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Dr. Clive Fields, Chief Medical Officer

EXPANDING CLINICAL OPERATIONS IN THE COVID-19 ERA
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Agenda Impact of COVID-19

Website & Contact Center

Physical Plant

Education & Communication

Patient Safety

Acute Illness Protocol

Staff Safety

Clinic Services
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Excellent clinical 
care

Patient, employee, 
provider safety

Our healthcare 
facilities are “safe”

Goals
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Impact of COVID-19
Hospital Utilization

Metric Compared with January

Inpatient admissions -30%

Emergency room visits -40%

Observation services -47%

Outpatient services -62%

Outpatient surgery volume -71%

SOURCE: Crowe RCA Benchmarking Analysis, May 2020
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Impact of COVID-19
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Impact of COVID-19

39%

32%

15%

N ON -ESSEN TI AL  CARE 
THEY W A N TED TO HA V E

PREV EN TI V E  OR 
PRI M A RY CA RE

ESSEN TI AL  CARE THEY 
N EEDED TO HAV E

IN A SURVEY OF OVER 1,000 ADULTS 
AGE 70+, THE SHARE THAT DELAYED 

OR CANCELED THESE TYPES OF 
TREATMENT:

Source: NORC at University of Chicago survey – April 10-15, 2020 
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Impact of COVID-19
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Impact of COVID-19
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Be prepared for what you don’t know!

▪ Clear decision making

▪ Communication of updated 

guidelines/recommendations

▪ Employee wellness/staffing

▪ Physical plant

▪ Supplies

Decision Control
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Village Medical President Village Medical

Operations

Nursing

Material 
management/Inventories

Web content/Contact 
center

Finance

Revenue cycle

Insurance 
coverage/Billing 

guidelines

Human resources

Recognition and 
retention

Employee wellbeing

Roles and 
responsibilities/training
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Focus on patient safety at every touchpoint

Website and 
contact center

Building entry

Waiting areas Clinical space
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▪ Current information 

▪ Available services

▪ FAQs on COVID-19

▪ Signs and symptoms

▪ Testing availability

▪ PCR and antibodies

▪ What to expect

▪ Masks

▪ Companion/caregiver 
restrictions

Website
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▪ Initial message—reinforce web content

▪ Hold message—reinforce safety

▪ Reason for visit

▪ Dedicated clinical hours

▪ Preventative visit

▪ Chronic disease

▪ Acute illness (telehealth offered)

▪ Template updates

▪ In person/telehealth

▪ Match scheduling density to reduced seating

Contact Center
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▪ Entry signage 

▪ Welcome station

✓ Temperature screening

✓ Symptom screening

✓ Masks

✓ Companion/caregiver limitations

▪ Waiting area

✓ Social distance seating

✓ Removal of all common objects

o Reading materials, toys

✓ Sanitation process for “check in” equipment

▪ Hand sanitizer

✓ Liberally spaced throughout

Physical Plant
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▪ Exam rooms

✓ Designated rooms for evaluation of COVID suspects

✓ Designated clinical team

✓ PPE stored outside the exam rooms

✓ Soap and tissue

✓ No touch trash bins

▪ General cleaning and infection control

✓ Concurrent: wipe all surfaces, handles, and 
equipment after each patient 

✓ Terminal: enhanced protocol after COVID suspect 
patient

✓ Common areas: wipe down all surfaces & supplies at 
regular intervals – maintain a cleaning log

Physical Plant (continued)
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In Clinic COVID-Related Emergencies

Transportation 
by private car 

with previously 
exposed family 

member 

Ambulance
Do not use 

public 
transportation!

Notify receiving facility
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▪ Patient flow

✓ Limit and monitor points of entry

✓ Screen for fever and COVID suspects

✓ All patients and family members will wear masks

✓ “Wait in car” option

✓ Restricted companions/caregivers

Patient Safety
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Patient Safety

▪ Scheduling

➢ Dedicated wellness hours

➢ Senior hours

➢ Stagger provider hours

o In person vs. telehealth
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▪ Non-clinical

✓ Surgical masks always

✓ Staggered lunch hours to 

promote social distancing

✓ Hand sanitizer at all work-

stations

Staff Safety

▪ Clinical staff

✓ N95 for all staff with “close and 

prolonged” patient contact

✓ Mask use until dirty or soiled

✓ Single-use gloves

✓ Clinical space for clinical care

Guard against complacency!
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▪ Attendance

▪ Daily temperature checks

▪ Not able to work with 
symptoms or fever

▪ Home with same day 
physician visit

▪ Cross training of employees

▪ Teams to decrease cross-
contamination

▪ PPE

▪ Goal:  30-day supply

Staff Safety (continued)
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▪ Telehealth

➢ Acute

➢ Chronic

➢ AWV/VBAs

➢ TCM

▪ Define protocols for supportive 
diagnostics 

➢ Phlebotomy

➢ X-ray

➢ Diagnostics 

➢ Immunizations

Clinic Services
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Clinic Services—Future State

▪ Drive-through services

➢ Designated area

➢ Training and PPE

o Phlebotomy

o Blood pressure

o Immunizations

o COVID-19 testing
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“To each in their lifetime 
comes a special moment 
when you are offered a 
chance to do something 
unique to you and your 
talents. What a tragedy if 
that moment finds you 
unprepared for what could 
be your finest hour.”

-Winston Churchill


