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Patient Engagement
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Raise your hand 
button

Chat: When using the chat, please 
send the message to “Everyone”



@NACHC

America’s Voice for Community Health Care

The National Association of Community Health Centers (NACHC) was 
founded in 1971 to promote efficient, high quality, comprehensive 
health care that is accessible, culturally and linguistically competent, 
community directed, and patient centered for all.

THE NACHC
MISSION
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Value Transformation Framework

https://www.nachc.org/clinical-matters/value-transformation-framework/
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https://www.nachc.org/wp-content/uploads/2019/11/NACHC-
VTF-Pt-Engagement-AG_November-2019.pdf

PATIENTS

Intentionally and actively incorporate the patient perspective into 
governance, care system design, and individual care.

http://www.nachc.org/wp-content/uploads/2019/11/NACHC-VTF-Care-Teams-AG_November-2019.pdf


Candy Vertalka, RN
Director Value Transformation

Cheryl Gildner
Data Manager



Overview

1. MPCA Structure

2. Strategic Vision

3. Value Transformation Team

4. Access to Care Collaborative

5. Tools and Technology Support

6. Measuring Transformation Using Data

Value 
Transformation 

Team –
Improving Patient 
Engagement and 
Access to Care



Current Collaboration Structure

PCA

(1978)

HCCN

(2012)

CIN

(2015)

Health 

Centers

45 CHCs

40 CHCs

32 CHCs



Collaboration Outcome

SHARED 

LEADERSHIP

SHARED 

STAFFING

SHARED 

STRATEGIC 

VISION



MPCA Strategic Goals

1. Delivery System Transformation

2. Importance of Data & Analytics

3. Payment Reform



Potential Transformation Solutions

Process

Technology

People Workflow Efficiencies, 
Waste Reduction,

LEAN, PDSA

Care Teams,
Patient Outreach & 

Engagement, Provider 
Satisfaction. 

EHR Optimization, 
Interoperability, PHM,
Data/Analytics Tool.



Value Transformation Team

Inception, formation, creation and implementation 

• PCA, HCCN and CIN Vision

• Three members of Core VT Team, Data Team, Population Health and Technology

• Expertise in Performance & Quality Improvement

• Knowledge and Experience in Lean Methodology and Thinking

MQIN Champion Summit
ELEVATE



Access to Care Collaborative  

• IHI Collaborative Framework

• Seven Participating Health Centers 

• Four Deep-Dive Learning Sessions

• Internal Expertise

• Tools for Improving Access to Care

• Luma Health

• Azara

MQIN Champion Summit
ELEVATE



ELEVATE



Tools for Outreach and Engagement

Optimizing and standardizing Outreach and Engagement
➢Luma Health

o On June 30, 2020, MPCA launched a partnership with Luma Health Patient 
Outreach and Engagement Tool

o Currently there are 23 Health Centers enrolled and are in various stages of 
use.  One additional Health Centers with pending enrollment.

o HCCN provided financial support for the Implementation fee and first year's 

cost of Luma

o Integration to Azara is live.  
➢Other tools being used to name a few

o Clearwave
o Relatient
o eClinicalWorks Healow



Deep Dive into Outreach & Engagement

• Customize, select and send broadcasts via text, voice, or email

• Troubleshoot issues related to messaging

• Strategize outreach and engagement messaging approaches

• Review language/forms for obtaining consent

• Review messaging promotion strategies and opt-out process

• Workflows, staffing, and other operational assistance

ELEVATE

Value Transformation team members and other internal experts were available 
to provide training, education and support for health center staff using Luma or 
any other platform to:



Resources: Tools for any platform

• Messaging templates for all messaging categories available in English, 
Spanish, and Arabic:

• New Patient Welcome; Newly Assigned, Never Seen; Existing Assigned Patient 

Not Seen in 12 Months; Gap in Care; Health Risk Assessment; High Utilizer, 

Follow-up Post Hospital Admission or ED Visit

• Patient Engagement Guidelines

• Messaging & Outreach Calendar

ELEVATE



Messaging 
Library: 
English, 
Spanish, 
and Arabic

ELEVATE

ENGLISH

SPANISH



Patient Engagement 
Guidelines

• The purpose of the patient engagement guidelines was to 
provide a consistent framework for Michigan health centers 
to communicate with and outreach to patients 

• The guidelines proposed an organized, systematic approach 
to patient communication and outreach embedded in a 
health center’s quality plan, with communication outcomes 
oriented toward access to care, gaps in care, and social and 
health risk assessment + intervention  

