Internal Medicine Medical Home WRNMMC-Bethesda SOP


***Names in Red, refer to internal list for phone number
	Clinic Name/MTF:   Internal Medicine Medical Home Team WRNMMC-Bethesda
	MEPRS CODE:  Refer To Internal List

	Clinic Administrator
	Harry Boyd

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

	Team Administrator
	Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Administrators

	Front Desk
	Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Main Front Desk Phone Numbers

	POC for Appt Problems
	Right Click On Link.  Next Select "Open Hyperlink" to view Internal Medicine Medical Home Team Registered Nurses

	Fax Number
	Right Click on link.  Next select “Open Hyperlink” to view Fax Numbers

	Clinic Manager
	LCDR Jennifer Mills

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

	Group Practice Manager
	Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Group Practice Managers

	OIC/Service Supervisor
	CDR Heather Grote
301-295-0196 *Number may route to an IRMAC agent also

	POC for Change of PCM
	Harry Boyd

LCDR Jennifer Mills

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

	Team Registered Nurse

(Send Telcons to)
	Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Registered Nurses

	Clinic Hours
	Monday – Friday 0730-1600.    ACTIVE DUTY ACUTE CARE (Sick Call) (walk-in) Monday – Friday 0630-0730 only.  Patients who would like to be seen must report before 0730.

	Clinic Location
	8901 Rockville Pike   Bethesda, MD 20889   The America Zone, Bldg 19, 2nd Floor.  Geriatrics Clinic is located in The America Zone, Bldg 19, 4th Floor.

	Providers
	

	Right Click on link.  Next select “Open Hyperlink” to view Internal Medicine Medical Home Team Provider Roster Directory

	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:

	PATCAT
	Further Info

	
	Active Duty
	To include Active Duty enrolled to WRNMMC, Tricare Reserve Select, Reservists on orders, National Guard, Applicants (all Applicant non-enrollees should be booked with any team, if possible), and soldiers injured in the Line Of Duty (LOD) (Schedule all as Active Duty).  LOD patients require an appointment to be seen and they must bring their LOD paperwork from their unit with them to the appointment.  It is encouraged that for Active Duty enrolled at other MTFs in the NCA to exercise every effort to be seen at their Prime Site.

	
	Tricare Prime
	To include Beneficiaries enrolled to WRNMMC, Tricare Prime REMOTE, and Tricare Reserve Select Family Members 18-64 years old.

	
	Tricare Plus
	To include Beneficiaries enrolled to WRNMMC and Tricare Reserve Select Family Members 65 and older.

	
	NATO/Non-NATO 
	NATO/Non-NATO Beneficiaries 

Please contact RN Tigist Wunete at 301-295-8953.  If no answer, please send high priority telephone consult to RN Tigist Wunete (Team Juliette).  This is for both new and follow up patients.

	
	Tricare Standard/For Life/Tricare Reserve Select Non-Enrollees
	Can be scheduled in any space available (blank) FTR appointment slot with the next available Medical Home Team.  Please include “see Ms. Chambers for enrollment” in the Reason For Appointment Section of the scheduled appointment along with the reason for the appointment.  Detail Code may be overridden, if necessary.  Beneficiaries should still be encouraged to enroll into Tricare Prime/Plus to avoid any problems in the future.  For enrollment assistance, please transfer to Mrs. Chambers at 301-319-8493 or Health Benefits at 301-295-5143.  If patient just turned 65, schedule appointment and patient will be informed of Tricare Plus enrollment at visit.

	
	Direct Care Non-Enrollees
	Can be seen if their sponsor is enrolled to the Internal Medicine Medical Home Clinic at Bethesda or Primary Care Burgundy or Gold at DiLorenzo.  Will also see direct care beneficiary patients whose sponsors are enrolled else(W)here.  They are allowed split enrollment (Schedule all as Tricare Prime/Plus).


