Taking Answering Service Calls

This section provides step-by-step instructions for using Message Pro 3000 software to
handle answering service calls.

Answering service calls are incoming calls routed to a hospital call center from a variety of

sources. The people being called may be located in any number of departments, practices, or
hospitals. Message Pro 3000 software automatically determines for whom a call is intended,

and provides the information you need to handle the call effectively and quickly.

Answering Service Call Synopsis

1 | Anincoming call comes into the call center, and a window opens automatically
with information about the department or practice being called.

Greet the caller and provide information as needed.

Transfer the call, take a message, and/or send a page.

v" All the information you need to handle an answering service call is
automatically displayed in the first window you see.
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Taking Answering Service Calls
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Taking Answering Service Calls

To take an answering service call

1. A call comes into the call center, and the Answering Service Call window opens
automatically with information about that department or practice being called.

2. Use the greeting in the top left of the window to answer the call, then scan the rest of the
window for any other information you may need.

This window is organized to display the most frequently repeated information for the
department or practice at the top. To see the details in the More Info list, click the black
triangle, and then select the item for which you want more information.

Mare info:

3. Aduvise the caller as needed with the displayed information.

4. If you have provided the caller with the all the information needed at this time, click
OK to hang up the call.

There are two areas in the window for taking notes about the call, if necessary. If not, just
click OK. You are ready for another incoming call.

voIf you hang up the phone here, you can skip the remainder of this
procedure! Otherwise, continue with the steps below.

5. If the caller requires further information about a department member:

a. Type the first few characters of that member’s last name.

An alphabetized list of the members of the department with last names beginning with the
characters you type is displayed. The first person in that list is highlighted, and the details
about their availability and schedule are shown at the bottom of the window.

b. Click on the name of the person for whom you want to display information, and
advise the caller as needed.

If further details are needed, click More Details.

c. If the caller wants to speak with that member of the department or practice, select
that person’s name and press Enter.

The Call Transfer window displays the numbers at which the person can be reached, and
a box where another number can be entered.

d. Click Live Transfer or Regular Transfer to transfer the call.

e. If the caller wants to leave a message or have that member of the department paged,
click the Message button near the right side of the window.

f. Enter the caller’s name, callback number and, if the pager is alphanumeric, a text
message.

The Incoming Call window closes and you are ready for the next call.
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Taking Patient Calls

This section provides step-by-step instructions for using Message Pro 3000 software to take
patient calls.

Patient calls are incoming calls for a patient in the hospital. In some cases, the patient may

not be receiving calls during certain hours, or may be registered under a name other than their
own.

Patient Call Synopsis

1 | Anincoming call comes into the call center, and a window opens automatically,
from which you can display patient information.

Find the patient’s information and determine whether the patient is accepting calls.

Transfer the call or take a message.

v All the information you need to handle patient call is displayed in the first
window you see.
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Taking Patient Calls
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Taking Patient Calls

To take a patient call

1. The call comes into the call center and the Patient Call window is displayed
automatically.

The Patient box is checked in the upper right corner of the window.
2. The caller requests the patient’s room number or extension.

3. Type the first few characters of the name of the patient.

The directory list automatically jumps to the names that match the letters you type. Keep
typing until the name you want is selected. The patient’s name is displayed along with their
Pager 1D, Title, Extension, Phone and Department.

4. Verify that the patient is available to be called.

Look in the Notes area in the bottom of the Patient Call window for any special requirements
or restrictions on calls for this patient.

a. If the patient is available, select their name and click Transfer (F9).

The call is transferred to the patient’s extension and the Patient Call window closes. You
are ready for your next call.

b. If the patient is not available or requires other actions, follow the instructions in the
Notes field.

+ If the patient is not receiving calls, advise the caller and click Release (F12). You are
ready for your next call.

+ |f the patient is receiving calls with restrictions, advise the caller and follow the
instructions in the Notes area.

¢ If the patient is receiving calls, but with a live transfer only, click Custom xfer (F10).
The call is connected to the patient’s room with the caller on hold. Identify the caller
to the patient and ask if the call can be transferred.
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Taking Emergency Calls

This section provides step-by-step instructions for using Message Pro 3000 software to take
emergency calls.

v An emergency call usually comes from within the hospital, and is often
termed a Code Blue Call or a Code Blue Emergency.

