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Questions and Answers: Re-Opening Primary Care 
Webinar 
June 9, 2020 
 

 

PPE 
 
Q: PPE question - we are masked + goggles for all in person visits. We also have 

gloves, homemade gowns. Very limited yellow gowns, if possible covid/ 
symptoms. What are others wearing? 

 
A:  We do the same at our office. And we are lucky enough to have had some handmade 

masks donated that we have all patients wear, regardless of screening result. 
 
A:  We do the same, mask and gloves for every visit but gowns only if symptomatic or 

positive screening. 
 
Q: Are offices wearing gowns for all in-clinic visits? Or just droplet precautions? 
 
A: Gowns are not recommended unless you are doing an aerosol generating procedure. 

PPE Requirements can be found here: https://swcovidtools.ca/ppe-personal-
protective-equipment/ 

 

All interactions with and within 
2 metres of patients who 
screen positive   

Droplet and Contact precautions: 

 Surgical/procedure mask 

 Isolation gown 

 Gloves 

 Eye protection (goggles or face shield) 

 Perform hand hygiene before and after contact 
with the patient and the patient environment,  
and after the removal of PPE 

All interactions with and within 
2 metres of patients who 
screen negative 

 Surgical/procedure mask required 

 Use of eye protection (goggles or a face 
shield) should be considered 

 Perform hand hygiene before and after contact 
with the patient and the patient environment 
and after the removal of PPE 

 
 
 
  

https://swcovidtools.ca/ppe-personal-protective-equipment/
https://swcovidtools.ca/ppe-personal-protective-equipment/
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Q: If you have a patient who is capable of wearing a mask but refuses to do so, can 
we deny them an office visit or are we going against the Human Rights Code? 

 
A: See https://swcovidtools.ca/patient-visits-things-to-consider/ response under CPSO:  

"Can I refuse service to a patient who refuses to wear a mask? 
 
CPSO response: if you encounter a situation where a patient declines to wear a mask 
(or another face covering), sensitively explain the expectation that they wear a mask 
and the importance of protecting all involved by following the recommendations of 
public health organizations. Depending on your patient’s needs, and your ability to 
safely isolate and provide care, you may need to defer or reschedule their appointment 
or redirect them to a setting that can safely provide care to them. 
 
Be aware that some patients may have a health condition that makes it difficult or 
uncomfortable to wear a mask." 

 
A: Re: anxiety, I ask them to wear until in room then I am in mask and shield and allow 

them to remove if I can convince. 
 
Q: Are there any resources for PPE costing? 
 
A: Rotman Business School/Toronto has an online PPE marketplace to see what the 

market cost is for these supplies. There should be a link for this under our website 
PPE bucket. https://www.covidppehelp.ca/Marketplace/PPE-Offers 

 
 

Online Resources/Guidelines 
 
Q: What is the link to the website listing the tools for primary care? 
 
A: www.swcovidtools.ca 
 
Q: Are there any online resources for signage? 
 
A: I found some good free signage at https://www.displays2go.ca/S-4316/covid-19-

printable-signs 
 
Q: What are the most current guidelines for completing MOT driver physicals? 
 
A: See https://www.ontario.ca/page/extended-validation-periods#section-4 for truck 

drivers which allows extension of their driver's license. 
 
  

https://swcovidtools.ca/patient-visits-things-to-consider/
https://www.covidppehelp.ca/Marketplace/PPE-Offers
res:////G2MResource_en.dll/www.swcovidtools.ca
https://www.displays2go.ca/S-4316/covid-19-printable-signs
https://www.displays2go.ca/S-4316/covid-19-printable-signs
https://www.ontario.ca/page/extended-validation-periods#section-4


Q&A: Re-Opening Primary Care Webinar, June 3, 2020 Page 3 of 7 
Ontario Health West – South West Non-Hospital Planning Table 
 

Q: Does anyone have an organizational policy for providing virtual care that they 
would be willing to share? 

 
A: A set of digital tools for virtual care, consents, etc., for virtual work is available at 

https://ontariomd.news.  
 
Also check out resources for virtual visits here: https://swcovidtools.ca/patient-visits-
things-to-consider/ 

 
 

Patient Appointments 
 
Q: Interested to know how many folks are doing a "hybrid" in person visit with 

questions virtually prior to an in person visit where in person is deemed 
necessary. 

