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& I LETTER FROM THE EDITOR-IN-CHIEF

A Field Guide to Evaluating
Medical Literature

rgent care medicine is a rapidly evolving

discipline. Out of this evolutionary process,

scientific skepticism is naturally born. It is
the checks and balances of medicine, ensur-
ing that what is purported to be true, is in fact
based on evidence, not speculation.

We welcome this inquiry and support the process necessary
to lend legitimacy to what has been mere estimation and spec-
ulation, thus far, in the development of our discipline.

This is why UCAOA has committed the time and money to
support such groundbreaking efforts as the recently announced
sampling frame results, and the upcoming benchmarking study.
For the first time in the history of urgent care medicine, we will
have scientifically validated data to support the contributions of
the urgent care industry to the healthcare delivery system. These
data will provide the backbone for future study, both clinical and
healthcare services research.

But our work is not done. Each of you, as individual practi-
tioners of urgent care medicine, has the same mandate for
scientific inquiry.

There are a few basic principles for evaluating clinical studies
that may be useful as you evaluate the literature for potential rel-
evance to urgent care. | would like to review those principles here:

= What question is the study trying to answer?

= What is the quality of the evidence?

= How valid are the results?

= What is the relevancy to your practice?

There are several tools available to assist you in evaluation of
clinical results. My favorite is the “PP-ICONS”" approach devel-
oped by Robert Flaherty, MD.

The approach is summarized below:

= Problem: What is the clinical condition being studied? This

can easily be answered simply by reading the abstract.

= Patient or population: Is the group being studied similar

to your patient population? This is critically important to the
applicability of the results to your practice. Data collected
from emergency department patients may not be wholly ap-
plicable to urgent care practice.

The same can be said of primary care data. This does not
mean there will be no relevancy, but the reader must in-

terpret the data with these population differences in mind.

= Intervention: What is the test or treatment being studied?
For example: abdominal U/S for evaluation of appendici-
tis; or antivirals for Bell’s palsy.

= Comparison: What is the intervention being tested against?

In the above examples, this could be abdominal CT, or pred-
nisone alone.

= Outcome: We are particularly interested in clinically rele-

vant outcomes. This will limit the relevancy of many arti-
cles you see in the scientific literature.

= Number: Denotes the “power” of the study. More than 400

patients usually denotes adequate power. Fewer than 100
patients will make it difficult for the authors—and there-
fore, the readers—to draw conclusions.

= Statistics: Review of all statistical terms and their relevance

is beyond the scope of this letter, but one of the most clin-
ically useful statistics is the “number needed to treat” (NNT).

Simply, this is the number of patients who must be
treated for one person to benefit. If the study does not re-
port a NNT, it can be calculated utilizing the absolute risk
reduction (NNT = 1/ARR).

A “good” NNT is dependent on a number of variables,
including risk and cost of intervention, but NNTs of 5to 10
are usually considered reasonable.

I hope this helps you on your journey through the scientific
literature. It is imperative for us to critically evaluate the evidence
for quality, validity, and relevance to our discipline.

We want JUCM to be your forum for this discussion, so please
share with us your findings and thoughts.

/ / 7
/ %/ —
Lee A. Resnick, MD

Editor-in-Chief
JUCM, The Journal of Urgent Care Medicine
President, UCAOA

1. Flaherty R). A simple method for evaluating the clinical literature. Fam Pract Manag.

2004;11(5):47-52.
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LETTERS TO THE EDITOR

Regarding Constipation as Cause
of Acute Abdominal Pain

To the Editor:

Congratulations to the JUCM staff for its efforts! The content of
the journal is timely, relevant, and needed. As original re-
search in urgent care increases, clinicians will look to JUCM as
a source for the most important of these studies.

Until then, we must rely on data from many other sources
to inform and improve our practice. JUCM features like Dr.
Nahum Kovalski’s Abstracts in Urgent Care Medicine are a
most welcome and excellent resource in this regard. We will al-
ways have less control over the applicability of knowledge we
gain indirectly, and along these lines there was an abstract in
the November issue (Constipation as Cause of Acute Abdom-
inal Pain in Children) that deserves some comment.

The abstract pertained to a retrospective study of constipa-
tion and abdominal pain in a pediatric practice, with a final con-
clusion that “constipation was the most common cause of
acute abdominal pain in children.”

Unfortunately, the evidence in the study does not necessar-
ily pertain to urgent care practice or allow us to make diagnoses
or other clinical decisions. Though the Results section of the pa-
per to which the abstract review pertains does distinguish be-
tween patients with abdominal pain for less or more than
three or four days, the abstracted data include cumulative
numbers, and by definition, children with pain for up to two
months were considered to have “acute” abdominal pain.

In addition, not mentioned in the abstract but stated in the
article is that clinicians, at least sometimes, used enemas in the
office and subsequent pain resolution to help with diagnosis.
Beyond this, 19% of patients had no diagnosis, and there is no
description of further follow-up or evaluation of any patient to
determine whether any of the other diagnoses were correct—
it seems that they were just assumed to be correct.

These and other methodological problems allow only one
take-home point from the study: some of the doctors in that
practice thought that some of the children had constipation as

a cause of their abdominal pain. Unfortunately, it is not possi-
ble to validly conclude anything more specific than that.

This experience reminds me of two things.

First, we should regard all study results carefully to determine
how they pertain to our practice. We should participate in ed-
ucation (we can get CME credit!) that focuses on the basics of
analyzing studies using evidence-based medicine techniques.

The specifics and quality of our knowledge will always depend
on the specifics and quality of the methods we use to acquire it.
We should aspire to the highest quality; our patients deserve it.

Second, in urgent care, we can learn from the emergency
medicine approach to caring for patients with acute abdomi-
nal pain. In EM, discharging patients with a definite benign di-
agnosis is typically avoided (“unspecified abdominal pain” is
fine), and the evaluation is best explained to patients as a
“work-in-progress” which continues after discharge.

Our decision-making should focus on whether a confident
diagnosis can be made clinically, whether the patient’s presen-
tation is worrisome enough to warrant further tests or consul-
tation soon, or whether it's benign enough wait and see if it re-
solves fully (which it frequently does), or subsequently declares
itself clinically or rises to the level of requiring a work-up.

Constipation is certainly a valid diagnosis in a patient with
these symptoms as a chief complaint, but in patients with a chief
complaint of acute abdominal pain, considering using enemas
to relieve the pain prior to discharge (there is no evidence sup-
porting the validity of this approach, but it does seem to make
sense), or using the “work-in-progress” approach, with a clear
discussion about what to expect and other precautions, seems
to be the appropriate fit considering the risk-management
and clinical realities in urgent care medicine.

Joe Toscano, MD
Emergency and Urgent Care Medicine Clinician
San Jose, CA

If you have thoughts on an article that appeared in JUCM, The Journal of Urgent Care Medicine (or on issues relevant to urgent
care in general), please express them in a Letter to the Editor via e-mail to editor@jucm.com or by “snail mail” to: Editor, JUCM,

2 Split Rock Road, Mahwah NJ 07430.

WWW.jucm.com
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JUCM CONTRIBUTORS

Children frightened by getting blood drawn, or parents worried
about how their child will handle having a wound sutured can add
a level of anxiety to an otherwise peaceful practice environment.
The right approach to treating younger patients, on the other
hand, offers the opportunity to provide outstanding care while
boosting the reputation of your practice.

Our February cover article, Integration of Phar-
macologic and Non-pharmacologic Techniques
to Enhance Pediatric Minor Procedures (page 11),
by Emory Petrack, MD, Lisa S. Perry, CCLS, and
Kristine Vehar, RN offers tips on providing excel-
lent care of children while also moving your prac-
tice closer to its administrative and financial goals.

As an associate clinical professor of pediatrics
at Case Western Reserve University School of
Medicine (Cleveland, OH), medical director of the
Pediatric Emergency Department at Fairview Hos-
pital in Cleveland, and the president of Petrack
Consulting, Inc., Dr. Petrack knows from whence
he speaks.

Ms. Perry, a certified child life specialist at Rain-
bow Babies and Children’s Hospital in Cleveland, and Ms. Vehar,
a pediatric emergency nursing educator in the Pediatric Emer-
gency Department at Rainbow Babies and Children’s Hospital, also
bring a wealth of experience and insight to the table. Both work
with Dr. Petrack at Petrack Consulting.

Dr. Petrack encourages readers interested in learning more
about the techniques recommended in this issue to visit the web-
site for his CalmerKids Training Module (www.GoCalmerKids.com)
or to contact him directly at epetrack@petrackconsulting.com. He will
also be speaking at the UCAOA's Urgent Care Convention in New
Orleans this spring.

In addition, Drs. Muhammad Waseem, Lalithambal Venu-

gopalan, and Gerard Devas, MD have contributed a case re-
port that illustrates the importance of quick, thorough evalua-
tion of children presenting with injuries uncommon in their age
group (A 4-Year-Old Who Fell from the Slide, page 18). Dr.
Waseem is associate professor of emergency medicine (clinical
pediatrics) at Weill Medical College of Cornell University in
New York City and attending physician in emergency medicine
at Lincoln Medical & Mental Health Center in the Bronx, NY,
where Dr. Devas is also an attending physician. Dr. Venugopalan
is a neonatology Fellow at North Shore Long Island Jewish-
Schneider Children’s Hospital in New York.

We are also pleased to present an original arti-
cle on diversifying your clinical offerings—and
adding to your bottom line—without adding undue
burden to your existing staff and practice structure
(Boosting Revenue by Working Harder—or Py
Smarter?, page 29). The author, Alan Ayers, MBA, MACC is assis-
tant vice president of product development for Concentra Urgent
Care, based in Dallas, TX and content advisor to the Urgent Care As-
sociation of America. In addition, he has managed urgent care cen-
ters for a large hospital system and worked as a consultant to the
retail industry with clients such as Wal-Mart and Home Depot. This
is the first of several articles Mr. Ayers will contribute, all intended
to help you maximize the economic potential of your practice.

This issue also contains new, original contributions from our
regular authors: Nahum Kovalski, BSc, MDCM reviews ab-
stracts on over-the-counter cough and cold medications, as well
as nocturnal cough and sleep quality, among other topics; John
Shufeldt, MD, JD, MBA offers counsel on how to prevent sex-
ual harassment claims in your practice; David Stern, MD, CPC
responds to questions on how to translate payor-speak; and
Frank Leone, MBA explains how mastering a few basic public
speaking technigues can enhance your professional standing.

To Submit an Article to JUCM

JUCM, The Journal of Urgent Care Medicine encourages you to
submit articles in support of our goal to provide practical, up-
to-date clinical and practice management information to
our readers—the nation’s urgent care clinicians. Articles sub-
mitted for publication in JUCM should provide practical
advice, dealing with clinical and practice management prob-
lems commonly encountered in day-to-day practice.

Manuscripts on clinical or practice management topics
should be 2,600-3,200 words in length, plus tables, figures,
pictures, and references. Articles that are longer than this will,
in most cases, need to be cut during editing.

We prefer submissions by e-mail, sent as Word file attach-
ments (with tables created in Word, in multicolumn format)
to editor@jucm.com. The first page should include the title of
the article, author names in the order they are to appear, and

the name, address, and contact information (mailing address,
phone, fax, e-mail) for each author.

