
BACKGROUND

The Saint Joseph Hospital Internal Medicine 
residency teams use two cross cover pagers 
for after hour paging to the overnight team. 
Between 7 a.m. and 6 p.m., the primary 
resident caring for the patient should be paged 
rather than the cross cover pager. During the 
day, the call team carries these pagers and 
answers cross cover pages that come to them 
and triages or redirects to the primary team.

PURPOSE

The goal of this quality improvement project 
was to streamline communication and reduce 
redundant work by decreasing the number 
of cross cover pages inappropriately sent 
between 7 a.m. and 6 p.m. when the day 
team should be contacted.

METHODS

Cross cover pager data was analyzed for how often the cross cover pager 
was paged during the day. A survey was sent to nursing staff to identify areas 
of trouble regarding pager communication. With this data, we theorized clear 
terminology and nursing and resident education could reduce extra work. We 
added a “relationship” in Epic for the primary provider to select called ‘First Call 
(7 a.m. - 6 p.m.)’. Nurses and residents were educated on using this relationship, 
effective April 2, 2018. New interns joining the internal medicine residency 
received education on the topic as a part of their orientation. Cross cover pager 
data was analyzed again after the intervention.
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DISCUSSION

Based on preliminary data, our intervention of clearly identifying the primary 
contact person in the electronic medical record reduced the number of pages to 
the cross cover pager during the day. Additionally, text pages sent to the cross 
cover pager were repeated fewer times than numeric pages indicating quicker 
response to text pages.

RESULTS

Initial evaluation of the problem revealed in the months of July and August 2017, 
there were 107 and 118 inappropriate pages, respectively. A nursing survey  
(34 responses) showed the majority of nurses use the PER in EPIC to determine 
who to call about patient care. They commonly described finding multiple 
providers listed on the PER with similar titles like “resident.” Nurses said this was 
confusing and reported an average of 1-2 times a week that the wrong number 
was paged and had to re-page to contact the appropriate provider for patient 
care. After the intervention, adding the “First Call (7 a.m. - 6 p.m.)” relationship 
in April, 2018, pager data was reanalyzed July 2018 and August 2018 with 
78 and 87 inappropriate pages made each month, respectively. Following our 
intervention, there was a 25% reduction in inappropriate pages from July 2017  
to July 2018 and 26% reduction in inappropriate pages August 2017 to  
August 2018. As a secondary measure we noted that text pages were repeated 
less often than numeric pages with 5.46% of numeric pages repeated and 
1.26% of text pages repeated when averaging May, July and August 2018 data.
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