• The guidelines were used to structure electronic and 
personal outreach  



ELEVATE

Week 1:
Access to care/not seen in 12 
mos: electronic msg 1
Newly assigned patient: 
letter/outreach
Qtr 1 Health Risk Assessment: 
electronic message



Health Center Message

• Use of the patient engagement guidelines is intended to be a team 
effort, building upon existing team member contributions in these 
areas and adding capacity for some of the most time-intensive work 

• The engagement effort is also intended to be a sustained component 
of your overall quality strategy rather than a temporary program or 
project 

• The end of the collaborative was not an end to the work on outreach 
and engagement but a “call to action”

ELEVATE



Individual Health Center 
Support/Assistance

• Support for PCMH Implementation and 
Maintenance 

• Assistance with Identifying Priority Improvement 
Areas and Development of Action Plans Focusing 
on Access to Care, Clinical Quality, Operational 
Excellence or Financial Strength

• On-site Support – Rapid Improvement Events 
(Kaizen) 

• Development and Use of Value Transformation 
Dashboard in Azara 

• Provide Link to Additional Expertise within the 
PCA

Additional 
Support  

MQIN Champion SummitELEVATE



Using Data to Support Value 
Transformation 

MQIN Champion Summit 15ELEVATE

Goals: Match Member Rate Per Plan 
Primary goal 95%
Secondary goal 87%

Access -Visit in the year
Primary goal 91%
Secondary goal 85%

Clinical Quality – Meet 4+ measures at the 75th percentile



MQIN Champion Summit 15ELEVATE

Matched Member Dashboard

Or use Matched Member Measure and group by last encounter



Patient Outreach 

MQIN Champion Summit 15ELEVATE



Using Dashboards to Monitor Progress 

MQIN Champion Summit 15ELEVATE



Using Dashboards to Monitor Progress 

MQIN Champion Summit 15ELEVATE



Using Dashboards to Monitor Progress 

MQIN Champion Summit 15ELEVATE



Using Dashboards to Monitor Progress 

MQIN Champion Summit 15ELEVATE



Resources: Tools for Luma Health

• Step-by-step visual guide to sending broadcast messages with 
Luma Broadcast

• Step-by-step visual guide for sending individual text messages with 
Luma Collaboration Hub (coming soon)

• Guidance on creating forms in Luma Health

• Integration with Azara DRVS (video available)

ELEVATE



Questions?
Contact

Candy Vertalka

cvertalka@mpca.net

Or

Cheryl Gildner

cgildner@mpca.net

Our mission is to promote, support and develop comprehensive, accessible and 
affordable community-based primary health care services to everyone in Michigan.

mailto:cvertalka@mpca.net
mailto:cgildner@mpca.net
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Driving Change Through Patient 

and Family Engagement
July 13, 2021

Judith Gaudet
Systems of Care Director



1. Which Aim are we trying to affect?
2. Was there consideration of patient and family values, preferences 

and expressed needs?
3. Were patient and family voices part of the decision-making process?
4. In what ways were patients and families involved in the PDSA of the 

intervention/program?
5. Where patient and family voices heard in the evaluation and 

implementation of the change?

What Should Be Considered When Driving Effective  
“Patient Change Areas”?



• Multiple patient complaints across the 
organization regarding access to appointments.

• Frequent discussion among patient board 
members regarding the same issue.

• Patient survey administered to determine needs 
for expanded hours of operation.



Patient Comments/Observations on Expanded Hours

Medical – 45% indicated hours should be expanded and 8% respondents made related comments:

• Hours were extended Monday thru Thursday to accommodate appointments before and after work schedules 
• We began a 6-month performance improvement project to determine if Saturday appointment availability 

was needed or would be utilized by patients and be sustainable.

• Fines de semana y horas despuse de 5 p.m. (Weekends and 
hours after 5:00 p.m.)

• Weekends
• Works for me
• IDK (I do not know)
• Sometimes I have other appointments

• Hours are fine
• The only problem is no access on weekends and long waits.
• We all have different needs
• Earlier hours



• We were able to pre-book just under 90% 
of available Saturday appointment times.

• Higher than usual no show rate at 30%

• Met 64% of Overall Productivity Goal

0 0.1 0.2 0.3 0.4 0.5 0.6 0.7 0.8 0.9 1

1

Saturday Session Analysis

Productivity/Goal N/S or Canc Rate Pre-Booked Rate Visits

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Danielson

Putnam

Norwich

Willimantic

Saturday Site Productivity



0%

10%

20%

30%
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70%

80%

90%

100%

I was satisfied
with the service
I received today.

I would make
another
Saturday

appointment.

Is transportation
an issue for you
on Saturdays?

Should
Generations

continue to be
open on

Saturdays?

