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Recording link



https://vimeo.com/507290070/cbe6646fa1
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5 min Welcome, Logistics & Introductions

System Perspectives
. e Contra Costa Health Services
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* Riverside University Health System

20 Min Peer Discussion

Wrap-up & Announcements
5 min
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Troy Kaji, MD

Vikram Kumar, MD
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Logistics

Please mute yourself! (We'll have to mute lines if there is
background noise)

Please feel free to chime in for questions, and especially for the
discussion

At any time, feel free to chat your question & we will
read out

Webinar will be recorded and saved on
SNI Link/Data



https://safetynetinstitute.org/member-portal/programs/data-driven-organizations/

Intros

Vikram Kumar, MD

Chief Health
Informatics Officer,

Troy Kaji, MD

~ Associate CMIO,
Contra Costa _ . . .
Health Services Riverside University

Health System

Troy.Kaji@cchealth.org

v.kumar@ruhealth.org

Kristina Mody

. 7 Sr.Program
Associate, SNI
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EHRs at CAPH Systems

Contra Costa
Riverside
Santa Clara
UC Davis
UC Irvine
UC Los Angeles
UC San Diego
UC San Francisco

Los Angeles
San Joaquin
Ventura

Natividad: Meditech (inpt) & EPIC
OCHIN (outpt)

2019: Alameda
2019: San Francisco

2019-2020: TBD
Arrowhead
San Mateo
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CCHS

Referral Resume of Failures #1-3

Complacency: we installed Cadence 10 years before launching Epic
Enterprise. Since it was working as a standalone system, we did not analyze

and redesign the system for enterprise.

Lost referrals: Illusion that ordering a referral in Epic would route correctly.
Need to test every referral

a. referrals linked to referral workqueues that no one managed.

b. Referrals on workqueue NOT linked to appointments, so referrals stayed
on workqueue even though patient now had appointment

Stopgap solutions made problem worse:
a) when referral workqueues didn’t work, we gave all nurses ability to
schedule into all specialty slots.

1. Resulted in patients "Jumping the line”, getting appointed before
anyone else awaiting on the workqueue.

b) When referral workqueues didn't work, staff moved urgency upward by
placing another referral order with higher priority



CCHS
Referral Resume of Failures #4-6

4. No name convention for referrals created confusion.
a) Created duplicates with similar names

5. Crosses Epic applications and crosses operational silos = strong
need to align
a) Health Plan needs to approve all EXT REF, yet may change |
redirect the specialty group they are contracted with to another

b) Ambulatory team builds most referral orders, Cadence team links
orders to the Referral workqueues, Appointment unit links the
referral from the workqueue to an appointment slot on schedule,
Tapestry team tracks referrals for authorization of visits and
collection of claims

6. Diagnoses associated with the referral order pulled forward into the
Linked encounter
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CCHS
Countermeasures #1-2

1. Complacency replaced by aggressive mapping of workflows,
building reports to manage, finally see the real turn around time with
each touch pointin process
o See example reports

2. Lost Referrals found by improved reports, decreasing duplicate
referral orders, clarifying who has task to manage each referral

o AMB 3814 hotspots bottlenecks, throughput. Incoming referrals
are "Adds”, scheduled are “"Drops”
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CCHS
nterm res —#2 ExX. R rt

4,.....;]_?.-.__ Referral Workqueue Volume (AMBJ3814)
LCOMTRA COSTA Wirkqueue Activity: from 04/14/2019 to 07/06/2019
Referral ID: *ALL
Referralz are included if they were on workgpeue at ANY point during the date period.
Each referral iz only counted OMCE per date period even if it was added and removed multiple times
Totals include both the ACTNE and DEFERRED tab counts together

BUSIMESS INTELLIGENCE

Workgueue | Workgueue Name 04/14/19 - 04/21/19 - 04/28/19 -
D 04/20/19 04/27/19 05/04/19

1070 Chest APT 2 0 2 2

Chest AFT Adds 2 0 2 1

Chest APT Adds - Central 1 ] 2 1

Chest APT Adds - East . 1] ] ] ]

Chest APT Adds - West | 1.| ] ] ]

