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Expanding The Capacity of the Primary Care Team
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Why Primary Care Teams?

BETTER
ACCESS IMPROVED

IMPROVED TO CARE SUPPORT REDUCED

clinical outcomes . for complex burnout
in an era of patients

expanded access
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Major Findings from Site Visits

WELL-DEVELOPED LAY-PERSONS & STAFF AT TOP OF
TEAMS FLOW STAFF ARE KEY SKILLSETS

Sites have well- Lay-persons and flow Staff play in expanded
developed core teams staff play key patient roles, working at the top
surrounded by care roles in most of their skillsets.

an extended team with practices.

case managers,
pharmacists,
behavioral health, etc.

November 18, 2015

commuﬂ.ﬂy Health center, |llc. Where health care is a right, not a privilege, since 1972.

Is practice in a LEAP site more satisfying?

All staff Providers
Most people in the practice
enjoy their work 79% agree 84% agree
This practice is a place of
joy and hope 64% agree 69% agree
People in our practice
actively seek new ways to 92% agree 94% agree

improve
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How Do PCMHs Achieve the Triple/Quadruple Aim?

Infrastructure
p) Quadruple
& .
_ . Aim
Capacity

* Engaged Leadership = Timely Services * Improved Health
* QI Strategy * Planned Care « Improved Patient
+ Empanelment » Self-management Experience
» High-performing teams Support * Reduced Total Costs
* Supportive IT * Medication * Improved Staff

Management Experience

» Population Management

» Care Management/
Follow-up

* Referrals & Transition Mgt.

» Behavioral Integration .
Community Linkages
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What is the Primary Care Team?

Core Primary Care Team

Linked with specific provider(s)

Extended Primary Care Team
RN Care Centralized resources
Managers
Affiliated Staff

Provided through links with outside
Provider(s) MA/LPN organizations

HE ]

Behavioral ?Health
Health Coach/Patie
Specialists nt Advocate

Administrative
Staff

To be edited by Pyramid
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Assess Your Practice; Build Your Team

The Medical Assistant (MA)

MAs are a vital part of the primary care team. To make the W
best use of their skills and expertise, most practices will need

to expand the role MAs play in patient care.

PRINTTOPIC &

m ACTION STEPS TOOLS & RESOURCES PROVIDE FEEDBACK

Why is it important to rethink the role of the MA?

Medical assistants (MAs) are essential staff at most primary care practices. Related Work Topics
They keep patients flowing through the clinic and ensure that providers Envisioning New Roles for Improving Core Through Teamwork
have the information and tools they need. But MAs are often capable of T om Patient- Self-Management Support
doing much more. As one of the first points of contact for patients, they Cenicered Mecical Homes annjﬂon Management
> Read more are Management

often have a deep knowledge of patients’ personal and medical histories.
Medication Management
Most are also adept at using the electronic health record (EHR), and with

View 4 Beticwo

| Health Integra

proper training, they can play major roles in preventive care, coaching
patients, and population management.

Communication Management

linic-Community Connections

November 18, 2015

commuﬂ.ﬂy Health center, NC. Where health careisa right, not a privilege, since 1972.

Medical Assistants as Coaches on Teamlets

ANNALS OF

FAMILY MEDICINE

Home | About the Annals | For Readers | For Authors | For Reviewers | For the Media | Carey

Annals Journal Club
The Teamlet Model of Primary Care

Thomas Bodenheimer, MD and Brian Yoshio Laing, BS

uthor Affiliations

(CORRESPONDING AUTHOR: Thomas Bodenheimer, MD, Department of Family
and Community Medicine, University of California, San Francisco, Bldg 80-83,
San Francisco General Hospital 995 Potrero Ave, San Francisco, CA 94110,
TBodenheimer@fcm.ucsf.adu

Abstract

The 15-minute visit does not allow the physi sufficient time to provide the
variety of services expected of primary care. A reamler (little team) model of
«care is proposed to extend the 15-minute physician visit. The teamlet consists
of 1 clinician and 2 health coaches. A clinical encounter includes 4 parts: a
n together with the coach, a postvisit
by the coach, and between-visit care by the coach. Medical assistants or other
practice personnel would require retraining to assume the health coach role.
Some organizations have instituted aspects of the teamlet model. Primary care
practices interested in trying out the teamlet concept need to train 2 health
«coaches for each full-time equivalent clinician to ensure smooth patient flow.

previsit by the coach, a visit by the clinici.
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Our Vision: Since 1972, Community Health Center, Inc. has been building a world-class
primary health care system committed to caring for underserved and key populations and
focused on improving health outcomes, as well as building healthy communities.

