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CHC Inc. and the State of CT
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300,000 visits (medical, dental, behavioral health)

72,000 patients call CHC their “Health-Care Home”

35,000 people received medical care
4,200 people received mental health care
26,000 people received dental care

10,114 people received “other
enabling services”
(transportation, eligibility, group education)

CHC patients come from 152 of the 169 cities and
towns in Connecticut
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Progress Notes ~
[ O

allergies K3 155 Ibs. : i CLICK TO EDIT SECURE NOTES
Appt(L):  10/28/09 1 waiting for recerds frem [l pap 08 waiting for fx
Appr(N}:  11/09/09 2 _ﬁce 11/13/08 moncfil. foot
PCE: 2 ; —..08 pod check dons, ¢
Languag/ colonoscopy? Tinnitus
Translator: No check zt naxt visit

Eilling &lert

V; 05/07/2009 SE

Overview |

= Advance Directive

Problem List

s N S 250.00 DIABETES TYPE II
CCCPNI RN ALY 0L e Derigh: hypestsnsing
FHexmitia Comtes. Imco. 272.0 HYPERCHOLESTEROLEMIA
443.8  Peripheral vascular disease NOS
o3/o7/2009 Progress Notes: _ ARNP 493.90 ASTHMA MODERATE PERSISTANT
300.4 Depression with anxiety

Current Medications Reason for Appointment = Current Medications Stop Date

Lactinol-E 10-3500 as directed BID 1.Dm O Ssingulair 10 mg tablet

Freestyle Lite Test Strips xx as directed use as Med refill e

directed TID ac 2. Med refills 0 amoxucullln.soo ma capsule . 11/07/2009

Aspir-Low 81 mg 1 tab(s) once aday History of Present lliness DO  Freestyle Lite Test Strips xx strips L

Nexium 40 mg 1 cap(s) once aday Diabetes: B Lactinol 1% lotion

ﬁ?e“: 31’;%;‘:“ needle 3G x. 15 as directed 64 vear old female presents with ¢/ o Diabetes type 2. O Frilosec 40 mg delayed release capsule

. . Denies : dizziness. foot problems. polyuria. polvdypsia. polyphagia. fatigue. O pravastatin 40 mg tablet

AeroChamber xx as directed with o z B s R s o | ’

pravastatin 40 mg 1 tab(s) for hich g}ucqse monitoring Fastings range from.1oo-2oo._e\ ening 140-220. Freestyle test strips XX XX = -

cholesterol once a day (at bedtime) medication adherence Stopped taking evening dose of Metformin, thinks it 0 Lantus Solostar Pen 100 units/mL solution

Lantus Solostar Pen 100 units/mL 30 units interupts her sleep (has been sleeping much better since she stopped this dose).. B Freestyle lancets XX XX

once aday (at bedtime) ; General: _ 0O Patanol 0.1% solution

:‘[‘et“m;‘“ 500 mg 2tab(s) for diabetes 2 Also with ¢/ o worsening allergies for past 3 dayvs, itchy eves are bothering her O Aspir-Low 81 mg tablet

nmasad st. i I in, fever, .n/v/d/c.5d i T

Heiiasenti) 10 e & tbls) SoF High Bload g.le mlo_lt Denies cough, ear pain, fever, stomach ache, n/v/d/c. Sdll taking O Jlisinopril 20mg tablet

pressure once a dav mgwa., . . . . ) 0 FREESTYLE FREEDOM MONITOR XX XX

Singulair 10 mg 1 tab(s) for allergies and Rn_lgmgm ears is better than it was, bgt still present. Worse at nlghf:. Has been O metformin 1000 mg tablet -

mmtlnn AT hannenine far nver o manths naw Camasin wavaes ar milsas hears at nicht whan D2l by - o . el
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Health Center, Inc. Receptionist Competency Checklist
Competency Operational definition Measurement method Verbalizes/ Initials of | Initials of
Demonstrates | Reviewee | Reviewer
Correct Behavior-
Date
ake announcement on overhead page system Uses correct code/"[Name], please call ext. xxxx" Simulated skill demo
IAnswer telephone promptly ithin 30 sec. Service Tevel in ACD by individual
erbally interact with patients per CHC scripts Follows dental, medical and behavioral health script. Phone monitoring and direct
lobservation
se the language line Follows written instructions. Correct language identified and
translator on line.
ransfer telephone calls Successful transfer. Skill demo
ecord telephone encounters with perfinent information [Uses™ written English adequate to clearly communicate content of message; brevity; Check with Shanti. Review of five
in ECW and on paper as appropriate. Hub update lack of ambiguity; timely transmission, list pharmacy; record name of person calling and [appts on five different days.
pharmacy. tel. number where they can be reached. Spell checks. Appropriate content.
oute messages to triage nurse or providers imeliness of routing. Follows appt allocation guidelines. Follows guidelines for paging [Review of messages.
nurse.
pdate patient pharmacy information in ECW Complete and accurate info. Feedback from pts
'se appointment allocation guidelines correctly IAppointment Allocafion Guidelines. Feedback from nurses , providers
land supervisor
IApply advanced access guidelines to schedule IAppropriate mix of appts. Smart scheduling process. Balanced schedule for providers.  |Visual check based on color
lappointments icodes of one day's schedule.
IAcceptable/Unacceptable rating.
ISchedule, cancel and reschedule appointments IApts are correctly entered and documented in Centricity: appropriate appt type selected,[Review of five appts on five
note in appt as to appt reason, apt scheduled with appropriate provider, recall is different days.
[attached, pt demographic info verified, authorization for Beh. Health attached.
rocess check-in and no show patient appointments Correct in notation in system. Ensure correct demographic, pharmacy and insurance irect observation of a pafient
Info .Record no shows in encounter for provider if appropriate. icheck-in.
espond appropriately To walk-in appointments Says, "We discourage walk-in appts. Our preference is to schedule an appt for the IAnecdotal review and skill pracfice
provider you want to see. " or "If you would like to establish care here, we will set you
up with an ATC appt who can register you for care here."
egister patient in Centricity, fully populating required ame, address, DOB, sex, SS #, insurance, tel #, guarantor info if under 18 yo, release [Pull five pt records
fields lof info, HIPAA form, current sliding fee scale. Obtains email address or populates field
with “none” or “refused."
espond appropriately To angry or agitated patients reats angry or agitated patients with respect, and refers patient to senior receptionist ofObservation/Patient feedback
lsupervisor if needed.
(Obtain medical release as needed Correctly completes medical release in terms of date, person providing info, what info is |All reqd info is included and
needed, to whom request is going, reason for request, statement that pt is transferring [correct
lout, patient signature, length of time for release, witness.
(Obtain and scan required documents into ECW Proof of income, insurance cards, profile and HIPAA. Scanned to correct pt record and |Direct pt record audit -- frequency
lassigned to appropriate person. based on perf. Record of
lemployee
ax info from ECW (medical receptionist/medical recordslUses FAX prompt in ECW. FAX completion records in ECW
clerk only)
pdate patient information in Centricity ame, address, DOB, sex, SS #, insurance, tel #, guarantor info if under 18 yo, release [Feedback from pts, Pt Accounts
lof info, HIPAA form, current sliding fee scale. Obtains email address or populates field |and nurses
with “none” or “refused."
T‘EB ﬁ: % Bl ADDI
Confirm appoiriti withpatients Pts called day before appt. and message left if person not reached. Pull five pt records B
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O &R O R

