
Factor 2: Providing timely clinical advice by telephone during office hours

The practice would provide a documented process for staff to follow for providing timely clinical
advice by telephone (including the practice's definition of timely).

PCC EHR allows users to document phone calls as phone encounters.  For calls that need a 
callback, a task is created with an appropriate task type such as “Call Back Needed.” These tasks 
show on a messaging queue for the attention of the assigned clinician.

The clinician would open the phone task, call the patient back, and document the date and time 
that they completed the task as shown below:

PCC EHR users are able to generate a report of phone calls to monitor and report the response 
time for phone tasks.  The report is accessible by selecting the “Phone Encounter Performance” 
entry in the “Reports” menu in PCC EHR.  Here is a sample output of this report:



The “Response Time” on this report represents the amount of time (in hours and minutes) 
between the time the phone encounter was first saved and the time the first phone task associated
with the encounter was marked as completed.  Phone encounters without assigned tasks are not 
included in this report as it is assumed there was no response necessary. 

The user who responded to the phone call can be optionally included in the report output.  This is
one way to measure how timely each staff member is with phone call responses.