Before submitting, we recommend reading “Instructions for
Authors,” available at www.jucm.com.

To Subscribe to JUCM

JUCM s distributed on a complimentary basis to medical
practitioners—physicians, physician assistants, and nurse
practitioners—working in urgent care practice settings in
the United States. If you would like to subscribe, please log on
to www.jucm.com and click on “Free Subcription.”

To Find Urgent Care Job Listings

If you would like to find out about job openings in the field of
urgent care, or would like to place a job listing, log on to
www.jucm.com and click on “Urgent Care Job Search.”
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FROM THE EXECUTIVE DIRECTOR

Where's the Love?

B LOU ELLEN HORWITZ, MA

o there you are in your urgent care center, with a full wait-

ing room of cranky, impatient people who don’t feel good—

kids with head lacerations, teenagers with stomach flu,
businesspeople with scratchy throats and body aches, senior
citizens feeling weak and dizzy—plus accompanying parents,
friends, spouses, children, caretakers...

And no sooner do you get finished taking care of them,
bringing all of the skills and talents of your center’s staff to
bear, that they head right back out your door to get on with
their lives.

Where’s the love?

They don’t see what the insider sees. They don’t see the
sleepless nights you spent when the center was just getting
started, wondering how you were going to make the payroll.

They don’t see the hours of glad-handing and hallway pol-
itics you had to grit your teeth through just to keep your cen-
ter in the health system’s good graces.

They don’t see the agonizing you have done over new hires,
nor the time spent training, developing and coaching the
physicians or staff.

They don’t see the countless reports, contracts, filings,
forms, negotiations, trade-offs...they don’t see the effort it
takes to provide them with the “simple” opportunity to get safe,
affordable, quality care without an appointment.

When it comes to “getting the love” it is a two-way street.
It's just not necessarily the street we believe it should be.

In healthcare, it is very, very important to get everything
right. That’s the price of admission and you pay it every day.

But the question here is how you get paid back. If you have
been looking to get paid back for all those things that patients
don’t see, stop looking. That’s not where it’s at.

As humans—and this includes patients—we respond to
things that move us: consideration, respect, compassion, and
genuine interest in us as individuals.

Lou Ellen Horwitz is executive director of the
Urgent Care Association of America. She may be
contacted at /horwitz@ucaoa.org.

There’s a great insurance ad on television that reminds us
that the other drivers on the road are not just a car in our way;
they are people.

It should be the same way with the patients who visit your
practice. They don’t think of themselves as patients, but as sons,
daughters, fathers, mothers, office managers, teachers, prom
queens, and doting grandmothers.

Keep that in mind when you feel a question like, “Are you
the mother?” or “Are you the husband?” forming in your
mouth. “The mother” is not a generic person. She is this spe-
cific child’s mother, and she is probably tired and worried. She
may also be furious at her son for climbing the tree when she
told him not to, or stressed out over a presentation at work, or
in an abusive situation at home. Or, her life may be perfect ex-
cept for this small inconvenience.

The right word or sentence—or better yet, some good lis-
tening skills—can help you and your staff best understand what
this patient situation needs. And it’s probably not just stitches
or a prescription. Any competent clinician can sew up a cut and
quickly get a patient out the door, but to have a meaningful en-
counter, even if it's quick...that is where it’s at. That's where
everyone gets a payoff.

There’s no mystery here. You get what you give. Give a lit-
tle of yourself and you'll get a little for yourself. That’s where
“the love” is; the forms and paperwork and processes are all
just necessary props in the grand drama of helping others.

And lest you think this is just a “feel-good” message, let me
also remind you of this: it's not sutures and prescriptions that
will get people to come back, send their friends, and talk up
your center all over town. It's the literal care they receive.

That mother tells her fellow playgroup mothers, the busi-
nessperson tells his colleagues, the older couple tells their ball-
room dancing class, and the teenager...well, let’s not push it.

| hope that you all are able to “get some love” in your cen-
ters. And don’t forget that it applies to your coworkers and em-
ployees, as well.

Then, if you still aren’t feeling it, call us any time or come see
us at the convention in New Orleans in April and we’ll give it
to you. As long as you give it back.

WWW.jucm.com
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MEET THE JUCM BOARDS

JUCM has been very fortunate to work with committed, highly expert professionals who voluntarily serve on our Editorial Board
and Advisory Board.

In order to ensure that each of the boards continues to be a mix of industry authorities with whom we’ve established ongoing
relationships and new members who bring a fresh perspective, we will rotate a handful of members on an off annually.

The following individuals are devoting their time and expertise in support of our mission to provide information that is of high
value to you and, by extension, will benefit the entire urgent care community.

JUCM is proud to present them as members of our Editorial Board and Advisory Board.

The Journal of Urgent Care Medicine Editorial Board

Jeffrey P. Collins, MD, MA
Instructor, Internal Medicine
Harvard Medical School
Medical Director
Massachusetts General Hospital
Urgent Care Center

Chelsea, MA

Tanise I. Edwards, MD, FAAEM
Medical consultant; author/editor
(Urgent Care Medicine)

Great Falls, VA

William Gluckman, DO, MBA, FACEP
Associate Medical Director,

Emergency Services,

Associate EMS Medical Director,

St. Joseph’s Regional Medical Center,
Paterson, NJ

Assistant Professor of Surgery,

New Jersey Medical School

Medical Director, New Jersey State Police
Homeland Security Section Urban Search
and Rescue Team

Nahum Kovalski, BSc, MDCM
Assistant Medical Director, CIO
Terem Immediate Medical Care
Jerusalem, Israel

Peter Lamelas, MD, MBA, FAAEP
Owner, Medical Director

MD Now Urgent Care

Walk-In Medical Centers,

Palm Beach County, FL;

EMS Medical Dir. Riviera Beach (FL)

Fire Rescue

Melvin Lee, MD

Chief Medical Officer

Urgent Care of America

and Raleigh Urgent Care Networks
Raleigh, NC

Genevieve M. Messick, MD
Urgent care physician

Immediate Health Associates
Westerville, OH

Marc R. Salzberg, MD, FACEP
President & CEO

Stat Health Immediate Medical Care, PC
Smithtown, NY

John Shufeldt, MD, JD, MBA, FACEP
CEO

NextCare, Inc.

Founder

Shufeldt Law Firm

Mesa, AZ

Mark D. Wright, MD
Clinical Assistant Professor,
Emergency Medicine

The University of Arizona
Tucson, AZ

The Journal of Urgent Care Medicine Advisory Board

Michelle H. Biros, MD, MS
Professor, Emergency Medicine
Research Director, Emergency Medicine
HCMC and University of Minnesota
Minneapolis, MN

Editor-in-Chief, Academic Emergency
Medicine

Editor, The Handbook of Urgent Care
Medicine, 1st and 2nd Editions

Kenneth V. Iserson, MD, MBA,
FACEP, FAAEM

Professor of Emergency Medicine
Director, Arizona Bioethics Program
The University of Arizona

Tucson, AZ

Daniel R. Konow, PA-C, MBA
CEO

RediMed

Fort Wayne, IN

Benson S. Munger, PhD
Associate Head, Research
Department of Emergency Medicine
Associate Director, Arizona Emergency
Medicine Research Center

The University of Arizona

Tucson, AZ

Emory Petrack, MD, FAAP,
FACEP

President, Petrack Consulting, Inc.
Shaker Heights, OH

Medical Director

Pediatric Emergency Department
Fairview Hospital

Cleveland, OH

Pete Rosen, MD

Sr. Lecturer, Emergency Medicine

Harvard University School of Medicine;
Attending Physician, Emergency Medicine
Beth Israel/Deaconess Medical Center;
Teaching Attending, Emergency Medicine
Massachusetts General Hospital

Boston, MA;

Attending Physician, Emergency Medicine
St. John's Hospital

Jackson, Wy

David Rosenberg, MD, MPH
Medical Director of Corporate Health
University Hospitals Health System of
Cleveland;

Assistant Clinical Professor of Medicine
Case Western Reserve University School
of Medicine

Cleveland, OH

Martin A. Samuels, MD DSc (hon),
FAAN, MACP

Chair, Department of Neurology

Brigham and Women'’s Hospital

Professor, Neurology
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Clinical

Integration of Pharmacologic
and Non-pharmacologic
Techniques to Enhance
Pediatric Minor Procedures

Urgent message: Integration of various techniques when performing
minor procedures on children can enhance clinical care for patients and
families while bringing within reach administrative and financial goals.

Emory Petrack, MD, FAAP, FACEP, Lisa S. Perry, CCLS, and Kristine Vehar, RN

Introduction
s the practice of urgent care
medicine continues to
grow, urgent care centers
grapple with several impor-
tant issues, among them
the needs to provide optimal
clinical care, reduce medical le-
gal risk, and deliver excellence
in customer service; the latter is
especially true when centers are
located in competitive markets.
Although pediatric care in
the urgent care setting has tra-
ditionally received relatively lit-
tle emphasis, it is an area of fo-
cus whose time has come;
spotlighting child and family-
centered care helps urgent care

cuses on but one: improving
care for children presenting in
need of minor procedures,
such as blood draws, IV place-
ments, local wound care, and
suturing.

While a variety of pharma-
cologic and non-pharmaco-
logic techniques for enhanc-
ing such pediatric procedures
are described in this paper, suc-
cess in achieving broad care,
satisfaction, and business goals
is dependent upon the infegra-
tion of techniques.

In other words, each tech-
nique alone presents certain
benefits to urgent care centers
and the children and families

/James Yang

© Images.com/Col

centers enhance clinical care they treat, but it is the sum of

for children and families while also bringing withinreach ~ techniques used together that creates synergy and paints

administrative and financial goals. a uniquely positive picture families remember and share
A plethora of ways exists for enhancing care for fami-  with others in the community.

lies and children in urgent care settings. This article fo- Figure 1, which shows a 4-year-old boy undergoing
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INTEGRATION OF PHARMACOLOGIC AND NON-PHARMACOLOGIC TECHNIQUES TO ENHANCE PEDIATRIC MINOR PROCEDURES

repair of a scalp laceration, is an example of what can be
achieved when the techniques described here are success-
fully integrated into an urgent care center’s repertoire.

This article will employ a case-based approach to ex-
plore a variety of techniques.

Pharmacologic Techniques
IV and Blood Draws
A 6-year-old presents to the urgent care center with sig-
nificant vomiting and diarrhea, requiring IV rehydra-
tion. The child is awake and alert, but is very anxious
about the need for an IV, as is the child’s mother.

One method that has been around for several years is

12 JUCM The Journal of Urgent Care Medicine | February 2008

the application of a eutectic mixture of
lidocaine and prilocaine (EMLA) or li-
docaine topical (LMX) 4% cream,
which is applied to intact skin to pro-
vide anesthesia before needle insertion.

The challenge with such creams,
however, is that EMLA takes about an
hour to start working; LMX 4% takes
30 to 45 minutes. Frequently, parents
do not want to wait, and using these
creams significantly reduces through-
put time in busy centers.

