
WHEREFORCARE
PROVIDER TOOLKIT
A toolkit for healthcare providers to educate patients on 
WHERE FOR CARE
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Introduction
To help you address many of the common challenges associated with decreasing preventable 
and avoidable Emergency Department visits, the Northern Michigan Community Health 
Innovation Region (NMCHIR) has produced this provider toolkit.

The aim of this toolkit is to mobilize primary care providers and healthcare systems to utilize 
evidence based approaches to educate clients on how to appropriately use the Emergency 
Department and to coordinate access to care.

In this toolkit, you’ll find useful tools, policy recommendations, and resources to help get 
your practice on the road to achieving lower Emergency Department visit rates for clients 
and improving awareness of the resources your practice has to offer. The toolkit is organized 
into content that can be used in office and content that can be distributed directly to clients. 
Additionally, there are policy recommendations that practices can take up. 

We recognize that every practice has different needs and client populations—as such, please 
know that the templates shared can be edited to suit the needs of your practice.

This toolkit is a living document and will be updated throughout the campaign period. A 
downloadable version will be available at www.whereforcare.info.

We hope that you find the toolkit useful and consider sharing it with your colleagues. 
We applaud your efforts to take on the challenge of decreasing preventable Emergency 
Department visits. 
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How is Our Office Doing?
Assessment Tool
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Provider offices are already doing a substantial amount of work to decrease avoidable/preventable 
Emergency Department visits. This toolkit aims to provide your practice with tools to help decrease 
these visits and to measure the great work you have already been doing.

Please take a few minutes to fill out this assessment form to see where your practice is doing well 
and to identify areas for improvement. Once completed, you can find targeted resources in the 
toolkit to improve your score.

As part of the efforts to measure how offices in our region are doing, we would like to receive a copy 
of your initial assessment. Please scan and email a copy of the completed assessment to: 
Nicole Schaub (nschaub@dhd10.org). 
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Recommended Policy Changes
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Ensuring that patients receive the best care - begins and ends in the primary care office. Policy 
changes are an effective method to increase coordination among staff when scheduling appoint-
ments and to increase client understanding of the resources their medical home provides.

If your practice already has many of these policies and procedures in place, this is a great time to 
review those policies to ensure that all staff are aware and are implementing uniformly.

This section contains  straightforward policy and process changes that can help improve care co-
ordination, increase client use of services, and decrease preventable/avoidable Emergency Depart-
ment visits. 

APPOINTMENT SCHEDULING

AFTER-HOURS CALL LINE

EMERGENCY DEPARTMENT USAGE FOLLOW-UP

• Provide guidance to front desk staff to help determine if a 
patient needs a same-day appointment 

• Create policy that ensures front desk staff direct all clinical 
questions to medical staff

• Have same day and next day appointments available every day

• Have an after hours call number available – either with on call 
staff or a third party service

• Have scripting that highlights after-hours number rather than 
directing patients to Emergency Department

• Have a process to follow up with clients who use the 
Emergency Department

• Have a process to track high utilizers of the Emergency 
Department

• Have a process developed to intervene with high users of the 
Emergency Department

• Have a process to created tailored care plans for high users 
with chronic conditions
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Patient Education Tools
Knowledge is power. Patients who are aware of the resources their primary care office offers are 
more likely to use those resources. Use the tools in this section to empower and educate your pa-
tients.

These tools can be displayed in office to cue patients and staff to start conversations about pre-
ventable/avoidable Emergency Department usage. These tools can be shared with patients to take 
home and to use when they are unsure where to go to care. Lastly, these tools can be used to pro-
vide guidance to clients with specific health conditions and to give them the confidence to contact 
your office when they need to.

New Patient Welcome Letter 
Use this letter template as part of your welcome packet to new clients to encourage them to receive 
appropriate care from your office instead of heading to the Emergency Department.
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Primary Care Reminder Letter 
Use this letter template to follow up with clients who have recently visited the Emergency Depart-
ment for preventable/avoidable reasons.

This reminder can help cue patients to call your office first next time and to schedule a follow up 
appointment after their Emergency Department visit. 
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There are many uses for this versatile format! You can include wallet cards as part of your welcome 
packet to new patients, you can hand them out in the office, and you can have them as a promo-
tional tool for events.  Choose between a detailed symptom option and a simplified option and 
customize with your logo and contact information.

OUTSIDE: Customize your logo on center or left panel

INSIDE: Detailed Option

INSIDE: Simple Option

Medical Wallet Cards 
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Like the medical wallet cards, the dental wallet cards can have many uses.  You can include wallet 
cards as part of your welcome packet to new patients, you can hand them out in the office, and you 
can have them as a promotional tool for events.  Choose between a detailed symptom option and 
a simplified option and customize with your logo and contact information.

