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COVID-19 and ER Utilization
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https://www.cdc.gov/nchs/data/nhamcs/web_tables/2016_ed_web_tables.pdf

Total exceeds “All visits” and percentage exceeds 100% because more than one source of payment may be reported per visit.

Medicare 
ACO Patients 
account for 
over 18% of 
ER Visits

https://www.cdc.gov/nchs/data/nhamcs/web_tables/2016_ed_web_tables.pdf


Numbers to Consider
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“Because the doctor’s office wasn’t open”

“They didn’t have another place to go”

“The ER was the closest provider”

“The ER is their usual place of care”

The Four Most Common Excuses



• Keep patients out of the hospital
• Enhance provider/patient relationship
• Increasing office access i.e. Telehealth

Patients
• Strengthen the provider/patient partnership
• Increase in E/M billing
• Telehealth

Practice
• Reduces costly emergency room visits
• Prevents hospital admissions
• Increase shared savings

ACO

Benefits of Reducing ER Utilization 

Good 
for 

Practice

Good for 
Patients

Good 
for the 
ACO



Benefits of Reducing ER Utilization 

$580 - $162 = $418 

10% of 3624 = 362 visits

$418 * 362 = $151,483 savings  



Identify the Problem

Do you have a high ER visit rate?

Do your patients visit the ER when 
the office is open?

Do your patients visit the ER when 
the office is closed?

YesYes

Implement an initiative to increase 
access to care during office hours 

and educate patients on 
ER utilization appropriateness and 

re-enforce PCP availability.

Implement an initiative to increase 
access to care after hours. 

Consider expanding office hours, 
telephonic support, or strategic 

partnerships.

Yes Yes



Does Your Organization Have High ER Use?



ER Analysis at the TIN Level

TINs Identified 
as Needing 
ER Initiative



Identify When the Problem Occurs

Do you have a high ER visit rate?

Do your patients visit the ER when 
the office is open?

Do your patients visit the ER when 
the office is closed?

YesYes

Implement an initiative to increase 
access to care during office hours 

and educate patients on ER 
utilization appropriateness and re-

enforce PCP availability.

Implement an initiative to increase 
access to care after hours. 

Consider expanding office hours, 
telephonic support, or strategic 

partnerships.

Yes Yes



Do Your Patients Visit the ER When Their PCP's 
Office is Open?



Do Your Patients Visit the ER When Their 
PCP's Office is Closed?



Successfully Address the Problem

Do you have a high ER visit rate?

Do your patients visit the ER when 
the office is open?

Do your patients visit the ER when 
the office is closed?

YesYes

Implement an initiative to increase 
access to care during office hours 

and educate patients on ER 
utilization appropriateness and re-

enforce PCP availability.

Implement an initiative to increase 
access to care after-hours. 

Consider expanding office hours, 
telephonic support, or strategic 

partnerships.

Yes Yes



Increasing Access to Care: During Office Hours

Obtain provider buy-in for 
increasing access to care 
during office hours

Implement an office
policy around scheduling 
same-day or next-day 
appointments

Build in open appointment slots 
in the scheduling system

Educate staff about the 
importance of increasing 
access during office hours; 
ensure they understand the 
workflows and processes

Hire NPs & PAs (depending on 
state laws) so that if a 
physician is unavailable, 
another provider can treat 
patients

Extend office hours during the 
week and increase number of 
days open.

Provide patients with a direct 
phone line to providers



Increasing Access to Care: After Hours

Obtain

Obtain provider buy-
in for increasing 
access to care after-
hours

Identify

Identify solution for 
after-hours access
• Give patients the 

provider’s cell phone 
number

• Rotating call schedule 
within practice

• Outsourcing to a hotline 
or hiring on-call provider

• Urgent Care partnership 
(see advanced option)

Implement

Implement an office 
policy around 
scheduling same-
day or next-day 
appointments

Educate

Educate staff about 
the importance of 
increasing access 
during office hours; 
ensure they 
understand the 
workflows and 
processes



Provide Patient Education

Update your practice voicemail 
to ensure it reflects the practice
same-day access and after-
hours access policies

Provide new patients office
hours and after-
hours instructions in the 
welcome packet

Provide existing patients “call 
me” cards

Hang office posters outlining 
same-day access and after-
hours access policies

Ensure staff provide verbal 
patient education about same-
day access and after-hours 
access (per policies)

Tell patients that it is ok to call 
the office, it is not a bother, that 
you are there to help them



Identify urgent care center(s) that 
provide high quality care and have 
extended hours/after-hours care

Create expectations between 
provider and urgent care centers 
(UCC)

Update materials that provide UCC 
location, hours, phone number

Advanced Concepts: Urgent Care Partnerships 



Advanced Concepts: Identifying and Working with 
Frequent Flyers 

Identify patients with ER 4+ visits in the last 12 months 

Complete patient outreach to schedule a visit with the provider 



Advanced Concepts: Identifying and Working with 
Frequent Flyers 



Set up an ADT Feed to identify patients that have 
visited the ER recently 

Complete patient outreach to these patients to:

• Ensure their issues have been resolved to avoid additional ER visits 
• Schedule patient visit with the practice to coordinate care 
• Provide patient education around same-day access and after-hours 

access 

Advanced Concepts: Obtain ADT Data to Reach out 
to Patients After ER Visits 



Using Data to Assess the Impact of Your Initiative



Salient Resource Library
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