
Appendix 5: Remote Patient Monitoring Patient Admission and Patient Unengaged Processes
	Remote Patient Monitoring Patient Admission Process

	Attempt
	Which Numbers
	Team Communication
	Patient Communication

	Attempt 1
	Primary + Secondary
	Open phone call. Within Complete Phone Call, document in “detail reason” box the reason why call was missed (Will show on patient’s schedule)
	VM: “Hello, this is (name). I’m a nurse from Avera Care Transitions reaching out to ensure you have everything you need to manage your health. Our CT hours are 7am-5pm (8-3 on weekend) however for urgent needs there is someone available at all times. Please call us back before 4:30pm at 605-322-8990.”
Be sure to include CT 24/7 number, POC and CT hours.

	Attempt 2
	Primary + Secondary and/or spouse
	Open phone call. Within Complete Phone Call, document in “detail reason” box the reason why call was missed (Will show on patient’s schedule)

Add non visit documentation (which number(s) attempted, VM left)
	VM if same day as 1st attempt: “Hello. This is (name) from Avera Care Transitions. Sorry we were unable to connect today. As a reminder if there are any urgent needs please reach out at any time. Otherwise I will call you back tomorrow. Our phone number is 605-322-8990.


If attempt is on day 2:
VM: “Hello, this is (name). I’m a nurse from Avera Care Transitions reaching out to ensure you have everything you need to manage your health. Our CT hours are 7am-5pm (8-3 on weekend) however for urgent needs there is someone available at all times. Please call us back before 4:30pm at 605-322-8990.”


	Attempt 3





Attempt 3 (continued)
	Primary + emergency contact
	Open phone call. Within Complete Phone Call, document in “detail reason” box the reason why call was missed (Will show on patient’s schedule)
Add non visit documentation (which number(s) attempted, VM left)

	If Leave VM “Hello, this is (name). I’m a nurse from Avera Care Transitions reaching out to ensure you have everything you need to manage your health. Our CT hours are 7am-5pm (8-3 on weekend) however for urgent needs there is someone available at all times. Please call us back before 4:30pm at 605-322-8990.”

If RPM: VM: “Hello. This is (name). I’m an RN with Avera Care Transitions. We’ve tried to reach you a couple of times to orient you to our equipment and gather the information for admission. Please call us back  by next business day before 2 p.m. to start services. If you’ve changed your mind and do not wish to participate, please let us know. Our phone number is 605-322-8990.”
If VM for emergency contact: “Hello this is (name) nurse with Avera Care Transitions. I am trying to reach (patient’s name). If you could have (patient’s name) please call us back before 4:30pm today I would greatly appreciate it. Our phone number is 605-322-8990.”

	Attempt 4: 













Attempt 4 (continued)
	Primary 
	If regular CT admission:
Okay to admit per protocol. 
If patient has RPM, set up is completed and vitals are transmitting via Bluetooth, okay to admit per protocol.
If patient has RPM and set up is not completed, notify provider and ask patient to return RPM equipment.
Please be sure to document in detail numbers called, VM details left and POC.





If clinic referral:
Notify provider unable to reach patient and cancelling referral. Cancel referral.
Please be sure to document in detail numbers called, VM details left and POC.
	VM for regular CT: “Hello. This is (name) nurse with Avera Care Transitions. This is my last attempt to reach you. I plan to open your chart and it will remain open for 30 days to allow you to call with any questions or concerns. Please call during business hours at 605-322-8990.”

If RPM: VM: “Hello. This is (name). I’m an RN with Avera Care Transitions Remote Patient Monitoring Program. We’ve tried to reach you a couple of times to orient you to our equipment and gather the information for admission. I plan to open your chart and it will remain open for 30 days to allow you to call with any questions or concerns. Your equipment (unless OB BP monitor) should be returned to the nearest Avera Medical Equipment store. Locations, phone numbers and hours are listed in the paperwork included with your device. Our phone number is 605-322-8990.”

If RPM: VM: “Hello. This is (name). I’m an RN with Avera Care Transitions Remote Patient Monitoring Program. We’ve tried to reach you a couple of times to orient you to our equipment and gather the information for admission. We will cancel your referral and notify your provider. Your device (unless OB BP monitor) should be returned to the nearest Avera Medical Equipment store. Locations, phone numbers and hours are listed in the paperwork included with your device. Our phone number is 605-322-8990.”



