
Digital Care Culture in Social 
Distancing Environment 

With the rapidly increasing transition 
to electronic virtual care, patients 
experiencing symptoms are more apt 
to pick up their mobile devices and 
send an email than pick up the phone 
and call their doctor's office. 

"In the Escondido Primary Care 
department, most symptomatic emails 
are screened by the Registered Nurse 
(RN) before reaching the provider," 
remarked Christine Shultz, RN at the 
Kaiser Permanente Escondido Medical 
Offices.  

The RN screeners are often the first line of care for our patients. "Screening is a challenging job requiring 
keen assessment skills to determine and prioritize action," said Shultz. "Some days, it feels like we're a 
telemedicine emergency room, preparing for anything and everything to come through that electronic 
door -- my first email may be a stubbed toe and the very next is active chest pain."  

Recently, the team sees a higher volume of emails related to potential COVID-19 symptoms. During this 
pandemic crisis, Shultz has noticed an interesting trend. Along with patient concerns and symptoms, 
some patients have been trying to take a more active role in their health by coming up with ways to care 
for themselves.  

Instead of patients sending an email listing their symptoms and then asking, "so what do I do," the next 
line will be something like, "I'd like to try this. What do you think?" 

"This is a challenging time for health care workers and the load can be tremendous. I think the patients 
see this too, and they are stepping up to the plate and doing their part to try and find solutions," said 
Schultz. 

"It's wonderful to work with patients who want to find solutions. I only see good coming from patients 
and health care providers working together for a common goal—patients' health." 

Along with the patients participating more in their care, they are also sending emails with suggestions to 
help others during the current COVID-19 pandemic. 

"I will get emails with patterns for homemade masks, suggestions for food and job resources in the area 
for others, or FYIs to let us know they are healthy and would be willing to give blood and to help in any 
other way they can," said Shultz. "It's a pretty cool time to be a screening nurse and to see the good in 
people." 

 


