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How do I document a telephone call?
When a patient calls for medical advice or to refill a prescription over 
the phone or received by fax from a pharmacy document the call in a 
telephone or refill encounter.

1 Click on the Tel Enc button on the main toolbar to create one1.  Click on the Tel Enc button on the main toolbar to create one.

1

Where do I record who is calling?
You can record who is making the call in the Contacts g
section of  the navigator 

2.  Click the Contacts section in the navigator. 2

The Contact Information window appears.



3. Enter relevant information, including the name of  the 
person calling and from what phone number. Click Accept.

IPR Contact Types:
Phone
Fax
Email
In-Person 
Other
In Epic use the fIn Epic use the 
Contact comments: 
field to indicate the 
Contact Type.

DON’T USE THIS – This is if  
a pharmacy is calling and does 
not have Iowa Pharmacies

You can record both incoming and outgoing calls in the Contacts 
i f h i Cli k I i O i if

3

section of  the navigator. Click Incoming or Outgoing to specify 
whether the call is incoming or outgoing.



Where do I record the reason for call?

If you are documenting a renewal encounter type ‘Med Ref ’ to bring inIf  you are documenting a renewal encounter, type Med Ref  to bring in 
Medication Refill as the reason for call.  The encounter changes to a Refill 
and it changes the routing to an Rx Request when routing to another staff  
member. 

Steps to enter a different reason:
• Click Reason for Call in the navigator table of  contents.
• Enter the first few letters of the reason for call that you want toEnter the first few letters of  the reason for call that you want to  

document. Your Preference List Matches window appears.
• Select the reason for call and click Accept Selection.
• The reasons for call are from database that HCIS manages 

i h i f h dwith input from the end users. 



How do I reorder a medication?
If  the patient (parent, guardian, pharmacy, etc.) is calling for a medication
refill go to the Orders navigator sectionrefill, go to the Orders navigator section.

To reorder a medication that has been documented for the patient before,
click the reorder button.  The order is automatically set to Pend if  you are 
not a LIP.  



If  these are patient-reported medications, Stop Signs will present. To 
resolve click the little box next to the ‘X’ to open the Order Composer.

!
The Approve and Refuse buttons are the LIPs use.

!

• Type in an end date (for example, m+6 for six months from now). 

• The dispense and refill information will appear unless it is a patient-reported medication.

• Complete the ‘Class’ field.  This tells Epic whether you’d like to E-prescribe the med to    
the pharmacy electronically, Phone In, or print the prescription.  

Controlled medications cannot be e-prescribed. The prescription for controlled 
medications will print and still requires the LIP to manually sign.



From the order composer, you can complete the order and add the 
indication for use.  If  unknown, leave it blank and the LIP will need to add.



How do I select a Pharmacy?

It is important to select a pharmacy if  one has not been identified for the 
i Cli k h h h li k Ph i h i i i ipatient. Click the pharmacy hyperlink. Pharmacies that are participating in e-

prescribing are identified under the E-Pharm column.



How do I route telephone call information?
Telephone and refill encounters can be routed to other staff  members
or groups using the Routing navigator sectionor groups using the Routing navigator section. 

For example, you might route a refill request to the patient’s PCP, who will
respond with an Rx Response In Basket message.  Their Rx Response
message will indicate whether the prescription was approved or refused, 
and if  a phone call to the pharmacy or notify the patient are needed.

Click Routing in the navigator table of contents.Click Routing in the navigator table of  contents.
Enter the names of  the recipients in the Recipient field or send to a group
of  staff  members (i.e. pool) by entering a ‘p’ followed by a space and the 
name of  the pool.  (i.e. p FCC) or select from your built list.



How does the LIP approve or refuse a refill request?
Once a nurse or clerk routes the telephone encounter request to the 
LIP the LIP will receive an Rx Request message in their In BasketLIP, the LIP will receive an Rx Request message in their In Basket. 

Rx Request

Why did I get it? A patient has requested a prescription refill.Why did I get it? A patient has requested a prescription refill.

What can I do with it? •View the encounter summary
•Open the associated encounter
•Approve or refuse the request by clicking Approve Rx or 
Refuse Rx
•You can edit the prescription order by choosing Selective•You can edit the prescription order by choosing Selective 
Approve
•Review the patient’s chart
•Add a quick note to the encounter

How do I remove it? Approve or refuse the request.

IF approved or refused without entering the encounter the 
message automatically route back to the sender.
IF the encounter is opened by the staff member must 
manually route the message back to the sender.



When do I close the encounter?

The practice should be to close the encounter once all the   
documentation is completed by all staff  members involved in the 
telephone encounter. 
Closing the encounter is the electronic equivalent of  signing the 
paper chart.paper chart. 

Example:
After the LIP approves or refuses the Rx Request the Nurse (sender) receives

R R i h i I B k Th N d ddi i lan Rx Response message in their InBasket. The Nurse can document additional
information i.e. informed the patient, local pharmacy notified.

The sender will have a My Open Encounters InBasket until the encounter is closed.y p

1. Select the Close Encounter section of  the navigator. 
2. If  the encounter is missing required or recommended information, the Close
E t ti it li ti th i f ti d t l tEncounter activity appears, listing the information you need to complete.
3. After all information is complete, click Close Encounter again. 

If  closed in error, you will need to create an addendum.  Note that the Close
Encounter tickler in the InBasket in no longer present.



How do I set-up ‘Build My Lists’?


