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Foreword 

Users of the Long Term Care Information Management System (hereafter referred to as 
PointClickCare) use an online web-based platform. There exists the possibility of 
disruption in resident care services in situations where PointClickCare (PCC) becomes 
inaccessible for a variety of reasons over an extended period of time. The following is 
intended to provide guidance on how to continue the delivery of resident care services 
during these downtime situations. 

There are three potential downtime scenarios. Each carries its own set of procedures 
which are summarized in the table below. 

 Scenario Example Procedure 
1 Downtime < 2 hours 

and fully encapsulated 
within a single shift 

System is unavailable from 
3:30-5:30am. This is the typical 
PCC maintenance window 

Downtime procedures are not invoked. 
Staff will wait for the system to become 
available and then catch-up and 
complete on their documentation prior to 
the end of their shift. 

2 Downtime > 2 hours 
and fully encapsulated 
within a single shift 

System is unavailable from 
11pm until 5am the next 
morning. This is the typical 
Government of PEI network 
maintenance window 

Downtime procedures are invoked and 
are led by the on-shift RN Supervisor: 
1. The eMAR Backup reports are printed 

and distributed to all Households. 
2. Households document on paper 

during the downtime period. 
3. Once the system becomes available, 

each staff member transcribes their 
own paper documentation into PCC. 

4. After double-checking that 
transcription has been performed 
without error, the temporary paper 
records are to be shredded. 
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 Scenario Example Procedure 
3 Downtime that spans a 

shift change 
System is unavailable from 4am 
until 8am, effecting both the 
night and day shifts 

Downtime procedures are invoked and 
are led by the on-shift RN Supervisor: 
1. The eMAR Backup reports are printed 

and distributed to all Households. 
2. Households document on paper 

during the downtime period. 
3. At the end of their shift(s), staff 

members pass their paper records to 
the next shift where documentation 
continues. 

4. When system availability returns, 
paper records are added to Residents’ 
paper charts as the permanent 
record. 

5. The RN Supervisor(s) makes note of 
the date and time the system first 
became unavailable and the date and 
time system availability returned. 

The sections that follow describe the procedures to be followed for scenarios 2 and 3. 

Guidelines 

Each long term care home will establish and maintain these PointClickCare Downtime 
Procedures that provide guidance on how to manage an interruption in access to PCC due 
to planned and unplanned events.  

Access to PCC can be interrupted for one of many reasons, the most common are the 
following: 

• The local home network loses access to the broader Government network and to 
the internet 

• The Government network loses internet service 
• Loss of power to the facility and failure of generator backup power 
• An unscheduled PCC failure 
• Scheduled PCC maintenance  
• Scheduled Gov of PEI network maintenance 

Instructions below demonstrate the appropriate steps to employ in the event of extended 
PCC downtime. For the purposes of this document, an interruption in service is considered 
“extended PCC downtime” when it exceeds the normal 2-hour window for regularly 
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scheduled PCC maintenance.  For downtime periods of 2 hours or less, it is sufficient for 
staff to operate without the system during the downtime period and then catch up with 
documentation when the system becomes available.   

Downtime Procedures  

1. In the event of an unscheduled downtime affecting PointClickCare (PCC), and in 
alignment with the agreed-upon protocol that paper documentation begins if downtime 
exceeds two hours, the following steps should be followed: 

a) Initial Confirmation 

• The Nurse Supervisor contacts ITSS to confirm that PCC and/or network is 
down. 

b) First Fan-Out Call 

• Upon confirmation, the Nurse initiates a fan-out call to all households with 
a message indicating that PCC is currently down. 

• The message should include a reminder that downtime procedures will be 
implemented if the system remains down for two hours. 

c) One-Hour Mark 

• If the system is still down after one hour, the Nurse 
Supervisor begins printing and distributing the eMAR Backup Reports in 
preparation for manual documentation. 

d) Second Fan-Out Call 

• At the two-hour mark (or earlier if necessary), the Nurse initiates a second 
fan-out call to notify all households that paper documentation procedures 
are now in effect. 
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 2. The following forms will be maintained on paper and can be found in Appendix A. 

Description Location 
Nurse Progress Note Household Binder – PCC Downtime Forms 
Resident Care Flowsheet Household Binder – PCC Downtime Forms   
Vital Signs Record   Household Binder – PCC Downtime Forms   
Neuro Vital Signs with Number Household Binder – PCC Downtime Forms 

During extended PCC downtime, staff are to document using these forms. Resident labels 
(available on the Household) are to be affixed to these forms prior to using. 