An alternative to creams is the 70
mg lidocaine/70 mg tetracaine topical
(Synera) patch, which is impregnated
with lidocaine and tetracaine. When
the package is opened, the patch heats
up to enhance its effectiveness. This
patch is effective in 20 minutes, and is,
therefore, much more useful in the
emergency- and urgent care setting.

Figure 2 shows a 13-year-old girl,
just seconds after an IV line place-
ment. She was extremely anxious
about the need for IV placement;
the Synera patch and several non-
pharmacologic techniques, dis-
cussed later in this article, were used
before placement.

Yet another alternative will be avail-
able in the near future: Zingo, pro-
duced by the pharmaceutical com-
pany Anesiva. Zingo is a device that
delivers powderized lidocaine, which is
injected into the epidermis with com-
pressed air. Delivery is painless, and
analgesia is achieved in one to three
minutes. An important benefit of this method is that the
analgesia becomes part of the procedure itself, not requir-
ing significant additional time.

Although uncommon in the urgent care setting, the
need to place an IV or draw blood in young infants does
arise occasionally. Concentrated sucrose solution has been
shown to reduce pain in infants less than 2 months old.

A 24% sucrose and water solution (Sweet-Ease) is avail-
able for this purpose. Placing 0.5 ml directly on the
tongue one minute before the procedure leads to endoge-
nous endorphin release and pain reduction. Offering a
pacifier after the sucrose solution may help further soothe
the infant.
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Suturing

A 4-year-old comes to the urgent care center after
running into the corner of a dresser. The child had no
loss of consciousness, but did sustain a 2 cm laceration
to the forehead.

Although dermal glue is considered for closure, a deci-
sion is made to suture due to the wound’s depth and
abraded edges. The family, naturally, is very concerned
about how the child will handle the suturing.

Lidocaine-epinephrine-tetracaine (LET) gel is this au-
thor’s method of choice for lacerations requiring suturing,
as it provides complete anesthesia for suturing in 30
minutes for approximately 60% to 80% of patients. In
other children, it can reduce the pain of a subsequent li-
docaine injection.

LET gel tends to work best on the scalp and face, but
provides variable anesthesia in the extremities, as well.
This treatment requires preparation by a pharmacist and
is not commercially available.

It is important to note that less-than-complete anesthe-
sia may result from improper use.

For proper pain control, the gel is applied generously
into the laceration. A small piece of cotton is also inserted
and liberally saturated with additional gel. A small gauze
pad is applied over the wound.

After 30 minutes, the gauze and cotton are removed,
and the wound can be tested for pain with a small gauge
needle. Additional buffered lidocaine anesthesia may
also be offered if needed.

Non-Pharmacologic Techniques

Establishing Trust

Urgent care centers have at their disposal a variety of non-
pharmacologic techniques to improve the experience of
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children who require minor procedures. At the founda-
tion of each technique is the establishment of trust with
the child and family.

To children who are in pain or sick, being in an urgent
care center is like being in a foreign country. They are un-
familiar with the environment and do not understand
what is happening and being said around them.

When in such a state, children who need invasive
procedures, especially if restrained, often “fight for their
lives.” When this happens, physicians and other medical
staff unwittingly contribute to potential psychological
trauma that can lead to difficulties with future medical en-
counters and procedures.

Some physicians and staff still prefer parents to step out
of the room during a procedure. From the child’s perspec-
tive, this can be traumatic, as the child cannot understand
why the parent would turn them over to a stranger who
then causes pain and anxiety.

To the child, the parent is the foundation of all trust-
ing relationships. It is almost always better to allow the
parent to remain with the child at all times.

Language and communication form the cornerstone
on which trust is built. Urgent care professionals should
address the child’s feelings honestly and ask if he or she
is scared. The parent should be permitted to touch the
child and to help him or her through the experience.

While nothing short of general anesthesia can guaran-
tee that a child will not cry and become upset, techniques
such as these may minimize the intensity and duration
of crying, as well as the amount of restraint needed.

Children learn to trust when they feel a sense of con-
trol. This is why, whenever possible, urgent care providers
should allow children presenting for minor procedures
the ability to choose among options.

Such options include the choice of position for older
children, the choice to watch or look away, or the choice
of distractions, discussed later in this article. Children may
also be asked to help hold themselves still.

A parent can play a supporting role by helping to hold
or position the child. Staff can also acknowledge parental
anxiety while helping parents calm down and focus on
the needs of the child.

Positioning Techniques
Children are commonly restrained during minor proce-
dures, as movement often leads to poor outcomes and
even safety issues. However, children move less if they feel
a sense of control and if restraint is used only as much as
is absolutely necessary.

This is especially true if a parent does most of the

WWW.jucm.com
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holding. Using good positioning techniques can further reduce the
need for papoose boards or other restraints.

Infants can be positioned with the parent holding or partially
holding them. Infants may also be placed on a stretcher, with the
parent’s face right next to the infant’s face to provide comfort [Ad-
ditional images, including one that illustrates this point, can be
found at www.jucm.com.]. The infant may be offered a pacifier and
the parent encouraged to speak to the child, as a parent’s voice can
be very soothing. Parents may also be asked to pick up a baby im-
mediately after a procedure for quick calming.

Ideally, toddlers should be sitting in the caregiver’s lap for procedures.
Alternatively, child and parent may sit chest to chest, with the child’s arm
extended on the table for IV placement or suturing of an extremity.

School-aged children can also sit comfortably in a parent’s lap. Chil-
dren need less restraint if they are being held by someone they trust.

Teens and older children do best when given choices, enabling them
to maintain as much control as possible.

Adolescents may be offered a choice of positions, such as sitting or ly-
ing down, and care should be taken to respect their privacy.

Preparation and Distraction Techniques
Once trust has been established and an appropriate positioning tech-
nique chosen, the child is prepared to cope during the actual procedure.

Language alone can turn an experience from positive to negative—
very quickly.

For example, the phrase “don’t move” instantly evokes fear in children
and creates unnecessary anxiety. A better choice of language might be
“do your best to hold yourself still so I can help you better.”

For the best possible experience, children should be told what to do,
rather than what not to do.

Words like “pinch” for IV placement, and “pressure” or “pushing” for
sutures or staples are far less scary, and therefore far more comforting.

The child should also know that although they will not feel pain dur-
ing suturing, they will feel a sensation of pushing or pulling on the skin.

If children really want to watch during a procedure, it is best to allow
them to do so. Forcing children to look away increases anxiety and erodes
the trust that has been established.

Children older than 3 or 4 should be told what will happen at each
step before any action is performed, preferably by showing and telling
what can be expected.

Children may be shown the instruments and allowed to feel the su-
ture material, which can be referred to as “string bandaids.”

A demonstration set of non-sterile equipment can be kept on hand for
this purpose. If the child is too young to understand, a touch of the par-
ent’s body where the laceration is located will encourage positive mod-
eling in the child. Combining appropriate language with visualization
of what will be happening leads to less anxiety on the part of both pa-
tient and caregiver.

For intravenous placement, it helps to refer to the IV as a “straw”
through which fluids and medicines can be given. Children may also be
comforted in the knowledge that by using the straw, no further needles
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will be needed later. The needle can be referred to as a
“helper” to get the straw under the skin into the vein.
Providers can also demonstrate how the tourniquet is
used and how the area is cleaned before it is actually done.

Once the child is appropriately prepared for the proce-
dure, distraction techniques can further improve the ex-
perience as the procedure is accomplished.

While several modalities exist for different develop-
mental ages, it is important to understand that no tech-
nique will be as effective if the preceding methods are not
adequately applied. Establishing trust, choosing the best
position, and preparing the child for the procedure cre-
ates the foundation for the consistent and effective use of
later distraction techniques.

Bubble blowing is an excellent distraction tech-
nique for children 3 years of age and older who are
undergoing a procedure. Older children may be asked
if they prefer to blow away the pinch of an IV into the
air—or into the bubbles. This technique gives the
child choice and control and helps them to develop
better coping skills. Alternatively, the child could
squeeze a parent’s hand or a rubber ball to focus their
energy elsewhere and enhance distraction.

Reading developmentally appropriate books is an
excellent distraction for children undergoing minor
procedures.

Likewise, with an inexpensive CD player and head-
phones, different kinds of music appropriate for different
developmental ages can also be made available.

Storytelling is another distraction alternative, one in
which parents can often be counted on to participate.

Simple toys also work to distract younger children
through play.

The key to successful distraction is to engage the pa-
tient and/or caregiver in choosing the best technique for
each individual child.

Integration of Pharmacologic and Non-pharmacologic
Techniques

Pharmacologic and non-pharmacologic techniques
can each be used to improve the experience of chil-
dren requiring minor procedures in the urgent care
setting. The real power, however, comes when the
provider is able to fully integrate these seemingly di-
verse approaches.

Most providers are familiar with the pharmacologic ap-
proach. It makes sense to start a discussion with a parent
and older child about pharmacologic options. Providers
should consider using some of the newer options, such
as the Synera patch for IV placement. LET gel, while not
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necessarily eliminating the need for lidocaine infiltration,
works very well when used correctly, and should always
be considered for laceration repair.

Once a decision is made about which pharmacologic
agent to use, the provider should consider how the agent
will be integrated with non-pharmacologic techniques.
This decision is based on the specific procedure, the de-
velopmental age of the child, and discussions with the
child and/or caregiver.

Typically, it takes less than five to 10 minutes to estab-
lish trust, decide how to best position the child, prepare
the child, and incorporate a distraction technique into the
procedure.

This is time well spent, and will result in much better
experience for both the child and the family.

Summary

The reality is that few urgent care centers focus on the
specific needs of children; even fewer do so well and
consistently.

The good news is that clinical care can be significantly
enhanced by paying attention to the needs of children re-
quiring minor procedures.

In addition, as families in the community learn that
a specific urgent care center attends well to the needs
of children and families, word will spread. Thus, en-
hancing care for children is an excellent business prac-
tice and marketing strategy in competitive markets.l
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Case Report

A 4-Year-Old Who Fell
from the Slide

Urgent message: Injuries sustained in playground falls are common
presentations to emergency departments and urgent care centers
alike. The urgent care physician should be alert to the keys to evalu-
ation and management of traumatic neck pain.

Muhammad Waseem, MD, Lalithambal Venugopalan, MD, and Gerard Devas, MD

Introduction -
ervical spine (C-spine) injuries occur infrequently in FIGURE ii i i

children. This is especially true for fractures of atlas ver- : p

tebra, which is a rare injury in children. Its diagnosis may

easily be missed due to inconclusive C-spine radiographs and
absence of neurological signs.

Here, the authors present an illustrative case of a

patient with, and a review of, a fracture of atlas vertebra.

Case
A 4-year-old presented with neck pain one day after
he fell from a slide onto the top of his head. He was
complaining of pain in the back of his neck. There was
no history of loss of consciousness, headache, or vomit-
ing. He was immediately placed in a rigid cervical collar.
In the emergency department, he was alert and awake.
His Glasgow coma scale was 15. His vital signs were as
follows:

Temperature: 98.4°F

Heart rate: 119 beats/minute
Respiration: 22 breaths/minute
Oxygen saturation: 99%

The patient did not have any difficulty of breathing
but complained of diffuse neck pain.