	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 Obstetrics at WRNMMC at 301-295-5552)

	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:

· Active Duty Acute Care (Sick Call) -  must sign in between 0630 – 0730
· 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
	(blank)

BPAPS 18-64

BPAPS 18-64 WEA

BPAPS 18-99 WEA

BPAPS 18-100 WEA
	30/40/45/50/60 minutes
	Do Not Book any appointments for Kim Gibson (Med Home J) and William Shimeall (Med Home J).  If patient is assigned to doctors Kim Gibson (Med Home J) and William Shimeall (Med Home J), please send medium priority telephone consult to assigned Team Nurse.
For non Active Duty patients assigned to Team Foxtrot (Colleen Rodak), please scheduled with previous PCM, if still in the clinic.  If previous PCM is not available, please send a telephone consult to previous home Team Nurse.
Tricare Standard/Tricare For Life Non-Enrollees can be scheduled in any space available (blank) FTR appointment slot with the next available Medical Home Team.  Please include “see Ms. Chambers for enrollment” in the Reason For Appointment Section of the scheduled appointment along with the reason for the appointment.  Detail Code may be overridden, if necessary.
This is for any appointing reason to include acute/same day (If FTR appointment is available within 24 hours – if no FTR appointments are available within 24 hours, please see Do Not Book section for 24HR appointment type for further guidance), routine, follow-up, wellness (to include Active Duty and non-Active Duty physicals – Click here for script for physicals for Active Duty Beneficiaries), pap/well woman {all providers EXCEPT Margretta Diemer perform pap/well woman exams}, 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.  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.   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”.
NATO/Non-NATO Beneficiaries 

Please contact RN Tigist Wunete at 301-295-8953.  If no answer, please send high priority telephone consult to RN Tigist Wunete (Team Juliette).  This is for both new and follow up patients.
When documenting a follow up appointment, include the reason for appointment as any of the following:
· Follow up on (fill in the reason)

· Follow up per PCM (or provider)

DO NOT document the following reasons (or any variation) for the reason for appointment: 

· Follow up 

· Follow up visit

· Follow up general health 

· Follow up check up

· F/U

· FTR
Right Click on link.  Next select “Open Hyperlink” to view for scheduling instructions:
· Active Duty Physicals (If patient is assigned to DiLorenzo, please transfer to WRNMMC Medical Readiness at 301-295-5483/5411/4059/3472) (To include Separation (ETS), Commissioning, Retirement, Special Forces, Pre/Post Deployment assessments, Re-Enlistment physicals, etc.)
· Non-Active Duty Physicals 
· PHAs (Periodic Health Assessments) Follow Ups 
· Annual Well Woman Appointments 

· Overseas – Sea Duty Screenings/EFMP 

	HEALTH PROMOTION –

   BEHAVIORAL HEALTH

   NUTRITION/WELLNESS
	See Clinic Protocol – Integrative Health Service.


	Do Not Book…

	Appt Type
	Detail Code
	Duration of Appt
	Instructions/Description

	24HR
	ALL
	ALL
	If the patient SPECIFICALLY states that they want/need a same day or next day appointment, please refer to the Speed Dial Main Number
.  Right Click on link.  Next select “Open Hyperlink” to view for scheduling instructions:
***Before Normal Clinic Hours (0630-0800) – please send High Priority T-Con to Assigned Team Nurse.
*** During Normal Clinic Hours (0800-1600) – please warm transfer patient to Main Number.  If no answer, please send High-Priority telephone consult to assigned Team Nurse on behalf of the patient.  
***After Normal Clinic Hours – please warm transfer patient to the Nurse Advice Line (NAL) at 1-800-874-2273, option 1.

	NATO/NON-NATO BENEFICIARIES
	Please contact RN Tigist Wunete at 301-295-8953.  If no answer, please send high priority telephone consult to RN Tigist Wunete (Team Juliette).  This is for both new and follow up patients.

	SPEC
	(blank)

PBO
	60 minutes
	Sports Medicine Bethesda Clinic sees Active Duty and Bethesda Enrollees Only - INT MED CONS/SPEC CARE CL BE (METC).  Medical Evaluation and Treatment Clinic.  Clinic will book.  Transfer to Tashawnda White at 301-295-8778 or Marc Barredo at 301-400-3701 for assistance.  If neither are available, please contact either GPM Deirdre Unger at 301-319-4255, GPM Michelle Allen at 301-295-1573 or RN Paulette Bell at 301-319-2534. 

