Exhibit 4A: Addressing difficult telephone calls or portal messages in the Ambulatory Care setting

Patient/or caller uses disruptive language during telephone conversation/or via patient portal messaging

Team members should be empowered to do their best to deescalate the situation/discussion
Offer the caller the contact number for Patient Relations & Clinical Risk (PRCR)

If caller continues to escalate, ask if they would like to speak with a local leader.

Caller agrees to

speak with leader

No

Yes » caller

Leader action:
. Attempt to set limits, de-escalate, and support

. Leader document events, communications and
outcomes in medical record (Exhibit 6)

I}

If the staff feels uncomfortable and the caller continues to be disruptive, staff should attempt to set limits and de-escalate the
situation. If unable to de-escalate, the staff should explain that the call will be ended and discussed at a later time.

End call if caller does not comply

If staff continues to feel uncomfortable or there was a need to end the call, notify local leadership

Is caller using
threat of lethal
language?*

medical record

agreement plan

. If caller continues to be disruptive, document behavior in
No—){ .  Consider a care conference or establishing a behavioral

. Consult with PRCR as needed

Yes

What language is

Self Harm

being used?

Harm to others

v

Harm to others and self

Use red call process

Notify local leader and contact DPSS

Self harm and harm to other — contact
DPSS
Contact # 763-1131 or 911

*statements of harming self, or
harming others