On physical examination, he had torticollis and dif-
fuse tenderness over the back of his neck. There was no
subcutaneous emphysema. The pupils were equal and

) ° Figure 1. Lateral neck radiograph showing pre-vertebral soft tissue swelling of
reactive. There was no hemotympanum or cerebrospinal the upper cervical spine with reversal of normal spine curvature.
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fluid leak from his ears. His chest was clear, with
bilateral symmetric breath sounds. The abdomen
was soft and non tender. His neurologic examination
was unremarkable.

Radiographs of the cervical spine (AP and lateral
views done in erect posture) showed pre-vertebral
soft tissue swelling of the upper cervical spine with
reversal of normal spine curvature (Figure 1).

Because of the persistent pain and indirect signs
of injury on the plain radiograph, a cervical collar
was applied and the patient underwent computed
tomography scan of the upper cervical spine,
which showed a fracture in the right anterior arch
of the C1 vertebra with a 9 mm separation (Fig-
ure 2). This fracture was considered stable and
managed with immobilization. He improved and
was well at follow-up.

Discussion

Cervical spine injuries are serious but relatively
uncommon in children, with a reported incidence of
1% to 2%.! The typical mechanism of cervical spine
injury is either a fall onto the top of head or motor
vehicle accident.

The fall onto the head causes the body weight to
be transmitted to the atlas, resulting in axial loading.

Identification of the fractures of the cervical
spine by plain radiograph is difficult and, there-
fore, can be missed on plain radiographs.?3 This is
especially true for upper cervical vertebrae—includ-
ing atlas, as most fractures of the atlas, particular-
ly the anterior aspect, may remain occult.*

In addition, the open-mouth view, which is
usually pathognomonic for the diagnosis, is often
inadequate or not obtained.> An open-mouth
view is helpful to visualize the displacement of lat-
eral masses of atlas, but may not demonstrate the
site of fracture.

It is also important to look for any indirect
signs of injury, such as pre-vertebral soft-tissue
swelling, air in the pre-vertebral space, an increased
width of the anterior atlantodental interval, and
overriding of the C1-C2 joint on one side.® Pres-
ence of any indirect signs of injury on plain radi-
ograph warrants a CT scan to confirm the presence
of fracture of C-spine.

Younger children have a predilection for C-
spine injuries at the higher level, which may be
related to the biomechanical and anatomic fea-
tures of the immature pediatric C-spine.” The
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CASE REPORT: A 4-YEAR-OLD WHO FELL FROM THE SLIDE

child’s spine is more flexible and
mobile® and, because of higher
mobility and elasticity of the spine
and a lower body mass in chil-
dren, spinal injuries are relatively
uncommon.’

It is especially rare in fractures of
the atlas, as fracture of the ring
increases the space that is available
for the dural sac and, therefore, is
unlikely to cause compression.'?

Atlas fractures may be associated
with other cervical fractures, with
odontoid fracture being the most
common associated fracture.

Management

The initial assessment of the patient
must include maintenance of the
airway, breathing, and circulation.

A non-displaced fracture of atlas
is considered stable.!!

Stable fractures usually heal with-
in eight to 12 weeks.

Isolated stable fracture of the
atlas can be treated effectively with a rigid cervical
collar alone for that period.'> A Philadelphia collar
may provide sufficient immobilization.

Generally, all displaced fractures are considered unsta-
ble; more rigid or surgical stabilization is recommended
in unstable injuries in patients with displaced fractures.'?

Another option is halo-vest immobilization for a
period of 12 weeks.

Typically, cervical immobilization is sufficient for an
isolated fracture of the atlas with an intact transverse
atlantal ligament. However, cervical immobilization
with surgical fixation and fusion will be required if
transverse atlantal ligament is disrupted.'* The reported
long-term outcome from the fracture of atlas is good.!

Disposition of Case

The patient described in this case report was treated
conservatively with cervicothoracic brace; he recovered
without any neurological abnormalities.

In most reports, rigid collars, sternal occipital,
mandibular immobilizer, or “SOMI”, braces and halo
ring-vest orthoses have all been used for a period of
eight to 12 weeks with good results.

No evidence has been reported favoring use of one of
these devices over the other.
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Figure 2. CT scan of cervical spine shows a diastatic fracture of right anterior ring of C, with approxi-
mately 9 mm of separation.

Conclusion

It is important to consider fracture of the cervical spine
in a child with significant neck pain and neck tilt after
a fall on the top of the head. The presence of indirect
signs of injury on plain films, especially in the presence
of neck pain, should be taken seriously and followed
with a CT scan. B
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INSIGHTS IN IMAGES

CLINICAL CHALLENGE: CASE 1

In each issue, JUCM will challenge your diagnostic acumen with a glimpse of x-rays, electrocardiograms,
and photographs of dermatologic conditions that real urgent care patients have presented with.

If you would like to submit a case for consideration, please e-mail the relevant materials and present-
ing information to editor@jucm.com.

FIGURE 1

The patient is a 9-year-old girl who fell and received a blow to her right chest.
A few hours later, she presented to urgent care complaining of pain on deep breathing.

On exam, you find a pulse of 103, and SAT of g6. She is not in respiratory distress; her chest exam
was clear and she has an abrasion over her right chest. She is generally healthy, is on no medica-
tions, and has no significant past medical history.

View the x-ray taken (Figure 1) and consider what your diagnosis and next steps would be. Res-
olution of the case is described on the next page.
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INSIGHTS IN IMAGES: CLINICAL CHALLENGE

THE RESOLUTION

FIGURE 2

The x-ray shows increased markings in the right mid-lung, which may be the first signs of a pul-
monary contusion. This patient needs close follow-up.

The film reveals infiltrate in middle of right lung field suggestive of hematoma; no rib fracture was
perceived.

The patient was discharged home with instructions to:

m rest

= follow up with her family physician the next day

= r/u CXR to recheck status of x-ray finding

= return immediately in the event of increased chest pain or dyspnea.

Acknowledgment: Case presented by Nahum Kovalski, BSc, MDCM.
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INSIGHTS IN IMAGES

S\(e .
(1\\/&,‘ CLINICAL CHALLENGE: CASE 2

g

FIGURE 1

The patient is a 3 ¥.-year-old girl who fell from a bicycle, receiving a blow to the elbow a short time
before presentation. She had marked swelling and local tenderness over the elbow.

The only other remarkable finding was a pulse of 132.

View the x-ray taken (Figure 1) and consider what your diagnosis and next steps would be. Res-
olution of the case is described on the next page.

WWW.jucm.com JUCM The Journal of Urgent Care Medicine | February 2008
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INSIGHTS IN IMAGES: CLINICAL CHALLENGE

THE RESOLUTION

- FIGURE 2

The AP film is suggestive of a supracondylar fracture.

On the lateral, one sees a straightening of the distal humerus, as well as a discontinuity in the pos-
terior humerus and increased fat pads.

This is a stable fracture that required a posterior plaster splint from upper arm to wrist, with ortho-
pedic follow-up the next day.

Acknowledgment: Case presented by Nahum Kovalski, BSc, MDCM.
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ABSTRACTS IN URGENT CARE

B NAHUM KOVALSKI, BSc, MDCM

On OTC Cough-and-Cold Meds,
Nocturnal Cough and Sleep
Quality, Prescribing Trends In
Acute Otitis Media, and
Diagnosing Bloodstream Infection

For the full reports, go to the source cited under each title.

Each month, Dr. Nahum Kovalski reviews a handful of abstracts from, or relevant to, urgent care practices and practitioners.

Over the Counter but No Longer Under

the Radar—Pediatric Cough and Cold
Medications

Key point: Since 1985, all six controlled studies of cough/cold
preparations in children have not shown a positive effect.
Over the last 7 years, poison-control centers have reported
more than 750,000 calls

Citation: Sharfstein JM, North M, Serwint JR. N Engl | Med.
2007,357(23):2321-2324.

In recent weeks, over-the-counter cough and cold medications
for children have received unprecedented attention from reg-
ulators, physicians, the media, and parents.

This scrutiny represents a long-overdue reassessment of
products that were purchased by 39% of U.S. households dur-
ing the past three years. It also reflects an important evolution
in the standard of evidence for medications used in children.

OTC cough and cold preparations include various combina-
tions of antihistamines, decongestants, antitussives, and expec-
torants. There is no standard for defining these products; two prod-

Nahum Kovalski is an urgent care practitioner and as-
sistant medical director/CIO at Terem Immediate Med-
ical Care in Jerusalem, Israel.

bk y

ucts marketed similarly may have different types of ingredients.

Since 1985, none of the six randomized, placebo-controlled
studies of the use of cough and cold preparations in children un-
der 12 years of age have shown any meaningful differences be-
tween the active drugs and placebo.

In 1997, the American Academy of Pediatrics noted in a pol-
icy statement on cough medications that “indications for their
use in children have not been established.” In 2006, the Amer-
ican College of Chest Physicians found that ‘literature regarding
over-the-counter cough medications does not support the effi-
cacy of such products in the pediatric age group.”

Meanwhile, poison-control centers have reported more than
750,000 calls of concern related to cough and cold products
since January 2000. A recent report from the Centers for Disease
Control and Prevention identified more than 1,500 emergency
room visits in 2004 and 2005 for children under 2 years of age
who had been given cough or cold products.

Among other concerns are findings in children under 6 link-
ing decongestants to cardiac arrhythmias and other cardiovas-
cular events, antihistamines to hallucinations, and antitussives
to depressed levels of consciousness and encephalopathy. A re-
view by the FDA identified 123 deaths related to the use of such
products in children under 6 during the past several decades. Se-
rious adverse effects have been associated with accidental
overdose, inadvertent misuse, and drug—drug or drug—host in-
teractions in children given standard doses.

WWW.jucm.com
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ABSTRACTS

IN URGENT CARE

Direct-to-consumer advertisements assert that preparations
are safe and effective, and many state that ingredients are “pe-
diatrician-recommended.”

Effect of Honey, Dextromethorphan, and

No Treatment on Nocturnal Cough and

Sleep Quality for Coughing Children and
Their Parents

Key point: Parents rated honey most favorably for symptomatic
relief of their child’s nocturnal cough and sleep difficulty.
Citation: Paul IM, Beiler J, McMonagle A, et al. Arch Pediatr
Adolesc Med. 2007;161(12):1140-1146.

A survey was administered to parents on two consecutive
days—first on the day of presentation when no medication had
been given the prior evening and then the next day when buck-
wheat honey, honey-flavored dextromethorphan (DM), or no
treatment had been given prior to bedtime according to a par-
tially double-blinded randomization scheme.

One hundred five children aged 2 to 18 years with upper res-
piratory tract infections, nocturnal symptoms, and illness du-
ration of seven days or less were included. The intervention was
a single dose of buckwheat honey, honey-flavored DM, or no
treatment administered 30 minutes prior to bedtime.

Significant differences in symptom improvement were de-
tected between treatment groups; honey scored best consis-
tently, with the no treatment group scoring the worst.

In paired comparisons, honey was significantly superior to
no treatment for cough frequency and the combined score, but
DM was not better than no treatment for any outcome. Com-
parison of honey with DM revealed no significant differences.