	SPEC
	BPAPS WEA 55-99
	60 minutes
	Patients are contacted by GERIATRIC CL BE to schedule patients for Geriatric Consults/Falls Clinic/Driver’s Clinic.  The IRMAC may schedule patients who are assigned to GERIATRIC CL BE, but should not schedule patients who have a new referral to GERIATRIC CL BE.  May schedule FTR appointments for patients with GERIATRIC CL BE referrals as long as the patient has a kept SPEC visit in their history.  For patients with new referrals to GERIATRIC CL BE, please transfer to.Ms. Sharonda Windham at 301-400-3327 GERIATRIC CL BE Admin or LPN Andrea Green at 301-400-2589  may be contacted.

	SPEC
	(blank)

18-65
	30/60 minutes
	Sports Medicine Bethesda Clinic sees Active Duty and Bethesda Enrollees Only - INT MED CONS/SPEC CARE CL BE (METC).  Medical Evaluation and Treatment Clinic.  Clinic will book.  Transfer to Tashawnda White at 301-295-8778 or Marc Barredo at 301-400-3701 for assistance.  If neither are available, please contact either GPM Deirdre Unger at 301-319-4255, GPM Michelle Allen at 301-295-1573 or RN Paulette Bell at 301-319-2534. 

	FTR
	PBO
	30 minutes
	Wound Care appointments with NP Elizabeth Hendrix.  Please send a telephone consult to the assigned Team Nurse for assistance.

	24 Hour Blood Pressure 

Monitoring / Hypertension
	Please contact RN Marcia Boyd at 301-295-7908.  If no answer, please send medium priority telephone consult to RN Marcia Boyd in HYPERTENS CL BE.

	ACUPUNCTURE
	**Clinic is currently not seeing ANY new patients at this time.  Please check for availability elsewhere in the area for new patients.  Please contact Serrica Jackson at 301-295-0105.  If no answer, please send medium priority telephone consult to Serrica Jackson in INTEGRATIVE HLTH & WELL BE.

	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 GPM Deirdre Unger at 301-319-4255 or GPM Michelle Allen at 301-295-1573 or RN Paulette Bell at 301-319-2534.

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

· Active Duty Acute Care for ALL Active Duty patients from 0630-0730.  Sick Call is for determination of duty only and not for follow up care.  Patients do not have to be in uniform.
· Depo-Provera/B12 injection (Patients can walk-in to their Medical Home Team from 0800-1100 and 1300-1500 Monday-Friday.).  For Enrolled patients only.
· Suture/Staple/Stitch Removals – (Patients can walk-in to their Medical Home Team from 0800-1100 and 1300-1500 Monday-Friday.).  For Enrolled patients only.

	Age Range
	18 years and older.  Physician Assistants (PA) and Nurse Practitioners (NP) are restricted to patient’s ages 18-64 years old.

	How often are schedules released?
	12 weeks in advance.  

	For questions not addressed on protocol…
	Please send appropriate telephone consult to Team Nurse.

	

	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.
	Team RNs

	High

ASAP
	All NATO/Non-NATO Patients in Internal Medicine Clinic - Please send telephone consult to RN Tigist Wunete (Team Juliette).  Please send all telephone consult high priority.  This is for new and established patients.  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 (Team Juliette)

	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 Obstetrics WRNMMC at 301-295-5552)
· Requests from outside Vendors, Agencies, and DME Suppliers
	Team RNs

	Medium
	Acupuncture – 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 - Please send medium priority telephone consult to RN Marcia Boyd in HYPERTENS CL BE.
	RN Marcia Boyd (HYPERTENS CL BE)


	If No Appointments Available…

	Category

24HR
FTR
AD

Active Duty Acute Care (Sick Call) -  must walk-in/sign in between 0630 – 0730.
***Before Normal Clinic Hours (0630-0800) – please send High Priority T-Con to Assigned Team Nurse.
*** During Normal Clinic Hours (0800-1600) – please warm transfer patient to Main Number.  If no answer, please send High-Priority telephone consult to assigned Team Nurse on behalf of the patient.  
***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.
PRIME & PLUS

***Before Normal Clinic Hours (0630-0800) – please send High Priority T-Con to Assigned Team Nurse.
*** During Normal Clinic Hours (0800-1600) – please warm transfer patient to Main Number.  If no answer, please send High-Priority telephone consult to assigned Team Nurse on behalf of the patient.  ***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.