CHC Inc. Profile: CHC Locations in Connecticut
*Founding Year - 1972

Primary Care Hubs - 13

*No. of Service Locations - 216

* 50 School Based Health Centers across Ct.
130,000 active patients

*Fully integrated medicine, dentistry,
nursing, behavioral health

Innovations

A

g 2l
Pesthaven Clinton
T oumem

* Pod redesign to support team care
* Fully integrated EM.R (med/dental/bh)
* Patient portal and HIE ()=
* “Wherever You Are” Health Care w*) * Semirarsmim R 1
* Post-grad Residency training for nurse

practitioners and clinical psychologists

« Project ECHO-Ct in HIV, Hep C, opioid Three Foundational Pillars
treatment, chronic pain, adolescent BH Clinical Excellence
Research & Development .
Training the Next Generation
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Interdisciplinary and Interprofessional Care
“Every CHC Patient has a Team!”
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Integrated at the level of the pod, the data, the care,
and the leadership
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Interdisciplinary Care Initiatives

Initiative BH Medical Nursing Dental

Integrated Care Meetings X X X

Recalls X X X X

BH Groups X X

Shared Medical Visits X X X

Warm Hand-Offs X X X

Prenatal-Dental Project X X X

Shared Care Plans X X X

Complex Care Management X X X

Trauma Screening & TFCBT X X

Standing Orders X X

Fluoride Varnish X X X

SBIRT X X X

BH Dashboard X X X X .
Appointment Allocation X X X X M

Commuﬁ.ﬂy Health center, lnc. Where health care is a right, not a privilege, since 1972.

Role of Nursing on the Primary Care Team

Essential member of the primary care team
(1) RN supports (2) primary care providers/panels
Key activities: pod /team nursing care, complex management, systems leadership
=  Patient education and treatment within provider visits
= Independent Nurse Visits under standing orders
= Delegated provider follow up visits using order sets
= Self management goal setting and care management
= Care Coordination and complex care management
=  Telephonic Advice and Triage via dedicated triage line
= QI/clinical microsystems leaders, coaches, and participants
= Leaders and participants in research

= Clinical mentoring of RNs, Medical assistants and students
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Actionable Data. Complex Care Dashboard
- CareCoordinaton
- I

PatientID : 2 ERVisitsin : Hosp.inlast * = = : 4Chronic :  Smoking AlC Bleod : LDL :  Gender Age
Last 12 Mths. 12 Mths. oM HTH Asthma Cond. Status. Pressure

cument every 9.5 138/74 T8 F a1
Gay smoker
[ anazs former smoker 2878 F &1
cument every 147/86 F 52
day smoker
former smoker 10770 as M a7
former smoker 11677 F 22
never smaker 107171 24 F 71
B8/31/2014 formes smoker 136486 F 39
never smoker 11275 M 18
never smoker 15673 18 F v
curent svery 8.1 13482 =M 5
day smoker
never smoker 7.4 11275 84 M
former smoker 59 154i82 132 M
never smaker 7.8 118m2 e
cument every 108/73 F
day smoker
/2014 curent svery 10888 70 M
Gay smoker
B11/2014 former smoker 138/83 80 M 59
former smoker 71121081 T4 F a1
121172014 never smcker 12288 a1 F =
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Role of the Medical Assistant

= Planned Care Dashboard
= Delegated Ordering

= Panel Management

= Scanning/Faxing/handling of incoming faxes
= Retinal Camera Operation

= QI/Microsystem Participants
= SBIRT Screening

November 18, 2015
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Medical Assistant Yearly Competency

*  Waived Testing

= Vital Signs

* EKG Lead Placement

= Set-up for Emergency Equipment (ie. 02, Nebulizer)

= Specialty Appointment Set-up (ie. well woman,
procedures, podiatry)

» Infection Control Standards (ie. Handwashing)