Have you ever
used our
evenings

appointments
before?

Would add'l
evening appts

Mon-Fri be
more

convenient?

Patient Satisfaction w/ Saturday Hours of Operation 

Yes No

A survey measuring Patient 
Satisfaction with Saturday 
Hours was created and 
administered during 
Saturday clinics.



The expanded hours 
performance 
improvement project was 
submitted to CMS by 
Community Health 
Center Association of 
Connecticut as our 
Patient and Family 
Engagement Emerging 
Story submission as part 
of TCPI. We received an 
award in March 2019.



In July 2019, 
Generations graduated 
from the TCPI. Awarded 
the TCPI Exemplary 
Practice Letter of 
Commendation by 
Centers for Medicare 
and Medicaid Services.
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Cheryl Modica

Director, 
Quality Center

Camila Silva

Manager, Quality Center 
Training & Curriculum 

Packaging and implementing evidence-based 
transformational strategies for safety-net providers

Bringing science, knowledge, and innovation to practice

Lizzie Utset

Specialist, Quality Center
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Patient Engagement 

https://bit.ly/VTF_Patients

Action Guide Actions Resources

STEP 1 Identify a Patient 
Engagement Lead
STEP 2 Establish Patient Engagement 
Metrics
STEP 3 Use Daily Huddles to Support 
Patient Engagement
STEP 4 Enhance Patient 
Communication Skills
STEP 5 Provide a Written Care Plan 
or Visit Summary
STEP 6 Use Patient Decision Aids
STEP 7 Train Staff in Patient 
Engagement

Pre-Appointment Patient Questionnaire
Ask-Tell-Ask method
Patient Experience Survey
Action Plan

https://bit.ly/VTF_Patients
https://cdn.edhub.ama-assn.org/ama/content_public/journal/steps-forward/937327/10.1001stepsforward.2017.0022supp5_1605280013.58666.docx?Expires=1626280889&Signature=bpHow~EjuO4BQU1JgBlwFKS6KNNmSlPzOZu6X7PDzoJwwYmVIoG9GxNNJoaa2oWdOlxyIMSZ3kqBgxABasigGDKUr-~77fvlnk2QeekkrpVkqtPBbaGQstCeQ3iiU3PJ7gkI8yxTOLtrckAohuDfgvJ15bgMlsitm8HyVve2UhViqbEmSRh2LgtSiNsA15h62DhX4D6pXfdOr1pjxuTR0e-E~GIhTB51Q81vTvQ8qIAS8RU~hrtchV9C-Ybkfs8fo8s82sZP~jtLloyeepItQJZPrUKUjEdo8sERP~0IxKkJQMVLXoUM3cMlX787fLx2BUzvyD9SDzGs3FNl0axuog__&Key-Pair-Id=APKAIE5G5CRDK6RD3PGA
http://www.ihi.org/education/IHIOpenSchool/resources/Pages/AudioandVideo/ConnieDavis-WhatIsAskTellAsk.aspx
https://www.stepsforward.org/modules/patient-experience-program
http://www.ihi.org/resources/Pages/Tools/SelfManagementToolkitforClinicians.aspx


@NACHC

Key Points

PATIENT 
CHOICE

CARE 
TEAM

Patients make choices based on how staff make 
them feel, not just the quality of care provided.

Each member of the care team should have ‘patient 
engagement’ as part of their job role and task list.



@NACHC

SELF-CARE

SELF-CARE

Patients have the information and support needed 
to manage their health on a day-to-day basis.

Patients have the information and support needed to 
manage their health on a day-to-day basis.

SHARED DECISION-MAKING

When health care providers and patients (including 
family/care givers) work together to make a decision.

Key Concepts
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New NACHC Infographic

 

 

 

                 

                  

          

                  

                  

               

                    

                   

               

                  

                          

            
             

             

          
          

 

https://bit.ly/VTF_Patients-graph

https://bit.ly/VTF_Patients-graph
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Step 1:

Identify a Patient 
Engagement Lead

A key member of the staff responsible for maintaining an organizational focus on patient 
engagement and experience

Manager of Patient 

Engagement



@NACHC

• Measurement of “Patient Experience” central 
to the Quintuple Aim

• Central to HRSA Compliance Requirements 
and PCMH

Step 2:

Establish Patient
Engagement Metrics

https://edhub.ama-assn.org/steps-
forward/module/2702560#resource

https://edhub.ama-assn.org/steps-forward/module/2702560#resource
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Anticipate patient needs:
• Brief (5 -15 mins)
• In-person
• Involve the right people
• Scheduled (consistent time)
• Convenient location

https://edhub.ama-assn.org/steps-forward/module/2702506#resource

Step 3:

Use Daily Huddles to Support 
Patient Engagement

https://edhub.ama-assn.org/steps-forward/module/2702506#resource


@NACHC

Ask patients what they want to accomplish at their visit: Pre-Appointment Patient Questionnaire

Practice reflective listening: Ask-Tell-Ask method.