Chest AFT Drops 2 ] i i

r 1813 Dentistry APT 570 996 1,048 1,072
Dentistry APT Adds 64 85 |

Dentistry AFT Adds - Central 26 20 30 24

Dentistry APT Adds - East 19 23 26 25

Dentistry AFT Adds - West 25 21 29 21

Dentistry APT Drops 33 33 45 50

| 1074 Dermatology APT 337 315 413 39%
Dermatology APT Adds a2 1 145 30

Dermatology AFT Adds - Central 36 1 50 7

Dermatology APT Adds - East 35 ] a1 16

Dermatology APT Adds - West 21 ] 34 7

Dermatology AFT Drops 23 47 47 21

r 996 Dermatology PR 94 a5 167 36
Dermatology PR Adds a3 a4 a4 a3

Dermatology PR Adds - Central 37 23 31 24

Dermatology PR Adds - East 34 34 34 35

Dermatology PR Adds - West 22 22 19 24

Dermatology PR Drops 93 2 164 37
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Referrals

Dota lost loaded: Jut 16, 2618, 9
Published: Apr 1 ),
Published ta: Referrals

Qlik dashboard gives broad overview of referrals as runcharts

¥ Base sheets (16)

o ¥ o

Referrals Overview

Referral
Workqueues:

~

Referral Provider
Review

Sheets [] Bookmarks [3] Stories

ANV

Create new sheet E

Referrals Ready to
Schedule

~

Referral Details Number of Number of
Referrals by Mont.. Referrals by Week

Referral Referral Referral Flags

Workqueues: - Workgueues:

Specialty Clinical Guidelines Referrals Data

Workqueues Not Met Referral .. Dictionary

Referral
Appointment

Current Referral
Workqueues

~

Referral First
Service
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CCHS
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CCHS
nterm res —#2 ExX. R

2,000
Physical Therapy, Apr-2019
"${(vDim nList) : Physical Therapy
Number of Referrals 1,646
1,568
1,680

WO

# Optometry

# Family Medicine
Occupational Therapy

# Gynecology

# Ophthalmology

- Physical Therapy
Dentistry

# Case Management

# Behavioral Health

# Psychology

@ Public Health

# Social Services

# Dermatology

Hematology and
Oncology

Pediatrics
# Audiology
# Otolaryngology
# Orthopedics
Podiatry
# Cardiclogy
# Cardiopulmonary

# Gastroenterology
v
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CCHS
Countermeasures — #2 Ex. Report

Avg Days to Provider
Q g Lay.

Meadian Days to Provider

% Provider Review within 4

Avg Days from Provider Review to Appt

Referral Sp ecialty Provider Review Workgueue Owner Review Review Days Scheduled
Overall 4.7 2.8 78.8% 18.6
Cardiology Denis Mahar, Bryan Ristow, and Stephen Arnold 35 18 74.2% 7.5
Dentistry Pamela Peacock 4.8 18 76.8% 5.8
Dermatology Christina Berger 39 38 72.9% 183
Dysplasia Judy Bliss - -
Endocrinology Qliver Graham and Vijay Bhandari 36 28 73.3% 49
Gastroenterology Dan Lee 28 18 895.7% 88
Gastroenterology Procedures Dana Slauson 25 18 93.3% 18.7
General Surgery Courtney Beach 36 18 88.3% 25
Gynecology Sandra Murguia and Analisa Lowen 28 18 87.8% 32
Hematology and Oncolagy Jane McCormick and Lili Wang 3.4 28 82.0% 16
Hepatology Miguel Ayala 42 38 66.9% 7.1
Nephrology Leena Rayand Kerry Rogers 7.4 38 61.2% 1858
Neurology Veda Bhatt and Mark Van Handel 139 48 53.4% 8.1
Orthopedics David McDonald and Bob Buckley 48 2.8 88.1% 41
Otolaryngology Siri Cheng 83 58 49 8% 128
Palliative Care Julie Freedman and Cyndi Hellman-Wylie 17 18 98.2% 14
Plastic Surgery Sandy Dosanjh 43 18 82.6% 38
Podiatry Teresa Kalikole 148 58 47.1% 6.1
Pulmaonology Nicole Hickey 32 18 88.5% 4786
Rheumatology Urmila Bajpai-Pillai 48 48 63.6% 51
Spine Bob Buckley 85 18 81.8% 15.2
Urogynecology Liza Keller a3 6.8 34.8% 181
Urology Craig DeSoer 38 18 92.8% 9.8
Wound Care Remington Chua and Lara Wright 25 28 87.3% 28
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CCHS