Dental Wallet Cards 

OUTSIDE: Customize your logo on center or left panel

INSIDE: Detailed Option

INSIDE: Simple Option
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DETAILED MAGNET

SIMPLE MAGNET

MEDICAL MAGNETS

Magnets are a unique way to stay top-of-mind in a patient’s home if he or she is experiencing a 
medical issue. Choose between a detailed symptom option and a simplified option. Customize 
magnets with your logo and contact information at the bottom.

Magnets 
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DETAILED MAGNET

SIMPLE MAGNET

DENTAL MAGNETS
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ID Badge Sticker
One of the best ways to provide education is to get patients to talk to staff about the issue of pre-
ventable/avoidable Emergency Department usage. By displaying posters and badges in your office 
with this messaging - your staff can help jumpstart that conversation.
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Care Plan Templates
Patients with chronic conditions have special health needs and may have flare ups that require 
immediate care but not a visit to the Emergency Department. Use these templates as a take home 
tool for clients to reference in the case of a flare up of their condition. Extra boxes are provided al-
lowing you to customize your care plans.
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Posters
An effective way to communicate with your patient population is to display posters in your exam 
rooms, check-in areas, and waiting rooms. Below are some examples of posters available to you 
through this toolkit.
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Social Media Posts

January

• #whereforcare if I have a bad cough? 

• New Year, New You? Schedule a physical today to make sure you’re ready to start the year right. 
#whereforcare means checking up on your health regularly to prevent serious issues. 

February

• Love is in the air and so is the common cold! Feeling under the weather? Remember 
#whereforcare means only using the ED for Emergencies. Call us first for cold and flu!

• #whereforcare in terrible weather? Call our after-hours line to speak to a medical staff person 
without having to brave the roads. 

March

• Feeling green? #whereforcare means going to urgent care for nausea or calling us to schedule a 
same day urgent appointment

• #whereforcare with sinus pain? Call us first!

April

• #whereforcare if I need a prescription refill? – Always call us first. We can often refill prescriptions 
over the phone!

• Having a medical home means getting to talk to a provider who knows you when you aren’t 
feeling well. Call us anytime you have questions about your health instead of going to the ED 
after hours (after hours number)

May 

• Did April showers bring May flowers and itchy, scratchy, allergies? Call us first for minor allergic 
reactions! #whereforcare

• Our office is your Medical Home. That means we want to answer your medical questions and 
take care of you first. Call us today! XXX-XXX-XXXX

June

• Remember – the Emergency Department is only for Emergencies! #whereforcare (stoplight 
graphic)

• Sun’s out, guns out! Got a sun burn instead of a tan? Visit urgent care, not the ED.  
#whereforcare

Social media is one of the most effective and affordable ways to communicate to your patients and 
the general public.  Below is a social media schedule for Facebook, Instagram, and Twitter to help 
promote the Where For Care campaign.  Adding images to each post will make them stand out 
even more.  One important tip - do not copy images from search engines like Google.  Make sure 
you have permission to use any images on social media. Consider getting stock photography sub-
scription to sites like iStockPhoto, Shutterstock, or Adobe Stock. 
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July

• Don’t “wait it out” – call our office when you’re feeling sick. We can help you find the right place 
to go for care. 

• Is it urgent or emergent? National Urgent Care Association graphic (https://cdn.ymaws.com/
www.ucaoa.org/resource/resmgr/Media/UCAOA-Infographic-UCvsER_FIN.pdf) 

August

• #whereforcare when my doctor’s office is closed? Try urgent care or our after hours number 
first!

• Summertime cuts and scrapes can easily be treated at your doctor’s office. #whereforcare

September

• Not sure where to go for care? You can always call our office and talk to a medical staff member 
– during OR after office hours

• Is it a strain or a sprain? Visit urgent care instead of the ER to get the best level of care 
#whereforcare

October

• What does it mean to have a “primary care provider”? And, why do I need one? – Learn more 
here: https://medlineplus.gov/ency/article/001939.htm

• #whereforcare when you need help today? Call us to schedule a same day urgent appointment!

November

• Working late? Our office may be closed but our / the nearest Urgent Care Office stays open until 
_________.

• #whereforcare to get a flu shot? There are plenty of places to get the flu shot but remember the 
ER should never be your first choice for preventive care. Call us first to schedule an appointment 
today. 

December

• Get a bump in the night? Don’t worry! You can always call our after-hours medical line for 
consultation from a medical staff member.

• #whereforcare if I think I have a UTI?
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Why is Inappropriate/ Overuse of the Emergency Department so important?