In a comparison of honey, DM, and no treatment, parents
rated honey most favorably for symptomatic relief of their
child’s nocturnal cough and sleep difficulty due to upper res-
piratory tract infection. Honey may be a preferable treatment
for the cough-and-sleep difficulty associated with childhood up-
per respiratory tract infection. M

National Trends in Emergency Department
Antibiotic Prescribing for Children with
Acute Otitis Media, 1996—2005

Key point: There was no change in the patterns of prescribing
antibiotics for OM even in the face of newer recommendations.
Citation: Fischer T, Singer AJ, Lee C, et al. Acad Emerg Med.
2007;14(12):1172-1175.

Withholding antibiotics in nontoxic children with acute otitis me-
dia (AOM) is now recommended to reduce bacterial resistance
rates. Using the National Hospital Ambulatory Medical Care Sur-
vey (NHAMCS), the authors describe the national trends for pre-
scribing antibiotics in children with AOM presenting to emer-

gency departments in the United States over the past decade.

The authors hypothesized that the rates of prescribing antibi-
otics would decline over time.

This was a retrospective study of NHAMCS databases. A na-
tional sampling of ED visits for 1996—2005 was used to identify
trends in ED prescription of antibiotics to patients with AOM.The
National Drug Code Directory Drug Classes were used to iden-
tify type of antibiotic prescribed.

There were 2.6 million and 2.1 million ED visits for AOM dur-
ing the first and last years of the study, respectively. Children 2
to 12 years of age accounted for about 40% of all ED visits for
AOM, with another 40% in the <2 years age group and 20% in
the »12 years of age group.

During the first and last year of the study, 79.2% and 91.3%
of the patients with AOM were prescribed antibiotics, respec-
tively. There was a slight increasing trend in the proportion
prescribed antibiotics over time (p=0.02). The rates of use of an-
tibiotics for AOM were similar in all three age groups.

There was a slight increase in the percentage of children with
AOM who were prescribed antibiotics in the ED between 1996
and 2005. In addition, there was no change in the patterns of
prescribing antibiotics. Il

Diagnosing Bloodstream Infection:

How Many Cultures?

Key point: Up to four sets of blood cultures may be needed to
detect bloodstream infections in adults.

Citation: Lee A, Mirrett S, Reller LB, et al. Detection of blood-
stream infections in adults: How many blood cultures are
needed? J Clin Microbiol. 2007;45:3546-3548.

Previous studies have suggested that obtaining two or three sets
of blood cultures within a 24-hour period is sufficient to detect
almost all bloodstream infections (BSls) in adults. However,
blood-culture systems have evolved substantially since many of
these studies were performed. Now, investigators from two ac-
ademic medical centers have examined the performance of two
modern blood-culture systems (BACTEC 9240 and BacT/ALERT).

From January 2004 through December 2005, the investiga-
tors enrolled all patients with positive blood cultures that they
judged to represent true infection (rather than contamination).
They included only patients from whom three or more blood cul-
tures were obtained during a 24-hour period.

Among 629 unimicrobial BSI episodes during the study period,
460 (73.1%) were detected with the first blood culture, 564
(89.7%) with the first two, 618 (98.3%) with the first three, and
628 (99.8%) with the first four. Among the 351 BSI episodes for
which four or more blood cultures were obtained, the correspon-
ding cumulative detection rates were 73.2%, 87.7%, 96.9%, and
99.7%, respectively. [Published in J Watch Infect Dis, December
5, 2007—Daniel J. Diekema, MD, MS.] B
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Practice Management

Boosting Revenue by Working
Harder—or Smarter?

Urgent message: With careful consideration and disciplined planning,
ancillary services can add to your bottom line without significantly

adding to your workload.

Alan A. Ayers, MBA, MAcc

“It was the best of times, it
was the worst of times....”

ould Charles Dickens’ dis-

course provide a better de-

piction of the urgent care

business today? Unprece-

dented growth in recent
years proves the value of a
healthcare delivery model like
urgent care, based on con-
sumer needs for affordability
and convenience.

But urgent care is not im-
mune from challenges facing
every other medical pro-
vider—e.g., declining third-
party reimbursement and ris-
ing operating expenses.

Falling margins leave
providers with just two options—to work harder or to
work smarter.

As you well know, urgent care providers are already
working hard, seeing more patients per hour than ever
and working longer hours to maintain their incomes.

Working smarter involves diversifying income
streams with high-margin services beyond the core
business of walk-in care for illness and injury.

It sounds easy enough, but successful implementa-
tion requires careful consideration and disciplined
planning.

Www.jucm.com

Lessons from the Retail
Industry

Wal-Mart and Nordstrom are
both profitable companies,
but they attain their profitabil-
ity in very different ways.

Wal-Mart and other mass
retailers focus on volume;
their profit is mere pennies
on the dollar but they know
that low prices will sell more
merchandise, resulting in a
higher net income.

A challenge for urgent care
is that when third-party pay-
ors set prices for medical serv-
ices and offer network partic-
ipation on “take it or leave
it” terms, a provider must
lower his or her operating
costs to remain profitable.

Because most costs in urgent care are fixed, the
provider can be forced into a volume strategy of see-
ing more patients and working longer hours.

By contrast, Nordstrom and other specialty retailers
focus on margin—Ilimiting their appeal to a segment
of consumers willing to pay more for personalized at-
tention and unique merchandise. Nordstrom serves
fewer customers than Wal-Mart, but makes more
money on each sale.

Likewise, urgent care providers who add high-

© Images.com/Corbis
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BOOSTING REVENUE BY WORKING HARDER—OR SMARTER?

margin ancillary services
can make more money by
serving fewer patients.

A Structured and
Disciplined Approach

All too often, entrepreneur-
ial physicians succumb to a
sales presentation to buy
the latest and greatest
equipment without a fully
developed business case,
only to be disappointed by a
lack of volume.

TABLE 1.
Common Ancillary Services in Urgent Care

Primary care

Imaging services

Laboratory services

Physical therapy and rehabilitation
Occupational medicine services
Sports medicine services

Diabetes and weight management
Wellness centers

Retail product sales

® Will consumers buy this
product from me instead of
from my competitors?

The same questions
should be asked of an urgent
care provider when consid-
ering ancillary services.

For example, a provider
interested in adding “med-
ical spa” offerings such as
treatment of facial lines and
laser hair removal should
first understand the target
market (what is their age,

Similarly, the decision to
diversify revenue through
ancillary services cannot be
made by emotion; rather, it
requires a structured and dis-
ciplined approach that
includes understanding con-
sumer needs and expecta-
tions; analysis of financial,
legal, and operational impli-
cations; and a plan to exe-
cute and measure success.

Anti-aging services

Brainstorm

The best first step is a brainstorming session. Write
down all of the potential services that could be offered
in an urgent care setting (some examples are pro-
vided in Table 1). Be creative, drawing from needs ex-
pressed by your patients and what you've seen done
elsewhere.

At this point, nothing should be off limits—do not
exclude opportunities because of financing, training,
or facility constraints. Those will be addressed later.

When it is time to evaluate your list of ideas, ask
yourself whether each opportunity is consistent with
your interests, strategy, or values. If you don’t have a
good “gut feeling” about an opportunity, strike it
from the list.

Demand
The next step is to evaluate demand.

Demand for any service derives from consumer
needs and desires. Before a retailer adds any product
to its stores, it asks basic questions such as:

m Is this a product consumers want?

# How much will consumers pay?
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Aesthetic laser and medical spa services
Anti-addiction and psychotherapy services
Immigration medical services

Medical review and expert testimony
Travel medicine services

Pain management services

Medical discount card programs

where do they live, how
much disposable income do
they have...?), as well as the
intrinsic and social needs
that drive those people to
improve their appearance.

In the case of these serv-
ices, the provider may find
that the market is largely fe-
male, middle income, sin-
gle or divorced, and driven
by a perceived need to “ex-
tend youth,” boost their self-esteem, and become more
appealing to the opposite sex.

Now, ask yourself this: Is this a market already
served in your urgent care center, or would it be a new
market you would have to attract? Selling additional
products and services to existing customers is gener-
ally a more successful and less expensive strategy
than marketing to an entire new group of consumers,
particularly if the service is in response to an unmet
need you know and understand.

Supply
After analyzing demand, it’s important to consider
supply.

To continue our medical spa example, competitive
analysis may uncover a host of providers at different
price points, including dermatology and plastic sur-
gery physician offices, day spas and destination resorts
with nurses on site, and, in some states, podiatry and
dental offices.

Low barriers to entry, such as vendor financing and
weekend training, have made it easy for a variety of
professionals to offer these services. As you identify
competitors, ask how their facilities and other ameni-
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ties compare to yours.
Are they meeting con-
sumer expectations?

If the
you're trying to reach ex-
pect to receive medical
spa services at an upscale
facility with a full range

with good patient care?

service?

of beauty products, it 3. Do medical personnel have the appropriate training, skill,
and professional competence to administer the service?

may be necessary to

invest in fixtures and 4. Will consumers utilize an urgent care center for the serv-
ice and will changes be required to existing operations

renovations to create an

atmosphere more remi- and facilities?

niscent of a “spa experi- 5. Will the service be provided in compliance with applica-

ence”—as some urgent
care centers that success-
fully offer aesthetic serv-
ices have done. Otherwise, your market could be lim-
ited to price-conscientious consumers who don't care
about frills, and to compete you’d have to adopt a vol-
ume strategy by offering the lowest price.

Adding ancillary services is more than purchasing
equipment, being trained, and running an ad, how-
ever. A thorough understanding of consumer expec-
tations and local competition is required.

Low barriers to entry and high competition almost
always necessitate a volume strategy. To attain high
margins, a practice needs to offer something unique,
which may be as simple as added convenience to ex-
isting customers.

The higher the initial investment to get started or
the presence of regulatory hurdles that limit the num-
ber of providers in an area, the more able a practice
will be to capture and defend high margins.

ble laws and standards?

Business Plan Development

Once a plausible opportunity has been identified, a
business case should be developed that documents ex-
pected revenues, projected expenses, and any impact
on existing operations.

Projected revenue should include future trends in
pricing and demand. Expenses should include capital
expenditures for equipment, facility enhancements,
staff training, and start-up marketing campaigns.

These data are used to create pro-forma financial
statements and will demonstrate future effects on
productivity and cash flow. As with starting a new ur-
gent care center, losses should be expected until vol-
ume is sufficient to achieve profitability.

WWW.jucm.com

Five Question to Consider When Evaluating the
Wisdom of Offering Ancillary Services

consumers 1. Are the services medically appropriate and consistent

2. Is there consumer demand or a community need for the

In addition to the pro-
forma, you should create
a formal business plan
that evaluates competi-
tion, legal and regulatory
hurdles (including Stark
Laws, Medicare regula-
tions and state/local re-
strictions), marketing
plans, and integration
with current operational
processes and systems.

While many people
treat the business plan as a
formality to attain financ-
ing, when done correctly
it assures that all of the re-
quired analysis has taken place prior to investing.

Short cuts, such as applying someone else’s business
plan, can often lead to disastrous results because what
is true of one market, location, or provider may not
be true of another.

In fact, if the business planning process is followed
correctly, many times the final decision will be to not
proceed with a project.

There are many great examples of urgent care prac-
tices that have successfully implemented the services
in Table 1 and increased their bottom lines while bet-
ter serving their patients.