Countermeasures #3

3. Stopgap solutions removed
* Removed access of nurses to schedule into specialty clinics
* Duplicate order alerts, duplicate flagging in referral workqueues

* Created "Provider Reviewers” for most impacted services. They
decide whether

* Clinical guidelines met. If has gaps, sends back to Medical
Home care coordinator until PCP addresses gaps. Once gaps
met, Care Coordinator sends back to Provider Reviewer

* E-Consult able to address. If yes, sends e-consult
* If needs appointment, forwards to scheduling unit
* Created Care Coordinators in Medical Home, assigned to PCP

teams. They assist PCP’s to address any gaps in clinical guidelines.
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CCHS
Countermeasures #4-6

4. Naming Convention established
* Suggest classes: Internal, Outgoing/External,
* Nephrology INT REF
* Nephrology EXT REF

* We will need to create class for Incoming Care
Everywhere Referrals

5. Multidisciplinary team meeting since go-live.
Ambulatory, Tapestry, Cadence, Care Everywhere, Clinical
Informatics, operational leadership

6. Epic development resolved
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CCHS AFRICAN

AMERICAN HEALTH...

CCHS ALLERGY-
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CCHS ANTICOAG

MONITORING MHC _.

CCHS ANTICOAG

MONITORING PARE..

CCHS ANTICOAG

MONITORING PHC ..
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MONITORING WCH._..

CCHS BEHAVIORIST
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CCHS BHC MINOR
PROCEDURES REA..

CCHS CARDIOLOGY
READY TO SCHEDU...
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CCHS CARE
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v

Failures of linking
referral to
appointment.

Then referral
persists (in Chart
Review, workqueue,
etc).

Age of referrals
keeps climbing
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Riverside
University
HEALTH SYSTEM

RUHS CTL"™ Opportunities
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* Riverside is a large County.

* Patients that see offsite RUHS PCPs get referred to local non RUHS
specialists.

* Patients from community PCPs all over the County get referred to
Medical Center PCPs.

* Ensuring referrals get scheduled to external specialists is a challenge.
* Getting specialists report from-to external providers is a challenge.
* Incentive Programs’ impact: PRIME, UDS, PCMH

*Closing The (Referral) Loop 20



I- Riverside

- University

P R I M E HEALTH SYSTEM

* Closing the referral loop: receipt of specialist report
* Sending of Report

* Solutions
* Referral Queue Management
* External PCPs
* Unable to verify fax #s
* Barriers with clinics needing to consistently verify
* Validation with both provider office & 2 patient identifiers
* Internal PCPs
* Inbasket Referral message/Results
* eConsults

21



I- Riverside
o University

U D S HEALTH SYSTEM

Percentage of patients with referrals, regardless of age, for which the
referring provider receives a report from the provider to whom the patient
was referred

Receipt of Report

Challenges
* Specialist may not send report
* Report sent to wrong destination
* Report doesn’t close the loop with initial encounter/order

Solutions
* Referrals workqueue
* Scanning to order
* Local Scanning vs. HIM
» 2 pilots: clinic staff scanning vs. tagging reports for Medical Records
* Pre-scrubbing/huddle at follow-up PCP appointments

22



I- Riverside
o University
HEALTH SYSTEM

eConsults

Pilot rolled outin Q2 2018

PDSA 2018 -> 2019
* Epic centered workflow for PCPs

All FM/IM PCPs Q2 2019

14 adult specialties Live
 eConsults made required Q3 2019

Data from 3™ party platform & Epic on eConsults placed, Y/N to
Face-Face

23



CTL - Referral

Riverside

‘University

HEALTH SYSTEM

Chart Review ]
SnapShat PR Encounters Labs Micro Pathology Imaging Proceduwes Cardiology  Other Orders Meds  Episodes  Letters  Notes | Referrals [ Media MiscReports  Surgerdes LDAs  Consents
ChartReview ooy . | O Retesh 250PM) | B SelectAl = Deselect Al | [3) Review Selected | o2 Route | Q0 Add 1o Bookmanks
Coxe Baaryuh Y Emers ] Hide Denved
Review Flows Ord¢ RAA Date To Specialty To Provider Status  Diagnosis Procedure From Provider - Pée =08 BV R |
Results Revew Recent Referral Referral # $771431