Taking an emergency call involves answering a call that has been automatically identified
with a red bordered window on your Message Pro 3000 screen. Your job is to note the
location of the emergency and follow the appropriate hospital procedure, which usually
includes a group page to the Code Blue team.

Occasionally, an emergency call may also come into the hospital switchboard from outside.
Taking this type of emergency call involves answering the call, which is not automatically

identified with a special Message Pro 3000 window. In that case, follow the instructions in

your Message Pro 3000 Procedures section.

Emergency Call Synopsis

CALLS FROM INSIDE THE HOSPITAL

1 | Anemergency call from a room or department inside the hospital, and a special,
red-bordered window opens automatically.

2 | Note the emergency and follow the specified hospital procedure; usually a group
page to the Code Blue team.

CALLS FROM OUTSIDE THE HOSPITAL

1 | Anemergency call comes into the call center from somewhere outside the hospital,
and a standard call answering window opens automatically.

2 | Follow instructions in the Message Pro 3000 Procedures section for your hospital.

v All the information you need to handle an emergency call is displayed in
the first window you see.
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Taking Emergency Calls

1 The Code Blue emergency
call comes in, and the
Emergency call window
opens automatically...

2 Get information about the
emergency from the caller...

3 Check your hospital procedures
for people to contact about the

emergency...

4 Click Custom Xfer to transfer the
call!
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Taking Emergency Calls

Code Blue Emergency Calls

To take a Code Blue emergency call

1.

The call comes into the call center and the Emergency Call window opens automatically.

The caller states that it is a Code Blue emergency. The Emergency Call window displays a
short list of group members to be paged, and Code Blue is highlighted.

If this is a Code Blue emergency, click Code Blue or press the ***umpty key.

The Emergency Call window redisplays with Code Blue information in it.

Ask the caller where the emergency is, enter the location of the emergency in the Text
box, and then click OK.

The page is sent to all members of the Code Blue Team. The Incoming Call window opens
automatically.

Enter the details of the emergency in the Incoming Call window and click Save Notes.

A copy of this message is sent to all members of the Code Blue team.

Check your hospital procedures for any additional people to contact about this
emergency.

Click OK when you are finished.

You are ready for the next call.

v See the next page for instructions on taking non-Code Blue emergency
calls.
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Taking Emergency Calls

Non-Code Blue Emergency Calls
To take a non-Code Blue emergency call

1. If thisis not a Code Blue emergency, but a call to <the Emergency Room or the Poison
Control line or the Suicide Prevention line>, the Incoming Call window opens
automatically.

The caller states that it is an emergency and that a specific person or group must be contacted
immediately.

2. If this person or group has a Quick Call number, click Quick Call or press the / key.

The Quick Call buttons are displayed.

3. Click the appropriate button and the call is transferred immediately.

The caller remains on the line.

4. Confirm that the call is connected and then, click OK. The call is released and you are
ready for the next incoming call.

<Can we go back and enter notes at this point, too? If so, insert this text. Enter the details of
the emergency in the umpty whatever window and press Save Notes button. Click OK. You
are ready for the next call.>

5. If this person or group does not have a Quick Call number, type the first few characters
of the name of th eperson or group to be paged.

The directory list automatically jumps to the names that match the letters you type. Keep
typing until the name you want is selected.

6. Verify that the person to be contacted is available.

Check the Exceptions, Status, and Delivery areas at the bottom of the window for any special
information about the person. Click Detail view button to display more information, if
needed.

7. Click Custom Xfer to transfer the call.

The Custom Xfer window displays the available numbers and a box to enter an additional
number. Enter the number, if needed

8. Click OK to transfer the call.

The window closes and you are returned to the Incoming Call window.

9. Enter a note about the call in the Notes field, if desired, and then click Save notes.

Notes can be useful for your records. For example, if other persons or groups need to be
notified about this emergency, these notes can be forwarded to them.

10. Click Release (F12) to complete the call.

You are ready for the next call.
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