= Smoking Assessment

= Asthma Control Test

= SBIRT Screening

= Developmental Screening

=  Depression Screening: Post-Partem, Adolescent, Adult
= Policy Review (ie. Chaperone), proper draping
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Medical Assistants Planned Care Dashboard

Patient  PCP Name Adult Weight Smoker Breast Cervical Colon  Child DMAfc Asthma CAD  IVD HTN Bubbles
Screenand  Inter- Cancer Cancer Cancer Immun Control Control Lipid  Aspirin  Control
Screen  Screen TE Rx Doc Lab

Edu

Hext Wedical Appointment:
3/24/2015 9:00:00 AM

FA/2014 17172015 77
5i23/2011 5232012

14121/2015 178496
F/2014 110

Last Dental Visit:
Hever Done

5/15/2014 28.55 Nesds Education

Patient  PCP Name Adult Weight Smoker Breast Cervical Colon Child  DMA1c Asthma CAD VD HN Bubbles.

Hext Medical i
3/24/2015 9:00:00 AM

Declined in lsst 30

Done Done days.

Last Dental Visit [Bisad Pressiir I 2122018 1514101

1orzaizoor [BodyMassindex | 3122012 32.08 Needs Education
VeV vttt e

- B

B
N
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Supporting team integration

Panel Management: Dashboards

* Medical Dashboard integrated with BH dashboard
* Behavioral Health Dashboard (shown) integrated
with medical and dental

Manage patient needs effectively without searching

From Reception to Recalls

» All appointments needed are
scheduled at once

+ Calls are centralized — greater
capacity to meet patient needs by

11/18/2015

different areas of patient record phone
LB Total  Intake Last  : Last & Initial Last + Last Last Controlled : Auth i Alerts  Flu  Fluoride
Therapy Therapist Psychiatry CarePlan Review Discharge PHO Substance Reqd Shot  Varnish
Visits Provider Due  duc
5 o -- h o - .
107 2802012 [ 7z01s HiA aarz01s .
73 1082012 [ wTR0ts NiA 4nz01e 117282013 Yes .
10 RS 4r8r01s 1282015 NiA 3112015 - .
9 10132012 wa 282015 30018 /142015 .
’ - -- o - - .
55 1uzez0rs 1072072014 812412015 11192014 ans01s - .
ApptStart  ApptStop  Resource Hame Apptstatus  Reason |
S2000AM | S40:00 Al Schedukd | BH Diagnosis
S4OD0AN | 10:00:00 AN Senedule | Opiia Patient
S4O00AN | 10:00:00 AM Schedukd | Opioid Patient, Last PHO >= 15 |
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Medical Assistants Leading Innovation

Medical Assistants are expanding their roles as:
* Health Coaches

*  Self Management Goal Setting

* Leading team huddles

» Taking charge of patient “Flow”

* Scribing for providers

* Take on roles as Promotoras and Patient Navigators

* Training as Doulas

* Building career ladders

First and foremost: medical assistants consistently identify themselves as a
patient advocate, provider support, and team builder.

. £
@ 11-@
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Current Challenges in Medical Assistant

* Finding jobs Educatlon

= Finding full-time positions

= Cost of education / loan repayment

= Quality of programming

= Quality of the Externship
Experience

November 18, 2015
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National Cooperative Agreement (NCA)

Funded by the Health Resources and Services Administration, the National Cooperative Agreement
addresses the most fundamental need of health centers now and for coming decades : a clinically
expert staff representing all roles in primary care that is trained to a high performance model of team-
based care.

Through a series of educational webinars and learning collaboratives, CHC will provide education, information,
and training to interested health centers around the country in:

1. Training the Next Generation
a. Establishment of post graduate Nurse Practitioner or Post-doctoral Clinical Psychology
residency programs.

b. Developing a systematic approach to engaging health professions students and trainees from
academic partners for a portion of their education.

2. Team-Based Care

a. Implementing and advancing team-based practice models.
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Margaret Flinter,
APRN, PhD, c-FNP, FAAN, FAANP
Senior VP and Clinical Director

Email: margaret@chcl.com
Tel: 860-852-0899
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Want to participate? Email your contact information to nca@chcl.com. ‘
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