American College of Emergency Physicians: ER Visits Increase To Highest Recorded Level
Description: Information on the climbing rates of Emergency Department visits
http://newsroom.acep.org/2017-09-13-ER-Visits-Increase-To-Highest-Recorded-Level 

Advisory Board: Reducing Avoidable Emergency Department Use
Description: Learn about current Emergency Department utilization trends, understand the 
business case to right-size Emergency Department use, and get a roadmap of successful Emergency 
Department avoidance strategies. 
https://www.advisory.com/research/population-health-advisor/studies/2017/reducing-avoidable-
emergency-department-use 

Becker Hospital Review: Emergency Departments Facing Public Health Crisis
Description: Emergency Departments are reaching capacity more frequently, beds for new patients 
are unavailable and full ERs are requesting ambulances to bypass them for other hospitals
https://www.beckershospitalreview.com/hospital-management-administration/emergency-rooms-
facing-public-health-crisis.html

What other toolkits can my practice use for this issue?

Community Care of North Carolina’s “Methods to Help Tackle Emergency Department Visits”  
Practice Toolkit

Description: Designed for primary care practices to integrate the tools and strategies within their 
practice workflow to help decrease avoidable Emergency Department visits by patients.
http://www.ccwjc.com/Forms/QI%20Forms/Practice%20ED%20Toolkit.pdf 

Robert Wood Johnson Foundation Quality Notes on Emergency Department Overuse
Description: List of resources including: campaign materials, care coordination tools, and best practices 
to decrease Emergency Department overuse.
https://www.ospdocs.com/resources/uploads/files/PDFs/Emergency%20Room%20Tools/pdf-
20131003131456.pdf 

MidSouth PTN Reducing Preventable Emergency Department (ER) Utilization
Description: Comprehensive  toolkit covering access, education, and follow up with links to a variety of 
templates and survey formats. 
https://midsouthptn.com/wp-content/uploads/2017/07/ED-Toolkit_7.19.17_final-1.pdf

How can my practice help stop Emergency Department overuse locally?

Northern Michigan Community Health Innovation Region 
Description: A community-based mechanism to improve community health composed of partners 
from many different sectors. With the support of a backbone organization, partners work together for 
better population health and health care at lower costs.
Contact:  Nicole Schaub, nschaub@dhd10.org

 
MiBridges

Description: Look for resources based on location and need. Families can apply for DHHS services here 
also and track the progress of applications. We encourage all agencies to become referral partners.
 https://newmibridges.michigan.gov/

Other Resources
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Other Resources Continued

How can my practice help stop Emergency Department overuse locally?

Northern Michigan Regional Entity 
Description: The NMRE manages and coordinates prevention, treatment, and recovery support ser-
vices individuals with a substance use disorder.
https://www.nmre.org/

Community Connections 
The goal of Community Connections is to improve links with patient-centered medical homes and 
community resources. There are 3 Community Connections ‘hubs’ based in Northern Michigan.
• District Health Department #10 HUB: 1-888-217-3904
• Grand Traverse Regional HUB: 1-833-674-2159
• Health Department of Northwest Michigan HUB: 1-800-432-4121

How can I customize the Patient Education Tools?

You will be provided with a flashdrive that contains all Patient Education Tool files  
• You can download the files to your computer and then email them to a printer, upload them to the 

printer’s website, or provide the printer with the flashdrive directly
• Most printers will be able to add your logo and contact information to the branding areas of each file
• Be sure to provide the printer with a high-resolution logo with a transparent background if available
• If your logo is designed with light or yellow colors, you may want to consider using an all-black logo 

that will look best on top of the yellow branding area
• District Health Department #10 is also willing to help customize Education Tools

What printer should I use?

Wallet Cards  
• Go Imprint is an online printer that is capable of printing tri-folded wallet cards.  
• Card Size = 6.75” x 3.5” folded to 2.25” x 3.5”
• https://www.goimprints.com/product/wallet-card-6-75x3-5-flat-size-laminated-tri-fold-14-pt-

5692887/?utm_source=google&utm_medium=product%2Bsearch&utm_campaign=base 
Magnets

• Custom Magnets is an online printer that is capable of printing the magnet designed for this 
toolkit.

• Magnet Size = 8.25” x 6.75”
• https://www.custom-magnets.com/6-75-x-8-25-magnets-personalized.html

Badge Stickers
• You can print these on business card stock available at any office supply store. Just add double-sided 

tape to the top of the card and then stick to the back of your badge at the bottom.
• You can also have them professionally printed at VistaPrint or any printer you choose.  You can then 

add the double- sided tape to the top and stick to the back of your badge.
• Badge Sticker Size = 2.5” x 3”
• https://www.vistaprint.com/business-cards/standard




