(OFFICE NAME)
POLICY/GUIDELINES FOR EXTENDED ACCESS 
Domain 5.0
Subject: Extended Access 
Statement of Purpose:  To ensure that all patients have timely access to health services that are patient-centered, culturally sensitive and delivered in the most appropriate and least intensive setting based on the patients’ needs.  Patients who are non-emergent are routinely referred to after-hours care, whether located at the practice site or another Urgent Care Center.

Policy Guidelines and Procedures:
*This portion is for informational purposes only.  Below is not to be part of the Policy:

5.0 Extended Access
Include Step by step process (see below) in this section with timeframes:

· (5.1)Patients have 24-hour access to a clinical decision maker by telephone and the clinical decision maker updates the PCMH and the patient’s chart within 24 hours or the next business day. The clinical decision maker’s response time to the patient’s phone call is 15 minutes or less. (PCP Required)
· (5.2)Clinical decision maker has access to and updates the patient’s EHR or registry information during the phone call. 
· (5.3, 5.5)Patients have access to non-emergency room after hour’s providers for urgent needs during at least 8 or 12 hours per week in a different location from the PCMH office, the after-hours providers have a feedback loop (within 24 hours or next business day) to the patient’s PCMH. 
· (5.4)A systematic approach is in place to ensure that all patients are fully informed about after-hours urgent care availability and location. 
· (5.6)Non-ED after-hours providers have access to and can update the patient’s EHR or                   Registry during the visit. 
· (5.7, 5.8) Advanced access scheduling is in place (30% or 50%) to permit same day appointments for routine and urgent care needs. Tiered access is in place for Specialists.
· (5.9) Access to interpreters is available for languages common to the practice.
· (5.10)Patient education materials and forms are available in languages common to the practice.
· (5.11, 5.12)  Provider has made arrangements for patients to have access to non-ED after-hours provider for Urgent Care needs during at least 8-12 after-hours per week, located in the providers Office
· (5.13)  Clinical staff has been trained on “Unconscious Bias” including new hires. 
· (5.14) Non-Clinical Staff has been trained on “Unconscious Bias” including new hires. 
· (5.15) Practice unit has a written Disaster Preparedness Plan and a Disaster Response Team.  Staff is trained and a competence assessment is completed and tracked.  Written operations for conducting business remotely.
· (5.16)   All Practice Unit Staff is inclusive and trained on Specific needs of the LGBTQ+ patients every 2 years.
· New (5.17) Office has Process and procedures for the LGBTQ+ patients.
· New (5.18) Office has forms with inclusive language for the LBGTQ+ patients.
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