050672019
§ 022019
012872019
017232019

011822019
6 Months Ago
101152018
09252018
0872272018
082212018

08/132018
08/132018

tters

»
1 Year Ago ——
06292018
041272018
040272018
12072017
11222017
11092017
10132017
09262017
09202017
09182017

2 Years Ago

042052017

& Cuvntnmive

Referral Information

Rotacral # Creation Date Referral Status
G o cises

Referral Type Referral Reasons
Professional (Physican) Follow up Visit
To Specialty To Provider
Anticoagulation Therapy none none
To Vendor Referred By
i s -
Pnonty Start Date Expration Date
Routine 03212019 03/19/2020
Vists Requested Visits Authorized Vists Completed

1 1 1

Procedure Information

Procedure Modfiers Revenue Code Provider
99213 (CPTS) - PR None None
OFFICE/OUTPT VISIT EST.LEVL

m

Diagnosis Information
Ougnos
Z79.01 (CO-10-CM) - Long term (Current) use of anticoagulants

Referral Notes
Type Date User Summary

General 03/22/2019 &0 -
A

Note
NOTES ATTACHED

Status Update

03/22/2019: Status History

Referral Class

Incoming

To LocationyPlace of Service  To Deparntment

RUM IM CARDIOLOGY CHF

CUNIC

By LocationyPlace of Service By Department

none

Referral Entered By

Viuts Scheduled
0

Requested Approved
1 1

Number of Notes: 1

Attachment
Oocument on

- 3/22/2019 0807

COUMADIN
REFERRAL pdf
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Riverside
University
HEALTH SYSTEM

CTL - Loop not closed

reterl o
# ] [] 2] H 2 = e H =] &

Edit  PrntonAccept | Referral Counks AdjTrace ViewHistory Chait InBaskeiMsg AppiDesk = ViewMotes = WQ Summary Summaries

@ ™ X [ Referral Sidebar ¥

&

+= |Referral Sidebar Repan

Referral #
Status
Close reason Coverage Information =
E-MEDI-CAL/MEDI-CAL / EDS (Elapsed)
TAR MEDI-CAL/MEDI-... Response History &
Referral Details General Effective: 6/29/2018 - 4/2/2019
Sensitril Subscriber name:
— re- sty u
b Sendce area Status date Member it
Notes RUH SERVICE AREA - 222019 Eenefits Inguiry #
Tax 1D Info Priovty Fout Type [Frofe i E-INLAND EMPIRE HLTH PLAN/IEHP MCAL / INLAND
ine rofessiona sician
Authorization ¥ FACULTY MED GRP (Elapsed)
T Response History #
o Class Incoming Reasons | 1|Fallow up Visit Effective: 2/1/2015 - 4/30/2019
Bed Days Subscriber name:
223 Referred by I Overide refors :
Linked Records Member ID:
A S = Benefits Inguiry #
Crteia Review LocatonPOS Provderrol I | ; |7,
Scheduling E-INLAND EMPIRE HLTH PLAN/IEHP MCAL / INLAND
) FACULTY MED GRP (Plan Mismatch)
Notifications Department Response History #
Scans Effective: 8/1/2018 - 4/30/2019
o o -
Vendor Location Member iD:
Benefits Inquiry #
Department RUH IM CARDIOLOGY CHF CLINIC Provider Q18
MNotes Expand All Collapse All
Dapartmant spacialty Cardiology Providar specialty Anticoagulation Therapy General 3/22/2019 807 AM =
Clear Linked Future Encounters # =
No linked encounters found.
Visits ™ 1 Hospital Account =
Visits Per penod Periods Total
Status: Billed
Requested 1 0 of 1 Visit counts remaining
0 Scheduled Currently on Workqueues =
1 Completed