 
A: For all patients who are coming to the office, I do a virtual visit 1-2 days prior to their 

in-office visit to deal with as many questions as possible to decrease the time the 
patient and I are exposed to each other. 
 

A: Suggestion - always offer virtual visit first, and then if in-person appointment 
considered necessary, schedule next day available. 

 
A: We agree and have emphasized a virtual first approach where possible as well. This 

approach also aids with PPE conservation strategies 
 
A: We do hybrid for first prenatals...complete the prenatal records virtually, then come in 

for exam. 
 
A: I do my 1st prenatals virtually to do the forms then bring patients in at 11-14 weeks 

following the "interim schedule for children and pregnant women during the Covid-19 
Pandemic" which is available on the OMA website, very helpful. 

 
A: We do this for well baby visits as well – Rourke/Nipissing can be sent to parent ahead 

of time via email or staff or MD can do over the phone to limit time in office 
 
Q: Could we bring in a patient with COPD on home O2 for joint injection for chronic 

pain? 
 
A: At this point, it comes down to whether your office is ready to do this type of work. In 

my office I have restarted joint injections for folks who struggle with chronic pain with 
prescreening of patient to ensure the screen negative, PPE, and infection control and 
prevention procedures to ensure safety of all. 

 
A: The same would be for elderly patients (80+) who rely on their injections to be 

functional  
 

https://ontariomd.news/
https://swcovidtools.ca/patient-visits-things-to-consider/
https://swcovidtools.ca/patient-visits-things-to-consider/
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A: Need to weigh the risks and benefits to your patient and to you and your staff. This is 

likely low risk if they don’t have new acute symptoms, wear a mask and contact 

precautions are used.  A home visit may also be an option if coming to the office might 

be too risky for the patient?  See tips for home visits on this page: 

https://swcovidtools.ca/patient-visits-things-to-consider/ 

Q: How do you block your phone number when calling patients, and over 
FaceTime? 

 
A: #31# blocks your cell phone number for Rogers and Telus. Also, on an iPhone, you 

can go to settings>phone>show my caller ID and toggle off to block your phone 

number for all calls  https://swcovidtools.ca/patient-visits-things-to-consider/ 

For FaceTime, you can create a separate Apple ID for professional use and log in 

using that one if you wish.  

Q: Some patients do not accept no id phone calls (through bell), how do we get 
around it? 

 
A: Patients can contact Bell to remove this (which most people don't know they even 

have!). Our office staff prepares our patients for a call to come from an unknown 
number at the specified time of the appointment or thereabouts. This has helped 
mitigate some of the challenges with connecting. 

 
A: Can also leave a message stating it is you calling and that their phone is set to block 

your call and advise you will call back in a few minutes. This usually works.  Also staff 
from your office could place the call and connect you in a conference call and then 
hang up. 

 
Q: Wondering how other offices are opening their waiting rooms- we have kept 

people out of the office and let them in only when they call that they have 
arrived.  Limits on number of people? 

 
A: We are planning for down the road by measuring out the space between seats to be 

6+ feet apart.  
 
A: We purchased a door bell for our front door that patients ring. They arrive 5 min before 

appointment only. Chairs are physically distanced in waiting room and specifically 
numbered for each receptionist. Signage is available here: 
https://swcovidtools.ca/patient-visits-things-to-consider/ 

 
Q: Can I clarify are people doing routine pap smears at this time or not? 
 
A: In our office we are not doing routine paps yet - however if we had a patient with a 

history of abnormal results we would do follow up. 
 
  

https://swcovidtools.ca/patient-visits-things-to-consider/
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Q: Are you able to email a requisition instead of faxing to LifeLabs? 
 
A: Yes, the email address is mpatientreqson@lifelabs.com 
 
A: I am using SR fax to send all lab requisitions, diagnostic imaging requests in the 

community and PrescribeIT (where able) for prescriptions. Ideally, my practice is now 
paper free. 

 
A: Dynacare has a similar process. 
 

Cleaning/Sanitizing 
 
Q: What are your exam room cleaning procedures and what is everyone actually 

cleaning their exams rooms with? How long should we wait in before putting the 
next patient in that same room? 

 
A: I'm cleaning with Optim wipes and Biotext, and trying to space out patients as I only 

have my office to examine patients in... 
 
A: On www.swcovidtools.ca (Health and Safety section), there is advice on sanitizing and 

cleaning. 

A We also use Caviwipes and spray. 
 
Q: Where do you get your Caviwipes? 
 
