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PURPOSE

1. To outline how ORCHID Message Center should be utilized by all ORCHID users with access to the Message
Center.
2. To set expectations on response time.

DEFINITIONS

Message Center: The repository for patient-related communication, medical refill requests, and laboratory and radiology
results

POLICY

In order to ensure responsiveness to patient care needs, the Message Center must be used in a standardized way by all
staff.

Message Center is part of the patient’s electronic medical record. Messages drafted should thus be professional,
appropriate, and be related to the care of the patient.

Message Center should be checked at least twice daily and messages received should be responded to within 2 business
days.

Any order placed by a provider, or on behalf of a provider by nursing staff, must be followed up by that ordering provider.
Abnormal results require that the ordering provider formulates a management plan, communicates the result and action
plan to the patient, and documents in ORCHID. A simple message without documented plan of action does not
sufficiently fulfil the requirement to follow up abnormal results.

Another staff member must be set as a proxy when there is planned vacation or time away from clinic and the expectation
is that the proxy will check and manage those messages by the same standards. If unplanned time off exceeds two
business days, the supervisor must be notified and serve as or designate a proxy.
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