MNone
Auto-calculated auths 1
Referral Information =
Authonzed override 1
Demographics #

Gancel Back Hext Accept | Referral Loop Status - Open




CTL - Closed

Chart Review @ X
n Encounters Labs Micro Pathology Imaging Procedures  Cardiology  Other Orders Meds Episodes | Letters | Notes Referrals Media MiscReports Surgeries LDAs  Consents Fe
M Preview « O Reftesh (931 AM) | [3) Review Selected | #2) Route Load F P Add to Bookmarks

Y Fiters [/ Default fter

E = .

e tvery *uvmnva’::m Teewer Tronr Author Specialty Reason Comments Status Enc Dat - P é B0&x
06/03/2019 Sent 060372
05/14/2019 Sent 0511472t R've rSId
05/14/2019 Sent 05114721 nlverS|t
s = = HEALTH SYSTEM
04/09/2019 Sent 0409721
RUH IM NEPHRO RENAL CLINIC

6 Months Ago xigml\c‘: o

12/1012018 Sent 172 gnagseimooo
ax: 951
1 Year Ago A 11,2019
11, 201

07/06/2018 Sent 0706721
07/02/2018 Sent 07/0272 Patent

MR Number
I Date of Birth
\ Date of Visit

Thank you for referrino D ‘o be evaluated at the
Neurosurgery clinic. Below is a copy of the clinic visit note including my
assessment and plan of care at the end

If you have any questions, please do not hesitate to call me
Sincerely,

Clinic Note:
Riverside University Health System: Nephrology Clinic
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Questions?

Troy Kaji, MD
Associate CMIO
Contra Costa Health Services

Troy.Kaji@cchealth.org

Vikram Kumar, MD
Chief Health Informatics Officer,
Riverside University Health System

v.kumar@ruhealth.org

27
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Peer Discussion



Key Discussion Questions

1.

What are your system’s key challenges in closing the referral
loop in Epic?

What have been your successes?

What questions do you have for your peers?

What advice do you have?

29



DY14 Mid-Year Performance (%)

1.3.1 Closing the referral loop: receipt 1.3.5 Request for Specialty Care
of specialist report Expertise Turnaround Time
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1.3.6 Specialty Care Touches: Specialty
Expertise Requests Managed Via Non-
Face to Face Specialty Encounters

-
W
g |
b2
' H

SMMC
UcsD I

Eﬂ] e i s e DY14MY data as of 7/22/19. Data not yet approved by DHCS.
€ SAFETY NET INSTITUTE Benchmarks shown are DY14 Benchmarks
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Useful Resources

e PRIME Member Data on SNI Link
e DY11-14 Quantitative
* Da4 Mid-Year Highlights

* SFHN's presentation on Closing the Loop: Coordinating Primary
and Specialty Care

* Slides 27-35; from October 24, 2018 WIT Meeting

e Other?

31


https://safetynetinstitute.org/member-portal/programs/prime/reporting/#reports
https://safetynetinstitute.org/wp-content/uploads/2019/05/PRIME-DY11-DY14MY-for-SNI-Link.xlsx
https://safetynetinstitute.org/wp-content/uploads/2019/05/prime-dy14-crosswalk_vf.pdf
https://safetynetinstitute.org/wp-content/uploads/2018/10/master-deck_wit-convening_vf.pdf

WRAP UP &::

PRODUCTION
DIRECTOR

DATE _ SCENE _ TAKE

CAMERA



Improving Patient Inreach &

Outreach workshop

Register here
* Thursday, August 15; Oakland, CA

* Share promising practices for increasing the
accuracy of patient data and optimizing
outreach for assigned-not-yet-seen patients

* Discuss and exchange successful inreach
ﬁrocesses including scheduling templates,
uddles and patient follow-up

* Implement tips and lessons learned on
operational practices including centralized
telephonic outreach and patient portals
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https://www.eventbrite.com/e/improving-patient-inreach-outreach-workshop-registration-63084898630

Quality Leaders Awards (QLAs)

AWARD ABOUT THE AWARDS
CATAG 0 RI E S : For more than 20 years, CAPH/SNI has delivered the
QLAs to recognize outstanding initiatives across

TOP HONOR California’s public health care systems. The awards
highlight forward-thinking and innovative approaches

AMBULATORY to improve care and advance population health.

