
Outreach and Enrollment Distance Learning Series 

Integrating Outreach and Enrollment 
into the CHC Workflow 

May 14, 2015 

Welcome to the Outreach and Enrollment Webcast  Series 
 

All lines are muted.  Please use chat to ask a question to the chairperson. 



2015 Outreach and Enrollment Distance Learning Series: 

Upcoming Events 

ÅVisit the CHAMPS Distance Learning Page for more 
information 

ÅBuilding Effective Community Partnerships—June 18, 2015 

ÅSchool-Based Outreach: A Recipe for Success—July 9, 2015 

ÅTaxes and Consumer Education—August 13, 2015 

ÅMotivating Consumers to Enroll in Coverage—September 10, 
2015 

ÅCommunication Strategies for OE3—October 8, 2015 
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Community Health Association of 
Mountain/Plains States (CHAMPS) 
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www.champsonline.org  

http://www.champsonline.org/


Colorado Community Health 
Network (CCHN) 
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www.cchn.org  

http://www.cchn.org/


SITORA RASHIDOVA 
CHC Outreach and Enrollment Coordinator, Colorado Community 
Health Network 
Sitora@CCHN.org  

 

Presented by: 
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Health Center Engagement with 

Outreach and Enrollment  

 
 

 
Sitora Rashidova 

CHC Outreach and Enrollment Coordinator  

Colorado Covering Kids and Families   

Colorado Community Health Network  

 



Presentation Overview 

ÅEngage 

ü The entire health center 

ü Leadership 

ü The patient 

ÅAlign with Other Health Center Services 

ÅOvercome Hurdles 

ÅEncourage Coverage Retention 

 

 



Engaging Your Health Center  

ÅProviders  
ü Dental and vision 

ÅPharmacy 

ÅHuman resources 

ÅBilling 

ÅFiscal/finance  

ÅOperations  

ÅLeadership  

ÅBoard 

 

ÅBasic training on 

coverage options 

ÅHow to refer to 

an assister 

ÅAssisterôs role 

within the health 

center 

ÅImportance of 

O&E 



Engaging Your Leadership 

Leadership: 

-Maintain or 
expand O&E 

funding  

-Increase 
awareness                  

 

 

 

 

Why O&E? 

-Mission 

-Financial health 
and future 

-HRSA 
compliance 

 

 

Assisters: 

-Track new patients  

-Track changes in 
insured patients 

-Share patient 
stories 

-Highlight stories 
and data for 
leadership to 

showcase 



Patient 

Hears about the health center 

Insurance 
Status? 

Makes an appointment 

Checks in 

Sees a provider 

Receives enabling services 

Receives a bill  

Gets medicine  

Yes 

If uninsured, 
refer to an 
assister 

Engaging Your Patients 

Unified Messaging 



Alignment with Other Enabling 

Services 

ÅMedical home 

ÅMedical/legal partnerships 

ÅBenefit enrollment  

ÅCase management 

ÅHealth education 

ÅFinancial literacy 

 



Overcoming Hurdles 

ÅServing ineligible patients 
ü Medicaid expansion gap 
ü Undocumented 
ü Migrant/seasonal workers 
ü Family glitch  
ÅEnrollment challenges 
ü System glitches 
ü Affordability  
ÅTaking politics out of health  
ü With patients 
ü With health center staff 

 



Serving Ineligible Patients 

ÅMedicaid expansion gap 

ÅUndocumented 

ÅMigrant/seasonal workers 

ÅFamily glitch  



Enrollment Challenges 

ÅSystems glitches  

ÅAffordability  

ü Benefits of being insured  

ü Financial consequences 

ü Motivate  

ü Personalize  

 

 

 

 



Taking Politics Out of Health 

With Patients With Health Center Staff 

ÅCreate a safe space for 

discussion 

ÅRedirect negativity and anger  

ÅReframe the conversation 

ÅTake suggestions and 

recommendations 

 

ÅCreate a safe space for 

discussion 

ÅFocus on impact on the health 

center and patients 

ÅShare positive stories  

ÅBrainstorm solutions to 

challenges together  

ÅRespect everyoneôs opinions 
and differences! 



Retention and Follow-Up 

ÅHelp patients understand and maximize benefits  

ÅTrack insurance status of patients 

ÅHelp transition patients between coverage 

programs  

ÅMake it an entire health center effort! 



ELIZABETH CROSS 
Director of Patient Eligibility, Clinica Family Health 
Ecross@clinica.org  
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Integrating  
Outreach and Enrollment  
into the CHC Workflow 

Elizabeth Cross 
Director of Patient Eligibility 



ÅScheduling 
ÅChecking in 
ÅWaiting 
ÅPatient Care Room 
ÅWith Care team 
ÅMedications 
ÅDental 
ÅBehavioral Health 

PATIENT FLOW AND OPPORTUNITIES 



Å Call Center  
Å Front Desk 
Å MA 
Å Nurse 
Å Provider 
Å Case Manager 
Å Behavioral Health Professionals 
Å Dental 
Å Pharmacy 
Å Eligibility 

Who has contact with patients? 



 
 
 
 
 
 
 
 
 
 

 September 
2013 
-More FAQs 
-Training for 
Screeners 
-Patient 
Education 
 

 October  
2013 
- Medicaid  
and Exchange 
Enrollment 
Begins 

 

 November 
2013 
-Continue 
Enrolling & 
Educating 
Patients 

 

 December 
2013 
-Benefits 
Countdown 
-Information 
on New 
Payers 
 

 

 
January 2014 
Medicaid & 

Exchange Benefits 
Begin! 

 

Health Care Reform at Clinica 

August  
2013 
-ACA Basics  
-Staffing up 

 

STAFF COMMUNICATION 

HOW MUCH IS TOO MUCH 

HOW MUCH IS TOO LITTLE 



LIFE SIZE 
STAND ALONE CUT OUTS  
OF ONE OF OUR PROVIDERS 

ÅWaiting areas 
ÅPharmacy 
ÅDental 
ÅEnrollment 
ÅAdministration 
ÅSmall version in Pt Care Rooms 



KEEP IT FRESH! 

CHANGING THE MESSAGES PERIODICALLY 



PHARMACY SLIPS  
INCLUDED IN EACH PRESCRIPTION  

Word of mouth is powerful!  
Education and Communication are crucial! 



Trainings need to be meaningful and fun 
This is a historic event! 
 
Very clever quick informational videos by the 
Kaiser Family Foundation 
 

ENGAGE YOUR TEAMS! 



COVER THE BASICS! 



POP QUIZ! 

INTERACTIVE 
INEXPENSIVE 
MEMORABLE 
 

F U N

 

 



Simplify & 
Streamline 

Info 

Uninsured = 
We can help! 



CICP = COLORADO INDIGENT CARE PROGRAM 



CLINICAL TEAM HAND OUT 

About the 
size of a 
business card 

Education & 
Communication 
every chance 
you get 



LET THE 
EXPERTS DO 
THE WORK 

Send them 
our way!  
We can help! 



WHAT GETS MEASURED ς D9¢Ω{ 5hb9Η 

End of Open Enrollment 



MIX MATTERS 
Previously at: 
 
Insurance 2% 
 
Medicaid 40% 
 
Self Pay 40% 



THANK YOU 

Elizabeth Cross 
Director of Patient Eligibility 
ecross@clinica.org 