• Ask for permission to share information

• If permission is given, provide information:  Tell
• Consider patient’s language and culture

• Share information in small bits

• Use pictures and decision tools

• Ask if patient understands information
• This is an approach for “closing the loop” or “teach back

Step 4:

Enhance Patient 
Communication Skills

 

https://cdn.edhub.ama-assn.org/ama/content_public/journal/steps-forward/937327/10.1001stepsforward.2017.0022supp5_1605280013.58666.docx?Expires=1626280889&Signature=bpHow~EjuO4BQU1JgBlwFKS6KNNmSlPzOZu6X7PDzoJwwYmVIoG9GxNNJoaa2oWdOlxyIMSZ3kqBgxABasigGDKUr-~77fvlnk2QeekkrpVkqtPBbaGQstCeQ3iiU3PJ7gkI8yxTOLtrckAohuDfgvJ15bgMlsitm8HyVve2UhViqbEmSRh2LgtSiNsA15h62DhX4D6pXfdOr1pjxuTR0e-E~GIhTB51Q81vTvQ8qIAS8RU~hrtchV9C-Ybkfs8fo8s82sZP~jtLloyeepItQJZPrUKUjEdo8sERP~0IxKkJQMVLXoUM3cMlX787fLx2BUzvyD9SDzGs3FNl0axuog__&Key-Pair-Id=APKAIE5G5CRDK6RD3PGA
http://www.ihi.org/education/IHIOpenSchool/resources/Pages/AudioandVideo/ConnieDavis-WhatIsAskTellAsk.aspx
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Step 5:

Provide a Written Care Plan 
or Visit Summary

http://www.ihi.org/resources/Pages/Tools/SelfMan
agementToolkitforClinicians.aspx

Include self-care goals arrived at 
through shared decision-making

http://www.ihi.org/resources/Pages/Tools/SelfManagementToolkitforClinicians.aspx
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Step 6:

Use Patient Decision Aids
 

Patient Decision Aids

A systematic review/meta-analysis in Am J Prev Med 2016 article 

showed that patients “exposed to” decision aids for CRCS showed 

greater knowledge and were more likely to be screened:  

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC5067222/

https://www.ncbi.nlm.nih.gov/pubmed/27593418


@NACHC

Step 7:

Train Staff in Patient Engagement
 

https://www.ahrq.gov/professionals/education/curriculum-
tools/shareddecisionmaking/index.html

AHRQ toolkit to support training of 
health care professionals on how to 
engage patients in their health care 
decision making. 

https://www.ahrq.gov/professionals/education/curriculum-tools/shareddecisionmaking/index.html
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Patients as partners

Virtual Care

Technology - such as machine learning and cloud computing

Remote patient monitoring systems

Future of Patient Care & Engagement
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Discussion



@NACHC

UPCOMING EVENTS

13. Monthly Forum: Value Transformation & Patient Engagement

20. PCMH & Organizational Resiliency during the Pandemic (shifted to Sept 28th)

21. Oral Health & Value Transformation, Part 1

28. Oral Health & Value Transformation, Part 2

Scan QR code to register

08. Monthly Forum: Care Management, Part 2 (Reimbursement)
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NEW OPPORTUNITY

Request for Proposals:
Attention: PCAs/HCCNs/Health Centers/Others

NACHC Diabetes Prevention and Management Program: A 
National Virtual Model for Delivering the National Diabetes 
Prevention Program to Individual with/at-risk for Diabetes.

Deadline: July 30, 2021

https://www.nachc.org/about/current-rfps/

https://www.nachc.org/about/current-rfps/
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Provide Us Feedback



@NACHC

FOR MORE INFORMATION CONTACT:

qualitycenter@nachc.org

Cheryl Modica
Director, Quality Center
National Association of Community 
Health Centers
cmodica@nachc.org
301.310.2250

Next Monthly Forum Call: 

August 10th, 2021
1 -2 pm ET

FEEDBACK

Don’t forget! Let us 
know what you 
thought about 
today’s session. 

mailto:qualitycenter@nachc.org
mailto:cmodica@nachc.org
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The Quality Center Team
Cheryl Modica, Luke Ertle, Camila Silva & Lizzie Utset

qualitycenter@nachc.org
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mailto:qualitycenter@nachc.org