A structured and disciplined approach to identify-
ing, evaluating, and planning ancillary services can as-
sure that your revenue diversification efforts result in
the “best of times” and not the “worst.” B

TAKE-HOME POINTS

= “Working smarter” involves diversifying income
streams with high-margin services.

= Brainstorm fresh ideas and “borrow” good ideas
that have been successful elsewhere.

B Give due consideration to the basic economic prin-
ciples of supply and demand.

= Create a business plan with a sense of purpose, not
simply as an exercise or a task to be completed.

= Careful analysis may lead you to conclude that a
given service is not a good fit for your practice.
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HEALTH LAW

Insulating Your Practice from
Sexual Harassment Claims

B JOHN SHUFELDT, MD, JD, MBA, FACEP

erriam-Webster’s Dictionary of Law describes sexual ha-

rassment as a form of employment discrimination con-

sisting of unwelcome verbal or physical conduct di-
rected at an employee because of his or her sex.

Quid pro quo sexual harassment occurs when a condition of
future or current employment is predicated upon fulfilling
sexual demands.

Finally, hostile environment sexual harassment occurs when
the harassment has the effect of interfering with the victim'’s
work performance or creates an intimidating, hostile, or
offensive environment that affects the victim’s psychologi-
cal well-being.

Sexual harassment claims and lawsuits are among the
most challenging and devastating claims affecting providers
both in their capacity as an employer and as a healthcare pro-
fessional because no matter how unsubstantiated the claim
is, the aftermath can have significant recriminations both per-
sonally and professionally.

As with medical liability issues, you can help insulate
yourself and your practice from sexual harassment claims by
taking a few simple steps.

Sexual Harassment Policy
Most important, ensure that your office has a sexual harassment
policy; every multiperson office should have one—in writing.
The document should delineate a zero-tolerance policy
toward the offensive conduct and should instruct the victim
to report any instances of misconduct immediately to their
supervisor or to you. The policy should be part of the new-
hire handbook and should be kept up to date.
Consult an attorney who specializes in employment law to

John Shufeldt is the founder of the Shufeldt Law
Firm, as well as the chief executive officer of
NextCare, Inc., and sits on the Editorial Board of JUCM.
He may be contacted at j/S@shufeldtlaw.com.

ensure your policy contains the necessary information. Post lit-
erature detailing the laws and policies about sexual harassment
and discrimination on the law in the employee break room.

Also, provide handouts about sexual harassment to your
employees.

These actions will help you defend against a sexual
harassment claim which the claimant believes occurred in
your office.

Under federal law, an employer is strictly liable for sexu-
al harassment committed by the supervisor or manager of
the claimant.

Essentially, this means that the employer is liable in a sex-
ual harassment claim decided against a manager or supervi-
sor. Strict liability of the employer can also occur when one
coworker sexually harasses another coworker if the employ-
er is aware of it and does not take appropriate action.

Therefore, as the employer, you must investigate and
document in writing all reports of sexual harassment. The
documentation should include the findings of your investi-
gation and what, if any, corrective action you will be taking.

It is often a challenge to maintain a professional working envi-
ronment in a close-knit, high-stress environment. You will open
yourself up to significant liability if the culture of your office per-
mits or encourages off-color jokes, sexually suggestive comments
or photos, or access to adult-content Internet sites.

Sexual harassment claims can also arise from allowing
employees to work in an environment that is both objective-
ly and subjectively offensive to a person of reasonable and
ordinary sensitivity. This will become a problem if a dis-
gruntled employee decides to make it an issue.

Workplace Romance

Given the amount of time spent at work, office romances are
not an uncommon occurrence. Persistent demands for a
date or relationship made by one employee which are not
favorably received by another, however, are frequently the
genesis of sexual harassment claims.
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A single inquiry by a physician to an employee would
probably not constitute sexual harassment; however, the
working relationship may become permanently impaired
after the overture. The bottom line is to avoid office
romances, particularly if you are in a position of authority or
if the individual is in your direct reporting chain.

Having a sexual relationship with a patient is a sure-fire
way to end up in front of your state medical board and/or in
civil court if the relationship goes sour.

State medical boards generally forbid sexual encounters
with current patients. Check your state medical practice
act to determine the amount of time that must lapse after
you have discharged a patient from your practice before you
can see him or her romantically.

I know of one instance where a bitter ex-wife informed the
state medical board that 18 years earlier, when she and her
physician ex-husband started dating, she was still his patient.

Suffice it to say, the state medical board’s response was
less than positive about his relationship despite the fact
that it was 18 years ago.

Know Your Insurance Policy

Understanding your insurance policy is of paramount impor-
tance in defending your practice against claims of sexual
harassment.

A typical office will have two kinds of insurance: a gener-
al liability policy which covers slip and falls and events
unrelated to the professional rendering of medical care,
and malpractice or medical liability insurance which relates
to claims arising in the professional rendering of medical
services.

Many general liability and medical liability insurances
exclude coverage of claims which allege sexual harassment,
discrimination, or other types of sexual misconduct. If you get
named in a sexual harassment suit and your policies exclude
that class of claims, you will have to pay the cost of mount-
ing a defense and whatever adverse judgment is awarded
against you or your practice.

In summary, an ounce of prevention is worth a pound of
cure insulating your practice against claims of sexual harass-
ment, and there are many ways to protect yourself and
your office against these very damaging claims.

In the end, following a few guidelines will lower your risk:

= Avoid office romances.

Do not have romantic relationships with patients.
Don’t tolerate a sexually charged office atmosphere.
Investigate and document claims of sexual harassment.
Distribute sexual harassment information, including
your policy, to your employees.

= Keep your policies and procedures up to date. ®
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Call for
Articles

The Journal of Urgent Care Medicine
(JUCM), the Official Publication of the
Urgent Care Association of America, is
looking for a few good authors.

Physicians, physician assistants, and nurse
practitioners, whether practicing in an
urgent care, primary care, hospital, or
office environment, are invited to submit
a review article or original research for
publication in a forthcoming issue.

Submissions on clinical or practice man-
agement topics, ranging in length from
2,500 to 3,500 words are welcome. The
key requirement is that the article address
a topic relevant to the real-world practice
of medicine in the urgent care setting.

Please e-mail your idea to
JUCM Editor-in-Chief
Lee Resnick, MD at
editor@jucm.com.

He will be happy to discuss it
with you.




OCCUPATIONAL MEDICINE

Public Speaking Skills
Enhance Professional Standing

and Proficiency

B FRANK H. LEONE, MBA, MPH

hether you are a clinician or a sales professional—or
both, as is often the case in the urgent care occupational
medicine arena—it is likely that you will find yourself in
front of an audience giving a talk at some point.
The topic may be a clinical one or something intended to
get the audience to employ your professional services; either
way, proficiency as a public speaker will greatly improve your

chance of making the most of the opportunity. = Be yourself. Many speakers think that humor has to be

Following are some key ingredients to a successful talk:
= Practice. The best way to become an outstanding pub-
lic speaker is to do it over and over again. Seek out
every opportunity, whether the group is related to

your profession or not, and work on your skills. = Monitor your movements. Beware of two extremes:

It need not be a large audience or especially formal
setting, either; local Rotary Clubs always need speak-
ers for their weekly meetings, for example.

= Prepare. Always take more time than seems necessary
to refine and practice your talk. You should know your
material so well that you can give it without the aid of

notes or audiovisuals. = Speak from the heart. So many talks seem canned and

® Structure. As Mark Twain famously advised: “Tell 'em
what you’re going to tell ‘'em, then tell 'em, then tell 'em
what you told 'em.” Let your audience know where you
are taking them and offer a crisp summary at the end.

= Involve. Assume that your audience is tight, unmoti- = Minimize audiovisuals. | tend to refrain from audio-

vated, and lackadaisical. You need to thaw this frost
from the “get go” and to get them involved. Your audi-
ence needs to be engaged both physically and mentally.

Frank Leone is president and CEO of RYAN Associates
and executive director of the National Association of
Occupational Health Professionals. Mr. Leone is the author

and has considerable experience training medical profes-
sionals on sales and marketing techniques. E-mail him at
fleone@naohp.com.

of numerous sales and marketing texts and periodicals, m Offer a challenge. Make your audience think. Ask ques-

I ask an audience to stand up to get their blood flow-
ing. At the same time | like to get them to start think-
ing about the subject at hand. With a larger audience,
ask a simple question, such as “What’s the greatest
challenge you face in dealing with the workers’ comp
system?” and have them share their answer with their
neighbors.

part of any public talk. If you are particularly funny, go
for it. On the other hand, if your personality is of the
more no-nonsense, business-first variety, do not try to
be a comedian.

the Wooden Indian and the Energizer Bunny.

The former hides behind a podium and maintains a
rigid posture (no wonder their audience usually finds
their talk boring!). The latter tends to race back and
forth across the stage. Your audience would likely find
such a technique forced and distracting.

come off as insincere. Incorporate a “from the heart”
segment into your presentation. When using phrases
such as, “Let me speak from the heart for a moment,”
markedly slow down your pace and delivery.

visual support during major presentations. Eye contact
with an audience is crucial and the use of audiovisu-
als inevitably compromises such contact.

Further, audiovisuals can be a distraction; you will be
tempted to turn toward the screen, read words that are
plainly seen by your audience, and periodically have to
address errors in the audiovisuals or equipment.

tions that are associated with your next thought (e.g.,

Continued on page 36.
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CODING Q&A

Deciphering Payor Language and

Other Challenges

B DAVID STERN, MD, CPC

Many procedures, such as injections and frac-
» ture care, are reported to patients as “surgery.”
Patients sometimes accuse us of false billing, as they
don’t consider these procedures to be a “surgery.” How
can we fix this problem?
A All third-party payors have installed computer software
« programs that have code descriptions loaded for each
CPT code. Many of these code descriptions are hard to under-
stand, and sometimes they are not truly accurate.

Getting payors to come up with more accurate and patient-
friendly code descriptions is likely to take many years. When pa-
tients express concern, you will need to educate them to them
on this issue.

You may want to give your staff a script to follow. An exam-
ple script might be, “Although many procedures are not accu-
rately described as ‘surgeries,’ the insurance company may have
that word loaded into their software program. They often use the
term ‘surgery’ for many procedures that do not involve a trip to
an operating room nor a skin incision.”

You may even offer to read or mail the patient the actual de-
scription from the CPT manual, as published by the AMA.

My new urgent care will be performing multiple pro-

« cedures, including suturing lacerations, conscious

sedation, and casting fractures. Since | am not a specialist,

should I use different codes to report procedures performed

in an urgent care center?

A All physicians use the same CPT, ICD-9, and HCPCS codes
» for the same procedures, diagnoses, and supplies.

However, some payors do pay more for the same proce-

David Stern is a partner in Physicians Immediate Care,
with nine urgent care centers in Illinois and Oklahoma,
and chief executive officer of Practice Velocity
(www.practicevelocity.com), a provider of charting, coding
and billing software for urgent care. He may be contacted
at dstern@practicevelocity.com.

dure—or even the same evaluation-and-management (E/M)
codes—if the procedure (or E/M) is performed by specialty
physicians. Medicare pays the same amounts for a procedure, re-
gardless of the specialty the physician. With other payors, it is not
uncommon to offer a fee schedule at a 20% to 30% premium
for specialty physicians.