CARE REDESIGN Awards are presented at the CAPH/SNI Annual Conference
on December 4-6 at the Paradise Point Resort in San Diego.

DATA-DRIVEN

ORGANIZATION APPLY NOWI

PERFORMANCE safetynetinstitute.org/qla

ENCE
G DEADLINE TO APPLY: AUGUST 30, 2019

http://safetynetinstitute.org/qla
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Save the Date
CAPH/SNI /M.uLCanerencg

® o @
[
®
® o
E .\ DESIGNING
i THE FUTURE °
EIIlN Annual conference 2019 ®
O
SAVE THE DATE! ®
December 4-6 | Paradise Point Resort, San Diego, California ¢
o © o ® 5
. a @

Registration to open in September!

https://caph.org/aboutcaph/annualconference/
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https://caph.org/aboutcaph/annualconference/

Upcoming Dates

Aug 7 (11-12): Camden Coalition Presents
the 7 Day Pledge [link]

—

Aug 15 (Oakland): Improving Patient

Inreach/Outreach Workshop [register]

.§ Aug 22(11-12): Epic Usergroup: Avoiding

in Epic [link]

Burnout and Addressing Provider Experience r

Sept 9 (12-1): Patient-Centered Care
Transitions Communication to Improve H-
CAHPS Scores with RUHS [link]

August
[\\\_
5 6 7 8 9
12 13 14 15 16
19 20 21 22 23
L/’if/ /2é/ 27 28 29
September
2 3 4 5 6
/ 9 10 11 12 13
14 15 16 17 18
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https://www.eventbrite.com/e/improving-patient-inreach-outreach-workshop-registration-63084898630
https://safetynetinstitute.webex.com/mw3300/mywebex/default.do?nomenu=true&siteurl=safetynetinstitute&service=6&rnd=0.1885033072459622&main_url=https://safetynetinstitute.webex.com/ec3300/eventcenter/event/eventAction.do?theAction%3Ddetail%26%26%26EMK%3D4832534b00000004aa223cf61960f84887a7b4d40972dea5b655734690e42cb917de62d25ceaf367%26siteurl%3Dsafetynetinstitute%26confViewID%3D129886471361428654%26encryptTicket%3DSDJTSwAAAAROABfN639D6Jnows4fB6D0in8D5J35XB2l8BK9y0_HmQ2%26
https://safetynetinstitute.webex.com/mw3300/mywebex/default.do?nomenu=true&siteurl=safetynetinstitute&service=6&rnd=0.6035872843059998&main_url=https://safetynetinstitute.webex.com/ec3300/eventcenter/event/eventAction.do?theAction%3Ddetail%26%26%26EMK%3D4832534b000000045f1339e80b4c629de3a85bcd045d80c27b5f56994ff97acfc1b51c9824589ad6%26siteurl%3Dsafetynetinstitute%26confViewID%3D131446249614245747%26encryptTicket%3DSDJTSwAAAAQGeyhvx4NLW4JiO5ZEvl9A1yLjpECqxF-z-vVoQF1mRQ2%26
https://safetynetinstitute.webex.com/mw3300/mywebex/default.do?nomenu=true&siteurl=safetynetinstitute&service=6&rnd=0.6778585939074816&main_url=https://safetynetinstitute.webex.com/ec3300/eventcenter/event/eventAction.do?theAction%3Ddetail%26%26%26EMK%3D4832534b00000004191140bc3c5e02c0ab88ba516f80e1829a45025c4691a2e21f6201ec36e8e765%26siteurl%3Dsafetynetinstitute%26confViewID%3D133082446234156859%26encryptTicket%3DSDJTSwAAAASmSpyCG9nL7VdGKXnL5ecfTt5D95J7igL6M1o4FhkKPg2%26

ShareYour Feedback

How did we do~?

What did you learn?

Do you have suggestions
for future topics or
content?

PLEASE COMPLETE OUR POP-UP SURVEY
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