Ra/R8 RlRlerS [ AfS B vEt Belha | vEtRelh@ | O&EWEL Rel 2l
CHC of Clinton& 211 748 35%0 48%0 49%0
CHC of Danbury® 47 14R 30%0 15%0 25%n
CHC of Enfield® 43 12R 28%0 28%!0 36%0
CHC of Groton® 333 135R 41%nm 35%0 32%0
CHC of Meriden® 394 188R 48%n 57%08 58%0
CHC of Middletown® 270 1368 50%0 47 %R 54%m
CHC of New Britain® 546 208m 38%0 40%0 52%0n
CHC of New LondonE 562 2108 37%0 39%0! 35%0
Agency? 2406 977r 41%n 43%0 45%0

EnfiEbEcPA @ B EECEMRC CH0E: i ticP : By P EE2ERTH4E @ Mn BERCEEi pe 2 ti: F
(2R P B EE: tic HEuRze REGERREG Bps.0

(O]E g

RPa/R8 RlRlerS [ AfS B Vet Belh? | vEtRelhd | O&EVEL Bel ha
CHC of Clinton® 211 150m 71%0 71%8 64%nm
CHC of Danbury® 47 12m 26%0 21%08 17%08
CHC of Enfield® 43 19¢R 44%pR 44%p 46%0
CHC of Grotonn 333 89 27%0 24%0 21%n
CHC of Meriden 394 3260 83%0 83%:0 77%0
CHC of Middletown® 270 2068a 76%0 80%m 72%0
CHC of New Britain 546 408a 75%0 79%0 75%08
CHC of New LondonR 562 3610 64 %0 60%0 50%0
Agency? 2406 1571m 65%0 65%0 59%0
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CHC of Clinton 724 445 61% 63% 60%
CHC of Danbury 320 119 37% 35% 25%
CHC of Enfield 348 87 25% 27% 33%
CHC of Groton 795 270 34% 32% 25%
CHC of Meriden 1422 876 62% 62% 64%
CHC of Middletown 1249 756 61% 60% 56%
CHC of New Britain 1781 1112 62% 62% 57%
CHC of New London 1804 1079 60% 60% 59%
Agency 8443 4744 56% 56% 54%

EERAEbECP.A @ @ PRCEMRYC CEAL ER: Ay @ ticP : BR2ZEW/ 1@ 2tirtic ti: Ptius B5W1 B ERp Ridhe CREB5SwWE R

B @20 Fle BR RBctie & Rield 7 BiEEbRCPR| 7 BEEbECP R 7 BEIEbRCP.R
CHC of Clinton 613 488 80% 75% 70%
CHC of Danbury 366 164 45% 44% 33%
CHC of Enfield 420 202 48% 46% 50%
CHC of Groton 587 359 61% 59% 56%
CHC of Meriden 1321 1067 81% 82% 83%
CHC of Middletown 1047 907 87% 87% 83%
CHC of New Britain 1503 1255 83% 83% 82%
CHC of New London 1605 1211 75% 76% 75%
Agency 7462 5653 76% 76% 75%
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FIERP @i REtie Bl: EcRE C uBRlpb?: FFEE R
RIRl: Eine R Bl 2P PR AEED 1 1,/

Patients diagnosed with hypertension
whose blood pressure remained less than
140/90 during measurementyear

i
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BRRP @i Fltie Bl: @cRF CullpbR: FrR R
RIE1: Eine RIE B PP RIRR AEED 1 1 / [

40%
35%
30%
25%
20%
15%
10% [
5%
0%
Total Asian | Black/ | Americ | White | More | Unrep
African an than orted
Americ | Indian one
an race
® Patients diagnosed with diabetes | - . 2 o 2 .
or |l with A1C between 7 and 9 27% e 2% 33% 25% 29% 23%
W Patients diagnosed with diabetes | . = & " "
or | with A1C <=7 35% 37% 37% 36% 35% 18%
B Patients diagnosed with diabetes |
or Il with A1C Over 9 18% 15% 18% 15% 19% 28%
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