Some urgent care centers have become accredited through
UCAOA and have been able to obtain contracts as physicians spe-
cializing in urgent care medicine. However, they often encounter
significant obstacles in receiving recognition as specialty physi-
cians by payors.

Do | have to use a preventive-care E/M code for a
« patient visit when the patient does not have a chief
complaint? An example would be a patient who has hyper-
tension but does not have any symptoms.
A A chief complaint is required for physician office E/M
» codes (99201-99205). For the asymptomatic patient, you
can simply note the problem; for example, “Patient presents for
a chief complaint of hypertension....”

How would | document a history of present ill-
«ness (HPI) for a patient who has an asympto-
matic problem, such as hypertension or elevated blood
sugar? How could | document the duration, location,
modifying factors, associated symptoms, quality, tim-
ing, context, and severity?
A Per the 1995 or 1997 E/M coding guidelines, you can note
»When the problem first started (i.e., duration); under the
associated symptoms, you could note that the problem is cur-
rently asymptomatic.

Under 1997 E/M coding guidelines, you can get credit toward
the HPIin past medical history under the chronic/ inactive prob-
lems. If you note one chronic/inactive problem and its status, you
get credit toward a brief HPIL. If you note at least three
chronic/inactive problems and the status of at least three

Continued on page 36.
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chronic/inactive problems, you get credit toward an ex-
tended HPI.

Can | use the established patient E/M code 99211
» for medication refills performed by a nurse?
A A medication refill by itself is not a separately coded
»service. If you only provide a simple medication refill,
then no E/M code is appropriate. If the clinical staff provides
an additional, medically necessary E/M service beyond the
medication refill, you may use code 99211.

Make sure that the clinical staff documents the actual E/M
service in the chart. A simple note with the patient vitals and
documentation of the refill is not adequate, as you must spec-
ify the additional E/M service that was provided.

For example, it is appropriate to document side effects of
a medication, the clinical staff’s discussion with a physician,
and the recommendation for follow-up.

Is it ever appropriate to bill a level-IV E/M code
»for a visit that does not have a documented phys-
ical exam?
A In some circumstances, it may be appropriate to code
»a 99214 without a physical exam, as an established
patient E/M is based on the three elements of the E/M—i.e.,
history, physical exam, and medical decision-making—but
with the established patient E/M, the lowest of the three el-
ements is dropped and the next highest element determines
the actual code.

Thus, it is possible to drop the physical exam from the E/M
algorithm and document only the history and medical deci-
sion-making; the code is determined by the lowest level of the
history and medical decision-making.

With a new patient E/M, however, the lowest element is
not dropped from the algorithm; instead, the lowest ele-
ment of the history, physical exam, and medical decision-mak-
ing actually determines the level of code.

In other words, when basing the E/M code on these
three elements, it is not possible to compliantly code a
level-IV new patient E/M code (99204) without docu-
menting a physical exam.

It may, however, be compliant to code a level-IV new pa-
tient (or established patient) E/M without a physical exam if
more than half of the total face-to-face time between the pa-
tient and the provider involved counseling and/or coordina-
tion of care. If coded by time, the total face-to-face time of a
99214 is 25 minutes; the total face-to-face time for a 99204
is 60 minutes.

Make sure that you document the total face-to-face time,
and specify that more than half of the time was devoted to
counseling and/or coordination of care. In addition, make sure
you describe the nature of the counseling. M

“When was the last time that you...” or “What do you
think is the best solution to the problem that I just
described?”).

= Show appreciation. Let your audience know how
appreciative you are at both the beginning and
end of your presentation. Be certain that the appre-
ciation is stated from the heart (say something like,
“I never take for granted that busy people such as
yourselves can find the time to hear what | have to
say; it means a great deal to me. Thank you.”).

Finally, some quick tips to drive these points home:

= Rearrange the room if necessary. Make the room
comfortable for you. Rearrange tables, put people
closer to one another, narrow your sight line, etc.,
so the atmosphere supports your objective as a
speaker.

= Repeat questions from the audience and keep
your answers brief. In addition to ensuring that
every member of the audience hears every ques-
tion, repeating each question gives you time to
think. It also clarifies things for your audience. And
keep your answers brief; they may be of interest
only to the person who asked the question.

® Never turn you back to your audience. Never
turn around to look at a screen or walk into an au-
dience to make a point.

= Repeat key points. Key points are far more impor-
tant than non-key points. Always repeat them.

= Don't fear silence. Nobody likes a motor mouth.
Give your audience a chance to catch their breadth.
Silence is golden.

u Alter your pitch. Audio record and listen to your
next presentation. Are there periods in which you
speak louder than normal and others softer than
normal? There should be.

u Vary the speed of your delivery. Likewise, speed
should be continuously adjusted throughout a pres-
entation.

= Pause before and after important points. Pauses
reinforce what you just said. What better time than
before and following key points?

= Act and look confident. If you enjoy speaking and
are well prepared, you should be confident. Makes
certain that this confidence comes across.

= End with an emotional story. We live in an emo-
tional world in which good deeds vastly outnumber
bad ones, even though the bad ones tend to be re-
peated at least as often as the good ones. Hook on
to a positive, emotional story and retell it. |

36 The Journal of Urgent Care Medicine | February 2008




Career

SEATTLE, WASHINGTON - URGENT CARE
Live the good life! As a MultiCare Urgent Care
physician, you will benefit from a flexible, rota-
tional, and “tailor-made" shift schedule with awe-
some work-life balance. Multi-specialty medical
group seeks B/C FP, IM/Peds or ER physician
for a full- and part-time positions. All urgent care
clinics are located within 40 minutes of down-
town Seattle. Integrated Inpt/Outpt EMR, excel-
lent comp/benefits, flexible shifts, and
system-wide support. Take a look at one of the
Northwest’'s most progressive health systems.
Year round temperate climate affords outdoor
enthusiasts endless recreational opportunities,
such as biking, hiking, climbing, skiing, and golf-
ing. For more information call (800) 621-0301 or
email your CV to MultiCare Health System
Provider Services at blazenewtrails@
multicare.org or fax to 866-264-2818. Website:
www.multicare.org. Refer to opportunity #513-
623. “MultiCareHealth System is a drug-free
workplace”.

COLORADO - EXPANDING URGENT CARE. No
Nights. Outstanding opportunity in a growing
practice with five locations. Residency trained
and board-certified Emergency/Occupational/
Family or Surgery. Excellent salary and benefits
package $175,000 - $220,000 plus. Email
rshamilton2 @ earthlink.net or fax 719-577-4088.

DENVER - ESTABLISHED MEDICAL GROUP
seeks a BE/BC Family Practitioner. Cases include
a full range of family medicine (no OB) and urgent
care. The practice was voted “Best of the Best” in
the area for 2007. Four day work week and no hos-
pital responsibilities. The practice offers a competi-
tive salary, incentive bonus, sign-on bonus,
relocation allowance and full benefits. Contact: Bob
Bregant at bbregant@hortonsmithassociates.com
or call 1-800-398-2923.

FULL-TIME PHYSICIANS NEEDED for a growing
Urgent Care Center located in downtown Denver,
Colorado. 2 years previous urgent care experience
is required. Must be willing to work in a fast-paced
environment and be a team player. Please fax CV
to (303) 455-6343 or mail to: 1 Broadway, #A100,
Denver, CO 80203.

One System. Many Options.

g MONTEREY BAY
URGENT CARE
MEDICAL CENTER. INC

Urgent Care Opportunity.
Monterey Peninsula. 3.5 day workweek.
No call. 20% occupational medicine.
BE/BC. Beautiful coastal California.
Fax (831) 372-1748

€

Carolinas HealthCare
E

Urgent Care Opportunities

Due to remendous expansion and growth, flexible
positions are available throughout the greater
Charlotte, NC area for BC/BE Family Medicine or
Emergency Room Physicians within our existing
and new Urgent Care practices. Carolinas
HealthCare System offers one of the largest Urgent
Care networks in the Southeast.

Qur facilities offer:

* Jobshare opportunities such as 7 days every
2 weeks

* Full time & part time

* Preferred compensation & benefits

* Excellent incentives

* No call

* Episodic care only

* 12 hour shifts

* A lifestyle thar fits your work/life balance

To discover more, visit our website:
www.carolinashealthcare. org/careers/physicians
or contact: Leisa Lackey, Physician Services:
leisa.lackey (@ carolinashealthcare.org
or call: (704) 355-5627; fax: (704) 355-5033
EOE/AA

WELl_STAR.x

™
WellStar Physicians Group is seeking
full-time and part-time BC/BE
Emergency Medicine or Family Practice
Physicians to join Urgent Care facility in
Smyrna. This office is located 15 miles
northwest of downtown Atlanta.

Candidates must have excellent
interpersonal and communication skills.
Malpractice coverage, no call, flexible
schedule, excellent benefits and
competitive compensation!

Send CV to:
provider.positions@wellstar.org
or fax to 770-792-1738

www.carolinashealthcare.org/careers/physicians

Please visit our website www.rja-ads.com/jucm for classified rates.

URGENT CARE OPPORTUNITIES ~ GRAND RAPIDS, MICHIGAN

Spectrum Health, one of the nation’s top integrated healthcare systems and the largest
tertiary referral center in West Michigan, is looking for a Medical Director and full/part-time
staff physicians of its Urgent Care Network located in the Grand Rapids metropolitan area.
This position is responsible for assessing and improving all aspects of patient care,
implementing medical staff policies, and ensuring the delivery of safe, cost effective,
high-quality, and efficient care in the Urgent Care setting.

This full-time Medical Director position, directly employed by Spectrum Health, is a mix of
administrative and clinical duties. Each year, the current five locations provide care for more than
130,000 patients and are open from 8:00am until 10:00pm, 7 days per week. Qualifications for all
positions include Board-certification or Board-eligibility in either Emergency Medicine, Family

Practice, or Urgent Care. Competitive salary/benefits package, including relocation allowance.

Grand Rapids is a prosperous and rapidly-growing city, (metropolitan population of 750,000),
45 minutes from Lake Michigan, and is known as the cultural, educational,
and economic hub of West Michigan.

For further information, contact: Wendy Jones,
Spectrum Health Physician Recruitment,
Phone: (800) 788-8410; Fax: (616) 774-7471
or email: wendy.jones@spectrum-health.org

NORTH CAROLINA

Accent Urgent Care & After Hours
Pediatrics is seeking a board-certified
Family Medicine, Emergency Medicine,

or Med/Peds physician. A minimum
of 3 years experience is needed.
We require excellent customer service
along with strong diagnostic, coding,
and procedure skills. ACLS and PALS
certification needed.

Accent Urgent Care & After Hours
Pediatrics is privately owned and has
been serving the Raleigh/Cary area of

North Carolina since 1996. Our practice
has established and maintains an excel-
lent reputation in our community for both
adult and pediatric medical care. A 2007
independent consumer survey ranked us
as “the best privately owned urgent care
in the Triangle”. Full-time physicians
typically work 10 hour shifts from 8am to
6pm. Weekend coverage is rotated
through the physician pool.