Non-Enrollee

Please see Non-Enrollee guidance under Eligibility section of the protocol for assistance as well
***Before Normal Clinic Hours (0630-0800) – please send High Priority T-Con to Assigned Team Nurse.
*** During Normal Clinic Hours (0800-1600) – please warm transfer patient to Main Number.  If no answer, please send High-Priority telephone consult to assigned Team Nurse on behalf of the patient.  ***After Normal Clinic Hours – please warm transfer patient to the Nurse Advice Line (NAL) at 1-800-874-2273, option 1.
NATO / Non-NATO 

Please contact RN Tigist Wunete at 301-295-8953.  If no answer, please send high priority telephone consult to RN Tigist Wunette (Team Juliette).  This is for both new and follow up patients.
Tricare for Life Patients
Please transfer patients to Mrs. Chambers at 301-319-8493 for assistance. 
Non-Enrollee Patients Eligible To Be Seen in the Clinic
For Active Duty/Reservists/National Guard, same as Active Duty (Reservists on active orders or who are Tricare Reserve Select can be seen in the clinic).  If Non-Active Duty, same as Tricare Prime.  If no appointments available, please contact either GPM Deirdre Unger at 301-319-4255 or GPM Michelle Allen at 301-295-1573.
Non-Enrollee Patients NOT Eligible To Be Seen in the Clinic 

Effective after December 31, 2012, the clinic will only see Tricare Standard non-enrollees on a space available basis.  The available appointment must be within 1 business day from the time that they call. Tricare Standard patients calling for an appointment will be instructed:

“You are not currently enrolled to WRNMMC.  If you would like to be enrolled to us, contact the Tricare office at 301-319-4099 for further information on enrollment.  If patient does not want to be enrolled for care at WRNMMC, patient may contact 1-877-874-2273 to enroll at another MTF.”




	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…
	15-30 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 Tashawnda White at 301-295-8778 or Marc Barredo at 301-400-3701 for assistance. 


	RelayHealth E-mail Invitation

	Dear Patient,

You may now reach your doctor and Medical Home Team online using a secure service called RelayHealth. RelayHealth is a secure messaging system you can use to get in touch with your doctor's team--it's like sending an email. If you need a prescription renewal, you can send a message. You can request appointments, and for labs and test results be sent to you through RelayHealth.  I encourage you to communicate with them directly about non-urgent healthcare needs.

Register now. Note that your PCM is <INSERT PATIENT’S PCM NAME HERE>
https://app.relayhealth.com/RegistrationV2.aspx
Click this link or paste it into your browser's address field.

You can also call RelayHealth directly: (866)735-2963, and select extension 1.

PATIENT NOTICE: Selecting this option will create an individual Personal

Health Record (PHR) accessible ONLY by you and your medical provider.

Providing your Personal Health History information to this PHR is entirely

voluntary. This PHR option is not required to use the secure messaging

function to communicate with your provider.

Patients find this service more convenient than the telephone. It is also

safer than e-mail because it uses secure technology to help protect your

privacy.

I highly recommend you complete your account registration so that it will be

ready to use when the need arises. It's easy to get started, and you can

register at no cost.

We look forward to communicating with you online soon!

If you have any difficulty registering or using the service please contact

RelayHealth Customer Support at 1-866-RELAY-ME (1-866-735-2963) Ext. 1, or by e-mail

at support@relayhealth.com.

Learn more (take a tour).

https://app.relayhealth.com//ResourceLibrary/rh/general/onlineQuicktour/html/PatientQuickTour.html
NOTE: Please do not reply to this invitation e-mail.

Sincerely,

[Sending Agent’s Name]
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