3. The on-shift RN Supervisor prints eMAR files from backup computer: 

• The eMAR Backup is a process to create a paper image of electronic treatment 
records. The paper image serves as a backup for these records when access to PCC 
is interrupted. It displays a total of 7 days of documentation (3 previous days, 
current day, 3 future days). 

• Each home has a designated laptop as the eMAR backup computer. This computer 
must be always connected to a power supply and be hard-wired to the internet via 
the docking station (at PE Home, it’s located in the RN/Nursing Clerk/Room 218). 

• The Go Anywhere monitoring scheduler agent will execute every hour to download a 
new eMAR Backup file from PCC using Secure File Exchange (SFE) -is built for 
modern security challenges and healthcare data workflows. This process will retain 
most recent download folders and delete the oldest. 

• The RN Supervisor will notify each household via a fan out call that the downtime 
process has been initiated. 

• eMAR backup reports should only be accessed during the service interruption. 
• At least 1,000 sheets (2 bundles) of letter size paper must be always kept nearby 

and checked periodically for integrity/moisture buildup. 
• 2 replacements Ricoh Printer Toner Cartridges are stored onsite. At PE Home, 1 is 

in the File Room (Room 211) and the other in the Print Shop (Room 239). Please refer 
to Appendix C for instructions on how to replace the Ricoh Printer Cartridge. 

• The locally connected Ricoh Printer 311 is the default printer for the eMAR Backup 
computer. 

• eMAR backup reports can be found in the following folder: 
C:\eMARBackup\Downloads              
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• Please refer to Appendix B for instructions on how to print the eMAR backup 
reports. 

• A weekly audit is initiated by the Business Application Specialist from the ITSS 
Business Systems Services to confirm that the eMAR Backup Solution is functional. 
 

4(a) Paper to Electronic Data Transfer: 

In situations where PointClickCare becomes available prior to a change in shift, staff 
are to transcribe their own documentation in PCC. Once transcribed and verified, the paper 
forms are to be shredded. Statement from RIM: 

If a downtime form is used to document clinical findings by a provider during the 
electronic system outage and that same person enters the documentation into 
the system when it is back online, the downtime form would be deemed 
transitory (for a temporary purpose). RIM does not recommend having another 
person enter the notes on behalf of another as this allows opportunity for error 
just the same as you would never have another person document another’s 
notes in paper format; this is done by the person providing care. 

 Description Location 
Nurse Progress Note Household Binder – PCC Downtime Forms 
Resident Care Flowsheet Household Binder – PCC Downtime Forms   
Vital Signs Record   Household Binder – PCC Downtime Forms   
Neuro Vital Signs with Number Household Binder – PCC Downtime Forms 

 

• The on-shift RN Supervisor will notify households that the system is back online by 
initiating another fan out call. 

• Once access to the PCC system is restored, all actions recorded on paper must be 
transcribed into the PCC system by the original documenter to update the resident 
charts. 

o This is the responsibility of the individual staff member who documented the 
information on paper, and it must be completed as soon as is reasonably 
practical. Date/time entries require keen attention to detail to ensure 
accuracy of the legal record.  
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o Staff must not scan the downtime record but transcribe the information into 
PCC when it becomes available. 

o Once the data entry has been completed in full and verified, the paper 
documents used during downtime must be shredded. 

o The LTC Solution Office will keep a log of downtime periods in which paper 
documentation was temporarily required. 

• This procedure is only for downtime and should not be confused with procedures for 
receiving paper records from external facilities or creating paper records, which 
need to be retained on the resident’s paper chart. 

4(b) In situations where PointClickCare downtime crosses a shift change, staff are to 
transfer their documentation to the next shift who will continue to document on paper until 
system availability returns. When PCC becomes accessible, staff add the paper 
documentation to each Resident’s paper chart. These paper documents are the legal 
record in this scenario. 

5. The on-shift RN Supervisor makes note of the date and time the system first became 
unavailable, and its date and time system availability returned. This information is to be 
emailed to LTCSolutionOffice@ihis.org  

 

Effective Date: October 31, 2025 

Next Review Date: June 30, 2026 
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Appendix B 

Best Practice for Printing emar_backup Files During Scheduled Downtime 

To ensure uninterrupted access to essential treatment records during scheduled 
downtimes—whether initiated by the Government of PEI or PointClickCare—it is 
recommended to print the EMAR Backup Reports in advance. 

Follow these best practices: 

• Always use the most recent version of the Emar backup – look  for “date modified” 
for the most recent file with recent time stamp. 

