Factor 4: Providing timely clinical advice using a secure, interactive electronic system when
the office is not open

The practice must have a documented process for staff to follow for providing timely clinical
advice by secure, interactive electronic system when the office is closed.

For practices enabled with patient portal access, patients can send secure messages to the
practice asking for clinical advice at any time, even when the practice is closed. After the patient
logs in to My Kid's Chart, they will see a Messages section underneath the patient name or list of
patients. To send a message to the physician, the patient would click “Create Message™:

-Sign out My Kid's Chart -Seﬂings-

Welcome Wilma Flinstone

Patients
Pebbles Flintstone 08/21/03

(V]

Dino Flintstone 06/29/09

Messages

u Create Message ©
)

o

PCC Pediatric Test Associates
800) 722-7708

20 Winooski Falls Way

Suite 7

Winooski, VT 05404

\ 4

Back My Kid's Chart

This message service is intended for non-critical
questions. if you have an emergency please call
911.

Patient

Dino Flintstone (]

Subject

Acetaminophen or Tylenol?

Message

children's tylenol. Is that okay?|

Send

|

The patient would enter a subject for the message along with the message itself, then tap or click
Send.



My Kid's Chart will deliver the message directly to the pediatrician's practice, where clinical
staff can review and reply to the message.

A provider can access PCC EHR remotely when the office is closed to view and respond to

patient messages which appear within seconds after the patient sends the message. The
following screen shot shows a message that is awaiting a response:
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The EHR user would double-click on the message to open it to read the full message and respond
to the patient:
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Inside the portal message protocol, you can type a response and send it to the family member.

The office may customize the protocol with additional information.

If you send a written reply, the My Kid's Chart user will get an e-mail telling them that a message
awaits:

September 29, 2013
Dear Wilma Flintstone,

There is a new message from PCC Pediatric Test Associates waiting for
you on our Patient Portal.

To retrieve the message visit My Kid's Chart at mykidschart.com/pccpeds.

If you have any questions about accessing your messages or about the
information being displayed in the patient portal, please call our office at
(800) 722-7708.

Thank you,

PCC Pediatric Test Associates

They can then log in to My Kid's Chart to read your reply message.



The message list could also be filtered to display recent “Completed” messages.

Double-clicking on each message will show the message thread allowing the practice to see the
time of the original message from the patient and the time of the first response allowing the
practice to determine whether the response was timely based on their definition of “timely
clinical advice”.