                 Equipment Set Up Process
	Attempt
	Which Numbers
	Team Communication
	Patient Communication

	
	
	
	

	Day 1: Phone Call #1
	Primary
	Open phone call. Within Complete Phone Call, document in “detail reason” box the reason why call was missed (Will show on patient’s schedule)

	VM: “Hello, this is (name) from Avera Care Transitions. I am the Equipment Coordinator attempting to set up your new device and answer any questions. Please call back before 4pm if able. I will try again tomorrow. Our phone number is 605-322-8990.” 

	Day 2: Phone Call #2
	Primary + Secondary 
	Open phone call. Within Complete Phone Call, document in “detail reason” box the reason why call was missed (Will show on patient’s schedule)
Add non visit documentation (who attempts, VM left)
	VM: “Hello, this is (name) from Avera Care Transitions. I am the Equipment Coordinator attempting to set up your new device and answer any questions. Please call back before 4pm if able. Our phone number is 605-322-8990.”

	Day 3: No phone call
	N/A
	If no call by 3pm on day 3, send notice to RN indicating attempts, VM, and whether or not they are submitting vitals.
	






	Remote Patient Monitoring Patient Unengaged Process

	Attempt
	Which Numbers
	Team Communication
	Patient Communication

	Day 1:  LPN send HRS text
(24 hours of no vitals)
	HRS
	Add communication note in non-visit documentation of action take via HRS text
	Text Message “Hello, reminder to check your vitals today. Please call us at 605-322-8990 if any questions or concerns. Thank you.”

	Day 2: LPN send text via Doximity
(48 hours of no vitals)
	Mobile number
	Add communication note in non-visit documentation of action taken with the use of Doximity
	Text Message “Hello, reminder to check your vitals today. Please call us at 605-322-8990 if any questions or concerns. Thank you.”

	Day 3: Do nothing, monitor if vitals entered
	
	
	

	Day 4: LPN make phone call
	Primary + 1 additional number
	Add communication note in non-visit documentation (which number(s) attempted, VM left)
Send Workload to physician informing of unengagement and attempts to contact
	VM: “Hello. This is (name). I’m a nurse with Avera Care Transitions. We’ve tried to reach you by text to encourage you to complete your vitals. If you’ve changed your mind and do not wish to participate, or are completing your vitals but getting this message, please let us know. Please call us back at 605-322-8990 if you have questions or concerns.”

Workload:
Your patient is enrolled in the Care Transition’s (Cardiac, OB, COPD, HTN) Remote Patient Monitoring program but has not been actively participating. We have   been unable to reach the patient. We plan to discharge patient if no contact or input of vitals within 2 days.

Thank you,
Care Transitions
605-322-8990


	Day 5: Do nothing, monitor for vitals or response
	
	
	

	Day 6: LPN notify provider via workload or phone call if non-Avera provider
	Primary
	Add communication note in non-visit documentation (which number(s) attempted, VM left)
Send Workload to physician informing of unengagement and attempts to contact
	VM: “Hello, this is (name). I am a nurse with Avera Care Transitions. We have been unable to reach for the past week. We have notified your provider and plan to discharge your chart. Your device (unless OB BP monitor) can be returned to any Avera Medical Equipment store. Locations are listed in the paperwork included in with your device. Our phone number is 605-322-8990.”


Workload message:
If hospital referral: Your patient is enrolled in the Care Transition’s (Cardiac, OB, COPD, HTN) Remote Patient Monitoring program but has not been actively participating. We will continue the regular Care Transitions program for 30 days and then discharge
You may send a new referral for the __________RPM program in the future if you feel patient would benefit. 
Thank you.
Care Transitions
605-322-8990

If clinic referral:  Your patient is enrolled in the Care Transition’s (Cardiac, OB, COPD, HTN) Remote Patient Monitoring program but has not been actively participating.
We will be discharging from the program. You can send a new order for the _____RPM program in the future if you feel patient would benefit. 
Thank you.
Care Transitions
605-322-8990
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