UAMS Resident Guide for PM&R Phone Calls

The UAMS Operator will inform callers that:
Regular Hours of Operation for PM&R Department – Monday thru Friday, 8:00 AM – 4:30 PM, except UAMS Holidays
Prescription refills, Physical Therapy (P/T) Orders, Occupational Therapy (O/T) Orders and Requests for Durable Medical Equipment (DME) MUST be fax’d to 501.225.0627 and will be addressed during regular hours of operation.
All Administrative Requests - Appt Scheduling, Paperwork Requests, etc., will be referred to the main office number 501.221.1311 during regular hours of operation.

If caller feels that they must speak with a medical professional – the UAMS Operator will page the Resident on call based on the UAMS OnCall System information.

UAMS Operator pages MUST be returned within 15 minutes of receiving page.  

For any emergency issue, residents should refer the patient to their local ER AND the resident should contact the ER to inform them of this referral.

For patients who call for non-emergent issues, the resident should check Centricity/Logician or the Baptist system to see what is happening with the patient and use their judgment to advise the patient.  If the resident is unable to address the caller’s issues after reviewing the patient information/clinic notes in Centricity/Logician or the Baptist systems, they should contact the patient’s attending physician or the on-call faculty member for guidance.  

All calls along with action taken MUST be logged into Centricity/Logician and routed to patient’s attending physician.

Pain Medication Requests:
Background:  Dr. Doss provides patients with the appropriate amount of pain medication to get them to their f/u appointment.  Generally, he does not authorize refills until the Pt presents for the f/u appointment.   Occasionally, a refill may be required to “bridge” the patient to the f/u appointment if it is over 30 days from the most recent visit.  Appt information is available in Centricity/Logician.
When patients call to request a refill of pain medication, inform them that refills will be provided at their next appointment.  Provide them with the date & time of the upcoming appointment (available in Centricity/Logician or WebChart).  Advise the patient that if they feel that this is a medical emergency, they will need to call 911 or go to the nearest ER.  EXCEPTIONS:  If medication is stolen and patient provides a police report, Dr Doss will provide an Rx refill to get them to next appointment.  Patient phone calls should be entered into Centricity/Logician as a phone note and routed to Dr. Doss so that he has this information for the next appointment.  If the medication is not working, we may need to schedule the patient to be seen and re-evaluated sooner.  Have the patient contact the office during regular business hours to schedule an earlier appointment.
Schedule 3 drugs can be refilled-tell Patient to have pharmacy fax refill request to 225-0627 during regular business hours (Darvocet, Vicodan, Lortab, Tylenol 3)
Schedule 2 drugs cannot be refilled until the f/u appointment (Percocet, Oxycontin, Roxycodone, Morphine, Apana, Fentanyl, Dilaudid, Hydrocodone)

Additional discussion points from faculty re: urgent calls:
1. Patient is having ITB Pump Issues: ITB issues and symptoms of problems are: increase in spasticity, swelling or signs of infection at the pump site.
1. Withdrawal Symptoms from Baclofen Rx: 1. a sudden increase in spasticity; 2. ill feeling or sensory changes described as "itching"
1. Autonomic Dysreflexia Symptoms: 1. Head ache; 2. Nasal congestion; 3. sudden increase in blood pressure.  Usually managed by checking for any painful stimulus.  #1 #2 cause is Bladder and bowel.  If source not found rapidly decrease blood pressure by using a short acting blood pressure med, such as nifedipine, clonidine or topical or sublingual nitroglycerin (do not use nitro if pt taking Viagra, Levitra, or Cialis or other PDE5 drug
1. Increased Spasms: Do not stop Baclofen suddenly due to withdrawal problems,  check for source of increase, i.e., pain, UTI, etc.  May increase present drug, or add another drug, i.e., zanaflex, dantrium (all are more expensive than Baclofen).  Avoid using Soma, or benzodiazepines, that should be discussed at a clinic visit.
1. Increased Agitation: In a TBI patient the critical thing to discern is what is causing increased agitation, it is often environmental or situational and that needs to be discovered.  If medication is needed I prefer non addictive (and cheap) medication such as propranolo and buspar.  Depakote can be considered but f/u lab will be needed.  An atypical antipsychotic such as risperdal can be considered.
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Implementation Plan:
1. Inform residents of this responsibility and the UAMS COM Dean & PM&R faculty expectations: UAMS Operator will page primary number listed which is the resident pager.  If not response is received, UAMS Operator will page secondary number listed which is the BHRI On-Call pager.  Resident MUST return page within 15 minutes…contact UAMS Operator who will conference them in with caller.  All calls/action taken should be logged into Centricity/Logician and routed to the appropriate attending for review/action.  (Residents informed during Quarterly Resident Meeting on 4/1/2010 by KMMeans.)
1. Inform faculty that if UAMS Operator does not receive return call from resident, attending listed on call on UAMS OnCall System will be paged.  Currently the UAMS OnCall system lists Dr. Means as the attending on call during the weeknights and the assigned faculty member on weekends.  (Depending on call volume, this may need to be discussed at future faculty meeting.)
1. Inform Residency Coordinator that resident call schedule will need to be added to the UAMS OnCall system each month.  (JCCrow received training 4/22.)