 

• For example, if the scheduled downtime begins at 11:00 PM, and backup files are 
generated hourly at 30 min past the hour, wait until the 10:35 PM backup is available 
before printing. 

• This ensures the printed reports reflect the most up-to-date information prior to the 
outage. 

 

Note: While this is considered best practice, it is not mandatory. Registered Nurses (RNs) 
should use their professional judgment to determine when printing and distributing the 
EMAR Backup Reports is feasible, considering their workload and the availability of 
additional resources to assist during this time. 
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Login to the designated eMAR Backup Laptop located in the Nurse/RN Clerk office. 

Locate the ‘eMAR Backup Downloads’ folder on the desktop and double click on the icon. 

 

The following window will open  

 
 
 

 

 

 

Open the folder to see a list of  ZIP files of latest backup 
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Right click then click on ‘Extract All…’ from the menu. 

 

Keep the default location of ‘Files will be extracted to this folder:’. 

Note that the ‘Show extracted files when complete’ button will default to checked. 
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Click on the ‘Extract’ button. 

 
 

 

 

Select file and print process 

A new window will open with 50 PDF files. Double-click on the first file to open it in Adobe 
Reader.  
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If this is the first time you're opening a PDF file, you may be prompted to choose which app 
to open the file. If prompted, select Adobe Acrobat Reader, and choose the option to 
make it the default app for opening PDF files. 
 
If Adobe Acrobat Reader is not your default app for PDF files, please refer to Appendix D to 
set it as the default PDF application. 
 

 
 
 
Click on the ‘Print’ icon. 
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Confirm that you have selected the correct printer (RICOH P 311 is the local printer), then 
click the Print button. 
 
Please note: If this is a scheduled downtime, selecting the main printer (RICOH MP C407 
PCL 6) may be your preferred option. 
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Minimize Adobe Reader by clicking on the ‘-‘. 
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Repeat the “Select File and Print” process to print the remaining files. 

 
Please note that Adobe Acrobat Reader includes an advanced feature that allows printing 
up to 15 files at a time. Please refer to Appendix E for detailed instructions. 
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Example of a printed eMAR: 
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Appendix C 

How to replace the printer's toner cartridge: 

Messages on the screen 

• Replace the print cartridge when "Replacement Required: Print Cartridge" appears 
on the screen. 

How to replace the Print Cartridge for your device, follow these steps: 

Note 

1. Push the side button to open the front cover, and then carefully lower it. 

 

2. Hold the center of the print cartridge and carefully raise it slightly and then pull it out 
horizontally. 

 

• Do not shake the removed print cartridge. Doing so can cause remaining 
toner to leak. 
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• Place the old print cartridge on paper or similar material to avoid dirtying your 
workspace. 

3. Take the new print cartridge out of the box. 

 

4. Take the print cartridge out of the plastic bag. 

 

5. Hold the print cartridge and shake it from side to side five or six times. 

Holding the print cartridge with both hands is recommended. 
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Even distribution of toner within the bottle improves print quality. 

6. Slide the print cartridge in horizontally. When the cartridge can go no further, raise it 
slightly and push it fully in. Then push down on the cartridge until it clicks into place. 

 

7. Carefully push up the front cover until it closes. Be careful not to trap your fingers. 

After closing the front cover, wait until the initial screen is displayed or the print cartridge is 
ready to use. 

8. Put the old print cartridge into the bag, and then put it into the box. 
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Appendix D 

Make Adobe Acrobat Reader my default PDF application. 

Right click on the PDF file. 

 

Hover over ‘Open with’ and another window will appear. 
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Click on ‘Adobe Acrobat Reader DC’ 

 

Click on the ‘Yes’ button. 

 

Congratulations! The default app for opening your PDF files is now set to Adobe Acrobat 
Reader. 
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Appendix E 

Instructions for Printing Up to 15 PDF Files Using Adobe Acrobat Reader 

1. Important Note: Printing multiple PDF files is a feature supported by Adobe Acrobat 
Reader. If you select more than 15 files, the Print option will not appear. 

2. File Selection: 
While holding down the Ctrl key, select up to 15 PDF files 
⚠ Do not include any files with “MAR” in the filename. 

 

 

Continue holding the Ctrl key and right-click. Then, another window will appear. 

Click on the Print option from the menu. The 15 selected files will automatically print to the 
default printer (or the last-used printer). You may briefly see Adobe Acrobat Reader flash in 
the background as it temporarily opens each file for printing.  
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