A: Medical Mart, CPC Healthcare, Stevens Medical, Surgo 
 

Patient Communications 
 
Q: Does anyone using MEDEO know how to mass email patients? 
 
A: Here’s how:  

 You run your query of the patients you want to send to  

 Then in the drop down of the query there are two choices  
o Send Medeo invitation – to invite everyone in your database that is not already 

using Medeo to use it 
o Send Secure Message – to send a group message to everyone in your query 

 

COVID-19 Screening/Positive Patients 
 
Q: Are any other clinics having patients who screen positive get tested before 

seeing them in the clinic? (as long as it is not urgent) 
 
A: Yes, we would do this, if they screen positive and the issue is not urgent. 
 

mailto:mpatientreqson@lifelabs.com
http://www.swcovidtools.ca/
https://swcovidtools.ca/sanitizing-cleaning/
https://swcovidtools.ca/sanitizing-cleaning/
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Questions that we were unable to answer during webinar 
 
Q: If we have a patient who screens positive for COVID-19 and sounds stable but 

needs to be seen, are we expected to see them or send to ER (i.e., child with ear 
infection)? 

 
A: ER should be reserved for emergencies.  You can see them in your office, assuming 

you can take the necessary precautions. A home visit or seeing them outside (i.e., in a 
drive-through fashion) may be options. 

 

All interactions with and within 
2 metres of patients who 
screen positive   

Droplet and Contact precautions: 

 Surgical/procedure mask 

 Isolation gown 

 Gloves 

 Eye protection (goggles or face shield) 

 Perform hand hygiene before and after contact 
with the patient and the patient environment,  
and after the removal of PPE 

All interactions with and within 
2 metres of patients who 
screen negative 

 Surgical/procedure mask required 

 Use of eye protection (goggles or a face 
shield) should be considered 

 Perform hand hygiene before and after contact 
with the patient and the patient environment 
and after the removal of PPE 

 
Q: What are the recommendations for patients who are persistently positive or 

become positive after becoming negative? 
 
A: Current testing and clearance guidance is found here; 

http://www.health.gov.on.ca/en/pro/programs/publichealth/coronavirus/docs/2019_testi

ng_clearing_cases_guidance.pdf 

All cases can now be cleared by a non-test based approach.   

“Can discontinue isolation at 14 days after symptom onset (or 14 days from positive 

test collection date if never had symptoms), provided that the individual is afebrile and 

symptoms are improving for at least 72 hours. Absence of cough is not required for 

those known to have chronic cough or who are experiencing reactive airways post-

infection.” 

Q: Should all patients be wearing masks when coming into clinic? What if we don't 
have enough to provide the patient with this? 

 
A: Yes, patients over the age of 2 should be expected to wear a cloth mask.  We ask 

patients to bring their own. We can offer a surgical mask or get a supply of cloth 
masks (less waste and then the patient can use the cloth mask in other settings) to 
provide those who don’t have one.  You cannot sell masks to patients as per CPSO.   

 

http://www.health.gov.on.ca/en/pro/programs/publichealth/coronavirus/docs/2019_testing_clearing_cases_guidance.pdf
http://www.health.gov.on.ca/en/pro/programs/publichealth/coronavirus/docs/2019_testing_clearing_cases_guidance.pdf
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Q: Is anything being done regarding diabetic billing especially for those that cannot 
access OTN? 

 
A: Loss of these billings are a significant financial loss to many offices.  Determining 

whether to bring a patient in for a visit should be based on the patient’s best interest, 

not financial considerations.   This is a matter for advocacy with the Ministry of Health. 

These questions should be addressed to your MPP and the Miinister of Health.  

https://www.olA:org/en/get-involved/contact-mpp 

OMA and the Section of General and Family Practice are aware of this issue and 
advocating on your behalf as well.  

 
Q: How concerned are folks about potential for asymptomatic transmission, in light 

of the PPE recommendations for screen positive vs. screen negative? 
 
A: COVID-19 does have asymptomatic transmission. That’s why it’s important for all 

patients attending the office to be asked to wear masks and perform hand hygiene 

upon arrival (to protect other patients) and for you and your staff to follow the PPE 

guidelines for patients screening negative (to protect you and your staff). 

https://swcovidtools.ca/ppe-personal-protective-equipment/ 

https://www.ola.org/en/get-involved/contact-mpp
https://swcovidtools.ca/ppe-personal-protective-equipment/

