
Lenya Robinson, Maya Garcia, Ann Jones, Erin Wester and Vicki Williams



RESPONSIVE CARE DELIVERY

Clients will receive care when, how and where it best serves 
them and in a way that improves their health outcomes and 

care experience. 



REFERRAL PROCESS

Fill out PDF Referral Form Email to RTC 
group

Check email for a 
repsonse 

Make adjustments 
to referral and re 

submit 

"Anxiously 
Stalk"EHR to see 
if  client attended 

appointment 



REAL TIME CLINIC 

60% of  clients access this clinic following the initial referral 
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EXAMINING RAPID ACCESS 
TO  MEDICATION SERVICES 

Using Human Centered Design Thinking



STUDYING THE PROBLEM 

JOURNEY MAPPING 
QUALITATIVE INTERVIEWS 



THEMES

“Anxious Stalking” Clients Love It

Complicated System  

Hierarchy 

Closing the Loop on 
Referrals

Inefficient communication 
around RTC expectations. 

“I fear we could be seeing 
more people who need it"



BARRIERS TO SUCCESS

• Complexities in the Referral Process

• Heavy Burden on Clinicians 

• Abundance of  Rules

• Time Consuming Process



How Might We Address Access to 
Medication Services using both Workflow 

and Technology Solutions? 



CLARIFYING THE PROCESS



STREAMLINING THE REFERRAL PROCESS USING TECHNOLOGY 



BENEFITS VS. IMPACT OF NOT PURSUING A SOLUTION

• Increase in RTC Referrals

• Improved Clinician Satisfactions

• More Clients Getting the Services they 
Need. 

• Medication Non Compliance 

• Critical Incidents 

• Clinicians Feel a Lack of  Empowerment 



THE ASK 

We are asking for your support in piloting:

1. A Communication Card

2. The Referral Manager



Thank You!
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