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 Purpose: To define which patient needs are routed to the on-call provider and guidelines on how to utilize the on-call provider when applicable. 
 Procedure: 
On-Call Coverage: In addition to the regular work week, provider to be available for emergency patient calls at night and on weekends and holidays (on call) in accordance with Complete Care’s call schedule. 
 
When a patient calls during regular clinic hours, and patient’s primary provider is not in clinic – the patients need should be sent to the next appropriate provider available in clinic for a timely response. If this includes the on-call provider, that is OK. If the on-call provider is not in clinic, send to an in-clinic provider first. Calls should be evenly distributed between in clinic providers as best as possible.

· Contacting on-call provider 
· Support staff to send patient needs to providers in clinic during regular hours, unless: 
· IF the patient’s provider is NOT in clinic that day, support staff to send patients’ needs to another appropriate provider who is in clinic for a timely response. 
· IF no appropriate provider in clinic, or if all providers are gone for the day – support staff to send to on-call provider AND place a phone call to the provider to alert them. This is like how answer page would handle the incoming call, calling the provider to alert them. 
· Example of this would be:
· A slower clinic day and all providers are done by 4pm, leave clinic 4:30pm and we get an urgent call right before closing clinic 
· Only providers in clinic do not treat pediatric patients, thus a call would be placed to the on-call provider 
· On-call provider to take the call. If they are not a pediatric provider, they can call one of our pediatric providers for guidance
· Pediatric Calls
· Providers who treat Pediatric Patients: Andi, Molly and Brett 
· Jill and Sarah are OK with pediatric calls and will reference a pediatric provider if needed
· Debi and Klein do not treat pediatric patients and will reference another provider if needed
· Insulin Dependent Diabetic Calls
· If a provider is called upon with a tricky insulin dependent diabetic call, Sarah is comfortable being referenced for guidance
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