Our compensation package is excellent
and includes a competitive base
hourly rate, malpractice, retirement,
CME, ST disability, term life insurance,
and a flexible spending account.

Visit our website at
www.accenturgentcare.com
Direct Contact Information:

Scott McGeary, MD

E-mail:
scott.mcgeary @accenturgentcare.com
Fax: 919-859-4240

JUCM

Contact: Trish O’Brien
The Journal of Urgent Care Medicine
(800) 237-9851 * Fax (727) 445-9380
Email: jucm@rja-ads.com

WWW.jucm.com
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Northern California

Urgent Care & FP Opportunities

Sutter Medical Group (SMG) is seeking FP
physicians to staff an urgent care clinic
located in Roseville & Sacramento. SMG
is a multi-specialty group of 200+ physi-
cians.

¢ FT and PT opportunities are available.
- * Clinic hours of operation

The Sacramento Sierra Region is centrally located, an
hour and a half from the mountains of Lake Tahoe or the
bay of San Francisco. For the wine connoisseur, scenic
Napa Valley is just a short drive away.

Mon.-Fri. 6 p.m. - 10 p.m.
Sat.-Sun. 8 a.m. - 8 p.m.

Other Family Practice opportunities are also available
throughout the surrounding Sacramento areas.

% Sutter Health
= Sacrumento Sierm Region

With You, For Life.

........................................... Career Opportunities

WELCOME BACK
TO YOUR LIFE!!

ARE

New York, Mid-Hudson Valley

Openings for
BC/BE Family Practice &
Emergency Medicine physicians.
65 miles from Manhattan. Outstanding oppor
tunity for personal and professional growth in
the fastest growing practice in NewYork State,
located in one of the fastest growing regions in
NewYork State!!

¢ Unique Urgent Care facility integrated with
premier multi-specialty group medical practice.

* State-of-the-art facility.
* FElectronic medical records.
In-house digital imaging.
e Excellent compensation/partnership track.

Please Write, Fax or Email to:

Hal Teitelbaum, MD, MBA, Managing Partner
155 Crystal Run Road, Middletown, NY 10941
Fax: 845. 703. 6201
Email: hteitelbaum @ crystalrunhealthcare.com

7 Crystal Run

Healthcare

CRYSTALRUNHEALTHCARE.COM
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Join Freeman’s BEST!!

* TWO NEW free-standing Urgent Care Facilities

* Minor injuries and illnesses

* Walk in patients only

® Lab and x-ray on site

* Must be BC/BE, Residency Trained Physician

* Hospital based, FP or Urgent Care experience preferred
® Schedule is 4 days on and 4 days off

® EXCELLENT salary and benefits

JOPLIN, MISSOURI

* Metro area of 160,000 provides metro city amenities w.hile maintaining small town
atmosphere and comfort

® Ranked lowest cost of living in the Nation

* Sporting paradise with lakes, boating, fishing, and hunting, numerous golf courses and
campus community wellness center

# Excellent public and private schoals

L Edsy access to Kansas City, Tulsa, and St. Louis

* Strong diverse, stable economic base

* Mild climate — four seasons

For more information contact: Lana Hines 800-353-6812
Email: Irhines@freemanhealth.com, or fax CV to 417-347-9972

@leraCare

FLORIDA HOSPITAL URGENT CARE

Tt Olinds Cfgent Clse Qpostoty

Practice medicine in one of the most enjoyable places in
the country. Centra Care is an established, Florida Hospital-
owned, urgent care system in Central Florida. Centra Care
has 16 centers and two more under construction, all with
- 4 ons-site x-ray, lab and electronic medical records.

7\ We need BC/BE Family Practice, Urgent Care
% or Emergency Medicine Physicians. Centra
'y Care offers competitive compensation,
| productivity bonuses, paid vacations, paid
CME and malpractice insurance, excellent
benefits package including health, life

». and employer matched 403B.

40720026835

WWW.jucm.com



Career Oppgr[unities ..........................................

EMERGENCY MEDICINE/URGENT CARE
WISCONSIN

Marshfield Clinic is directed by over 750 physicians
practicing in over 80 specialties at 40 locations in central,
northern and western Wisconsin. We are seeking BC/BP
Family Practice physicians at the following locations:

« Park Falls - Emergency Dept./Urgent Care
« Rice Lake - Emergency Dept./Urgent Care
» Ladysmith — Emergency Dept./Urgent Care
» Marshfield - Urgent Care « Minocqua - Urgent Care
» Wausau - Urgent Care * Eau Claire - Urgent Care

We offer a competitive salary and a comprehensive benefit package
including: malpractice, health, life, disability, and dental insurance;
generous employer contributed retirement and 401K plans; $5,800
education allowance with 10 days of CME time; four weeks vacation
Ist year; up to $10,000 relocation allowance; and much more.

Please contact:
Sandy Heeg, Physician Recruitment, Marshfield Clinic
1000 N Oak Ave., Marshfield, WI 54449
Phone: 800-782-8581, ext. 19781 « Fax: (715) 221-9779
E-mail: heeg.sandra@marshfieldclinic.org
Website: www.marshfieldclinic.org/recruit

Marshfield Clinic is an Affirmative Action/Equal Opportunity employer that values
diversity. Minorities, females, individuals with disabilities and veterans are encouraged
to apply. Sorry, not a health professional shortage area.

MEDICAL DIRECTOR
Immediate Care Setting — Spring, 2008

Excellent opportunity for a Board-Certified ER Physician with
previous Medical Director responsibilities to join Edward
Hospital’s Immediate Care Centers. The current Bolingbrook,
[llinois site accommodates over 30,000 patient visits annually.
Edward will be adding a second site in Oswego, Illinois in early
spring 2008. The opportunity would offer growth potential with
plans for more Urgent Care sites to be built in the far western
Chicago suburbs. Qualified candidates will work on-site,
full-time, with both clinical and administrative duties.
Previous Leadership/Management experience preferably
in an Urgent Care setting is required.

The Bolingbrook site has 8 physicians in either full-time or
part-time clinical positions. Visit www.Edward.org to view this
location and hours of operation along with the other services
associated with our progressive state-of-the-art hospital.

Interested individuals should contact or
directly forward their curriculum vitae to:

Jason Shenefield, Physician Recruiter
Edward Hospital
801 S. Washington Street
Naperville, IL 60540
Phone 630-527-5306 - Fax 630-527-3069
Email: Jshenefield@edward.org

EDVVARD For people who don’t like hospitals

Services

BUSINESS BROKER SERVICES — Own a busy,
clinically excellent urgent care practice? Call for
a free consultation from experienced urgent care
business brokers. Contact Tony Lynch or Steve
Mountain at MT Consulting, 610-527-8400 or

Equipment i Sale] ...

CLOSING URGENT CARE CENTER - Every-
thing for sale. Medical, lab, X-ray, office and oth-
er furnishings as exam tables, EKG, CBC, X-ray,
cabinets, pulse oximeters, defibrillators, micro-
scopes, office furniture, etc. Excellent condition.

Marketing

ITS A NEW YEAR...
MAKE IT GREAT!!!

tony @mtbizbrokers.com; www.mtbizbrokers.com. Bargain $$. Dr. Victor Gong at 410-524-0075.

JUCM

THE JOURNAL OF URGENT CARE MEDICINE

With a circulation of 13,000 urgent care subscribers, there are plenty
of reasons why your company should be a part of
The Journal of Urgent Care Medicine’s 11 monthly issues.

Please visit our website
www.rja-ads.com/jucm
for classified rates, or to place your
ad in the next available issue.
Fax or email your advertising
message for a price quote.

Fax (727) 445-9380
E-Mail: jucm@rja-ads.com

Visit our website www.rja-ads.com/jucm for classified advertising.
If interested in a price quote, please fax or email your
advertisement to my attention.

Next available issue is April, with a closing date of March 4th.

Contact: Trish O’Brien
(800) 237-9851 * Fax (727) 445-9380 ¢ Email: jucm@rja-ads.com
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I DEVELOPING DATA

As an emerging distinct practice environment, urgent care is in the early stages of building a data
set specific to its norms and practices.

In Developing Data, JUCM will offer results not only from UCAOA’s annual benchmarking surveys,
but also from research conducted elsewhere to present an expansive view of the healthcare mar-
ketplace in which urgent care seeks to strengthen its presence.

In this issue: How did the corporate structure/organizational models among participants in
UCAOA’s benchmarking survey change between the 2006 and 2007 reports?

CORPORATE STRUCTURE/ORGANIZATION

. 53.8
Freestanding

Hospital-Owned

Muti-Specialty

Joint Venture

Combination with
Primary Care

Other

0 10 20 30 40 50 60 70 8o (+]e] 100

Percent of Respondents

Source of data: Benchmarking Your Urgent Care, 2007. Urgent Care Association of America (www.ucaua.org).

While the both the 2006 and 2007 reports were products of a relatively small sample, it is interesting to
note the movement toward freestanding clinics (from 47.5% of respondents in the 2006 report to 53.8%
in the latest edition) at the expense of hospital-owned clinics (which declined from 26.5% to 23.4%) and
clinics that exist in combination with primary care practices (from 7.8% to 3.2%).

As noted in previous issues of JUCM, UCAOA has embarked on an ambitious new research project in
partnership with Harvard University and Massachusetts General Hospital. The report based on those data
will be highlighted in a future issue and communicated in depth to UCAOA members by the association.

Are you aware of new data that highlight how urgent care is helping to fill gaps in patient satisfaction, or healthcare in gen-
eral? Let us know in an e-mail to editor@jucm.com. We'll include them in an upcoming issue and on our website.
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Accident and Medical Practitioners Association and
Australasian Society for Emergency Medicine
International Conference 2008

The Emergence of Urgent Car

ks
INTERNATIONAL PERSPECTIVES w & -~

. .&*
7 - 9 March 2008 *

Conference venue — Langham Hotel, Auckland New Zea
http://auckland.langhamhotels.co.nz

Speakers and participants from
New Zealand, Australia, Ireland and USA

> Full academic programme.

> Panel discussion on Urgent Care internationally.

> Partners' programmes.

> Dinner [ dance Saturday night with live band “Club nerd".

> Five star hotel. Special hotel packages.

Full programme and registration at www.ampa.co.nz/conference.html
OR
contact the AMPA office on +64 (9) 376 5783 or conference@ampa.co.nz

Accident and Medical
Practitioners Association A

@ AMPA g\




DID YOU NISS SONETHINT
ON THAT PATIENT? |

Practice Velocity will improve your profitability by

$10 PER PATIENT.

Try Practice Velocity systems

FREE FOR 30 DAYS.

If we can’t find you $10 per patient, simply stop using our systems and

PAY US NOTHING.*

*Terms and conditions apply. Not valid 60 days after publication.

" PLEASE CONTACT ME FOR A FREE REVENUE CYCLE | send to:
CONSULTATION WITH DAVID STERN, MD, CPC. . Practice Velocity
1673 Belvidere Road
name: Belvidere, IL 61108
clinic: - or contact us at -
position: info@PracticeVelocity.com

phone: 888.357.4209 PHA[:TICE VELUCITY®

email: www.PracticeVelocity.com Urgent Care Solutions®
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