer patient Serrica Jackson at 301-295-0105 or RN Claudia Adejare at 301-319-8731.  If neither available, please send medium priority telephone consult to Serrica Jackson in INTEGRATIVE HLTH & WELL BE.
	Serrica Jackson (INTEGRATIVE HLTH & WELL BE)

	Medium


	24 Hour Blood Pressure Monitoring Appointment and Hypertension - Transfer patient to RN Marcia Boyd at 301-295-7908.  If not available, please send medium priority telephone consult to RN Marcia Boyd in HYPERTENS CL BE.
	RN Marcia Boyd (HYPERTENS CL BE)

	Requests from outside Vendors, Agencies, and DME Suppliers

Vendors are Drug reps that want to promote their products/Medical equipment reps that want to talk with providers to promote their products.  We do not entertain sales reps!  The majority of these calls are requests for signature of a document that allows the Vendor to provide the equipment or the service to receive reimbursement.  These calls should be handled by providing the Vendor with the Team’s Fax Number and informing the vendor to fax the document directly to the provider’s Team Administrator.  PLEASE DO NOT CREATE A TELCON FOR THIS TYPE OF REQUEST.  If the vendor claims that they have sent several faxes without a response, please call the Team Administrator for further assistance.


	If No Appointments Available…

	Category

24HR 

FTR
-PLUS

-Non-Enrollee
***Before Normal Clinic Hours (0630-0730) – please send High Priority T-Con to Assigned Team Nurse.
***During Normal Clinic Hours (0730-1600) – please warm transfer patient to Speed Dial number.
***After Normal Clinic Hours – please warm transfer patient to the Nurse Advice Line (NAL) at 1-800-874-2273, option 1.
If no appointments available with PCM, schedule patient with next available provider on team.  If no appointments available, please send a telephone consult to Team Registered Nurse.  Note: agents will NOT leave any messages on the answering machine.




	Patient Instructions

	Please bring…
	ID card, updated medication lists, and any other pertinent medical records.  Patient should also bring a list of all current medications including any over-the-counters, herbals, or dietary supplements that you take.  If the patient cannot make a list, please bring in all medication (including any over-the-counters, herbals, or dietary supplements) to review with your doctor.

	Please arrive…
	30 minutes early.  Please allow ample time for parking/traffic.

	Please park…
	in the America Garage which is adjacent to the America Building (Bldg 19).

	Guidelines for children
	Please do not bring other children than those scheduled to see the physician, unless they are accompanied by another adult.

	If late for scheduled appointment…
	If patient is late for scheduled appointment, please transfer the phone call to the team nurse or admin.  The patient may have to wait to be seen.  The Medical Home Team makes every attempt to accommodate the patient, but the patient may more than likely have to wait to be seen, depending on the provider’s schedule.  The patient may also want to reschedule the appointment as well.  

	Additional Instructions
	If patient has a referral directed to “INT MED BLUE CL BE”, please redirect the patient to the “INT MED CONS/SPEC CARE CL BE (METC)”.  Medical Evaluation and Treatment Clinic.  Clinic will book.  Transfer to Kim Brooks at 301-295-8339 or Alexes Haggins at 301-295-8778 for assistance. 
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