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Who is Family Care Network (FCN)

• Physician owned company
• Located in northwest Washington in Whatcom and Skagit Counties
• Specialty: Family Practice (w/ OB care)

• 11 Family Practice Offices
• 1 Urgent Care/Testing Center
• Inpatient Hospital Services
• Care Management

• ~100 Providers (MDs, DOs, ARNPs, PACs)
• 110,000 patients
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Who Are We?

• Jim Hopper MD – Family Practice physician and Chief Medical 
Officer

• Heather Coe – EMR Manager (EMR Team)

• Derrick Bovenkamp – Senior Systems Administrator (IT Team)
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Overview - Onboarding

• 60+ hours devoted to each  new provider
• EMR
• IT
• Billing department
• Executive physicians

• Presentation will focus on EMR Onboarding
• Missing from presentation: Interface setup, eRx, lab ordering, etc.
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Onboarding Grid
Timeframe Process Step Participants Notes
Start Date
8 a.m. - ~4 
p.m.

New Hire Orientation 
(general)

New Physician and HR 
Generalist

Start date established following 
successful completion of 
credentialing

Location: Admin.
Benefits Review Benefits Specialist HR sends calendar invite

Patient Accounts Sr. Coding Specialist HR sends calendar invite

IT Support & Setup IT Department New computer setup, meet with 
IT staff, after hours policy, 
phone setup, home access

Location: Admin
Start Date or 
second day
~ 2 hours

EMR Overview for Physicians Executive Physicians Scheduled by HR

Location: Admin
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Onboarding Grid
Timeframe Process Step Participants Notes

5 Full days
(in clinic) 

EMR Shadowing/Training Physician and EMR 
specialist

This shadow support takes 
place at new physician’s desk. 
Scheduled by EMR Manager

Location: New Physician clinic

2-3 months 
following 
start date

Standards of Care 
Introduction
Three (3) sessions, 7-9 
a.m., the  third Wednesday 
of the month

Executive Physicians HR schedules the sessions and 
communicates with Drs. 
Safford and Hopper and 
Physician.

Location:  Admin
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IT Overview

• Meet IT Staff
• IT Support Policy
• Remote Access
• Setup on Desktop/Laptop
• Setup Exchange on Phone
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EMR Overview

• 2 hour overview provided by executive physician
• Not intended to get into the nuts and bolts
• Peer to peer opportunity – “this is how I make my day work…”
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EMR Overview

• Logging in
• Citrix Application and Content
• CPS Overview
• Practice a Little
• Review Advantages of EMR
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EMR Shadowing

• Software: Dameware
• EMR team sees the provider’s screen on their screen.
• EMR team member does not follow the provider into the room.
• Shadowing is done from provider’s desk.
• 1 Hour Appointments

• See patient
• Return to desk and finish documentation before seeing the next patient.
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EMR Shadowing Schedule

• 1 patient/hour for the first 6 days (8 patients total in a day). 

• A variety of appointments is best.  Avoid the first patient being a chronic illness 
follow-up (Diabetes, Hypertension).

• First day meet one hour prior to first patient to do a quick EMR review and review 
of schedule.

• EMR staff will shadow for a total of 5 days. The first 3-4 days will be consecutive 
shadowing, then one day alone and one day to finish the remainder of the 5 days.
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EMR Shadowing -- Curriculum

• EMR Overview
• Desktop Module
• Chart Module
• Office Visits

• Acute problem
• Chronic disease
• Well Visits

• Processing Phone Notes
• Appends, Labs, Imaging, Flags, Quick Text
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EMR Shadowing – Each Appointment

• Review intake by clinical assistant

• Review any additional forms and prior clinical information 
that might be pertinent to the visit 

• Ex: labs, imaging, consults

• Go into exam room
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EMR Shadowing – Each Appointment

• Shadow (Watch) documentation as it is done in the exam and provide 
navigation assistance.

• Ex: order labs, add a medication, send a prescription, stop a click

• Watch for questions typed from provider
• Ex: new med?
• Ex: last mammo?

• Keep track of quick text ideas: typos, abbreviations, common phrases
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EMR Shadowing – Each Appointment

• After each appointment finish documentation so that new EMR skills 
can be applied to the next patient.

• Manage desktop items as they arrive:
• Phone notes
• Lab reports
• Imaging reports
• Consult notes
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Billing Audit

• Billing grids and information reviewed prior to first day in the clinic.
• 10 charts reviewed from first few days.
• Feedback to the EMR trainer.
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Billing Feedback Example 1

• Patient came to the UCC for a fever and the visit was coded a 
99214. There is an expanded problem focused history, an expanded 
problem focused exam and low medical decision making, from a 
coding perspective this documentation supports a level 99213. Ok to 
move to a 99213
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Billing Feedback Example 2

• Patient came to the UCC for neck pain from head injury and the visit 
was coded 99213. There is an expanded problem focused history, a 
detailed exam and moderate medical decision making. From a coding 
perspective this documentation supports a level 99214. I will defer to 
your clinical judgement, would you like to leave this as a 99213 or bill 
it as a 99214? Leave as a 99213.
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Billing Feedback Example 3

• I agree with your coding on this visit I just wanted to mention 
consistency of documentation. This patient came in for swelling 
around the eye and in the HPI under Acute Visit History it states “The 
abdominal pain began less than 4 hours ago”. There was no other 
mention of anything abdominal in the note. Thanks
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EMR Standards of Care Learning Sessions

• Facilitator: Executive Physician
• First session is 2-3 months following start date
• 1 session a month for three months.
• 2 hours each: 7-9am
• Includes provider and clinical assistant
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EMR Standards of Care: Session 1

• Medical Home philosophy
• Patient feels known by health care team
• Assessment of needs at every visit

• Patient Communication
• Phone Protocols
• Cost-effectiveness
• General Chart Standards (med list, problem list, HPI, PMH, PSH)
• Prevention (every visit)
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EMR Standards of Care: Session 2

• Medical home philosophy
• Hypertension
• Diabetes
• Asthma
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EMR Standards of Care: Session 3

• Medical Home philosophy
• Depression
• Chronic Pain on Chronic Narcotic medication
• Care Management Programs
• Anticoagulation/Coumadin clinic
• Follow-up on Hospitalizations
• Pre-op Assessment
• Service Agreements
• Hierarchical Condition Categories coding (HCC coding,  Blackbird)
• Risk Management
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Looking Forward – Areas to Improve

• IT Training & Computer Setup
• Logging in from home

• Full or half day devoted to EMR & IT training prior to working in the 
clinic

• Review process
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Questions???
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