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Agenda 

1.  Session Overview- Hunter Gatewood 

2.  Spotlight on Huddles- Mendocino Community 

Health Clinic 

3. Managing Capacity and Demand, Cont. - 

Coleman Associates 

4.  Upcoming Events & Reminders- Susannah 

Brouwer 



Program Goals (The Forest) 

page 3 

Expand access  
to primary care services 

 

 

Foster innovation  
in the safety net 

 

 

Improve the efficiency  
and effectiveness  

of team care models 

 

 



Mul$ple	
  care	
  encounter	
  op$ons	
  
	
  

•  Alterna(ves	
  to	
  face-­‐to-­‐face:	
  video,	
  email,	
  	
  
phone,	
  EHR	
  portal,	
  nurse	
  line	
  

•  Clinic	
  visit	
  with	
  RN,	
  LCSW,	
  Care	
  Manager	
  
•  Group	
  visit	
  
•  Group	
  on-­‐boarding	
  
•  Team	
  visits	
  
•  Offsite:	
  home	
  visits,	
  mobile	
  clinic	
  
•  Extended	
  hours	
  

Collabora(ve	
  Accessible	
  Con(nuous	
  Care	
  (The	
  Trees)	
  

Team	
  Care	
  	
  
•  Clear	
  roles	
  
•  Autonomy,	
  all	
  team	
  members	
  at	
  top	
  of	
  license	
  
•  Screenings	
  by	
  protocols	
  
•  Health	
  coaching	
  
•  Self-­‐management	
  support	
  	
  
•  Med	
  rec./educa(on	
  
•  Behavioral	
  health	
  	
  
•  Housing	
  and	
  social	
  services	
  support	
  

Wellness	
  and	
  community	
  resources	
  
•  On-­‐demand	
  health	
  educa(on	
  
•  Health	
  navigators	
  
•  Community-­‐based	
  supports	
  
•  Health	
  fairs	
  

Coordina$on	
  of	
  all	
  care	
  
•  Pharmacy	
  
•  Specialty	
  care	
  
•  Inpa(ent	
  care	
  
•  In-­‐home	
  care	
  
•  Primary	
  care	
  plan	
  informed	
  
by	
  other	
  care	
  

Peer	
  support	
  
•  Lay-­‐led	
  groups	
  
•  Online	
  support	
  	
  
•  Promotoras	
  

Prepare	
  for	
  each	
  encounter	
  
•  Care	
  plan	
  to	
  guide	
  team	
  
•  Latest	
  lab/screening	
  results	
  
•  Updates	
  from	
  team	
  	
  
•  Remote	
  monitoring	
  data	
  

Minimize	
  delays	
  for	
  in-­‐person	
  visits	
  
•  Simple	
  schedule	
  
•  Minimal	
  no-­‐shows	
  
•  “Yes”	
  to	
  walk-­‐ins	
  
•  	
  Ac(ve	
  schedule	
  management	
  during	
  session	
  

PREPARE	
  

CONNECT	
  

ENGAGE	
  

MacColl	
  Center	
  for	
  Health	
  Care	
  Innova(on,	
  Coleman	
  Associates	
  and	
  Center	
  for	
  Care	
  Innova(on,	
  2014	
  	
  



Exemplar clinic site visits are a chance to see the trees 
(specific interventions you’re working on) come together 

as a forest (better access, effective teams, innovation).  



 

 
Your clinic  

=  
learning system  

to manage complex changes  
to improve care 

 



Mendocino Community 
Health Clinic 

Spotlight on Huddles 



Mendocino Community 
Health Clinic 



Mendocino Community 
Health Clinic 



Mendocino Community 
Health Clinic 



Huddle	
  Help	
  on	
  the	
  Team	
  Guide	
  Site	
  

h"p://improvingprimarycare.org/search?keyword=huddle	
  



Managing Capacity and 
Demand, Cont.  

Coleman Associates 



+
Next Steps 

For the April Webinar be prepared to learn about and discuss  

n  Simplified Patient Scheduling 

n  Decreasing Appointment Types 

n  Standby Schedules 

n  Flow Coordination and Tetris-ing as it relates to the new 
schedule template 
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+

Continuing to Improve 
Access 
April 16, 2015 



+
Begin with the End in Mind (Steven Covey)   

n  Reminder: the point in reducing No Shows and simplifying 
the schedule is to improve access and make space to see 
your patients when they need to be seen.  

n  No Shows (should be down)  

n  Missed Ops (should be down)  

n  Capacity used (should be up)  

n  Continuity (should be up) 

n  TNAA  (should be down)  
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+
Today.. 

n  Follow up from last webinar:  
n  How do you coordinate QuickStart with Huddles? 

n  Have you been QuickStarting? What have been your challenges to 
QS? 

n  How many appointment types do you have now?  What types 
of appointments did you find you could cut out?   

n  How have you done with scrubbing the schedule and raking 
patients into today’s schedule? 

n  How is all of this affecting your Third Next Available 
Appointment (TNAA)? 
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+
Simplified Scheduling   

n  What “types” of appointments have you kept? 

n  How do you coordinate them and who can book into them? 
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+
Moderating Demand – Scrubbing 
and Raking 

n  What types of patients are best scrubbed out of the 
schedule?   
n  WNK – Want, Need, will Keep the appointment 

n  Follow ups that are appointed just so we don’t “lose track of them”  

n  What other patterns did you find? 

n  Raking Tips and Tricks 
n  Where do you find patients to rake into the current schedule?  

n  When do you call them? 

n  Who calls them? 

n  How does a flow coordinator help in this work? 
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+
Schedules and Coordination 

n  Use the Atlantic City Play (e.g. Lyon Martin using poker 
chips) 

n  Use a standby schedule to ‘hold’ patients you ‘know’ you can 
see.  

n  How do you know if you need a flow coordinator? It’s about 
risk management… 

n  Focus on continuity and cycle time.  
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Events & Reminders 
Complete list of events and reminders on program page: www.expandingaccess.wikidot.com 

Upcoming Events 
•  Next Monthly webinar on Thursday, May 21 on change management 

led by Dr. Carolyn Shepherd 

•  Exemplar clinic site visits scheduled in May- attendees will hear 
from Susannah in the upcoming weeks with more details 

Reminders 
•  Continue to work on your team’s project goals outlined in your 

February work plan. 

•  Next quarterly reporting due April 30 

•  Ongoing project team interviews with CCHE 

 

 

Webinar	
  survey	
  on	
  next	
  slideà	
  


