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LifeLong at a glance
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Building the tools

Operational overview

Outcomes & impacts

“The new normal” 

Questions & Discussion

www.nachc.org

AGENDA



WHO WE ARE

LifeLong Medical Care provides high‐quality 
health, dental, and social services to 
underserved people of all ages; creates 
models of care for the elderly, people with 
disabilities and families; and advocates for 
continuous improvements in the health of 
our communities.

• Reply “CARE”
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HOW WE SERVE

• 16 Primary Care locaƟons 

• 3 Dental clinics 

• 4 School Based Health Center Programs 

• 3 Urgent Care 

• 14 SupporƟve Housing sites 

• 15 Skilled Nursing PracƟces 

• 3 Street Medicine Teams 

San Francisco Bay Area



UNPRECEDENTED 
TIMES…
• CEO change after 40 years

• National media COVID frenzy

• Fear & anxiety

• Sickness, dying and death

• Economy shut‐down

• School closure

• Care delivery constrained

• Reply “CARE”
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…CALL FOR 
UNPRECEDENTED DATA
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PATIENT VISIT RAMP‐UP

1. Maintain access for our patients
2. Generate revenue
3. Allocate workforce appropriately Pr
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OUTREACH 
STRATEGY

• 8 prevalent chronic conditions likely to 
worsen without primary care

• COVID+ follow‐up

• 4th wave: come one, come all – we’re 
open!

| 9
Source: Center for Care Innovations Webinar, April 9, 2020



RAMPING UP THE 
RAMP UP
• 40 staff (30 FTE) working from home

• 2/3 of that staff new to patient outreach

• Measure it to manage it

• Reply “CARE”
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PROTOCOL POWER

• Texting: quantity and quality

• Look both ways for seniors!

• There is no “lost to follow‐up”
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OUTREACH THAT CHANGES 
AS LIVES CHANGE

WHEN WHO HOW WHAT

April 13 – May 29 Active patients with at least 1 of 8 prevalent chr.
conditions who are due or past due for care

Text Offer PCP appt.
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OUTREACH THAT CHANGES 
AS LIVES CHANGE

WHEN WHO HOW WHAT

April 13 – May 29 Active patients with at least 1 of 8 prevalent chr.
conditions who are due or past due for care

Text Offer PCP appt.

George Floyd
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OUTREACH THAT CHANGES 
AS LIVES CHANGE

WHEN WHO HOW WHAT

April 13 – May 29 Active patients with at least 1 of 8 prevalent chr.
conditions who are due or past due for care

Text Offer PCP appt.

June 1 – August 14 Same as above PLUS:
African‐American and Latinx patients who have 
seen us for anything since Jan 2019

Text young

Call Old

Offer PCP appt.
Offer depression 
screen

August 17 – Present  Same as above PLUS:
Preventive services: well child, Ped vaccine, cancer

Text then 
call

Offer PCP appt.
Offer depression 
scren
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DATA TO THE PEOPLE

Staff 1
Staff 2
Staff 3
Staff 4
Staff 5
Staff 6
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ALL‐IN‐1 DAILY WORK
USING TABLEAU
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ALL‐IN‐1 DAILY WORK
USING TABLEAU
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WEEKLY 
NEWSLETTER

• Sent to Leadership, health center clinical 
leadership & mgmt., and outreach staff

• Call out performance

• Highlight a patient story

• Provide outreach updates

• Link back to Tableau
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OUTCOMES & 
IMPACTS

• Reply “CARE”
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46 year old diabetic woman really appreciated 
the call. She said Kaiser did not call not even 
once, even though they know that she is diabetic 
and needs more care. She said, "They didn't call 
and ask, ‘you good? Your numbers weren't so 
great last time, so are you doing alright?’ 
Nothing. They did not call at all.” She said she 
really appreciates that we care. The pt stated, 
"From a pt.'s perspective, thank you. I've 
received the text messages, they have been seen, I 
hear you and I really appreciate it." She ended 
with this, which was my favorite part: "I know 
it's not just (her PCP), it's what all you guys are 
doing, and I really want to thank you for that 
because it shows that you care.“

- Eveling, Outreach Staff
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OUTREACH & TELE‐
MED SAVE THE DAY

• 4,860 completed billable visits as a result 
of outreach

• 70% billable visits were telemedicine 
(80% medical; 18% behavioral health; 2%  
dental)

• April – September: $607,500 in visits
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Post‐SIP

Pre‐SIP

May ‐ July
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Diabetes Hypertension Cancer Screening* Well Child & Ped
Vaccine**

Seniors

Attempted Reached Booked

POPULATION OUTREACH
April – September 2020

*PCP appt. total displayed only; outside appt.’s for cancer screenings not pictured
**Total Peds population due for WCC or CIS < 2,000; 1,567 reflects almost 100% attempted

Attempted Reached Booked

56,058 18,690 (33%) 8,028 (43%)
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Patient “L.”

L.

L.

L

L.’s STORY
30 year old young lady was very glad that I texted her. She was 
experiencing high blood pressure even though she was taking 
her daily dosage of meds. The pt stated this was going on for a 
couple of months, but was afraid to make appointment due to 
COVID. Pt stated she had very bad headaches and was 
beginning to get worse. I advised pt to go to urgent care. Pt 
was seen in urgent care, called me back to thank me for 
advising and recommending her to visit urgent care, where she 
received increase in meds and was informed by the doctor of 
the seriousness of her condition. Pt stated she had no idea 
how serious it was, due to she was taking her meds daily. Pt 
states she loved the fact that LMC checks on their patients.

- Norma, Outreach Staff

L



OUR STABILIZED 
STATE

• Reply “CARE”
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TELEHEALTH, OUTREACH 
ARE HERE TO STAY
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THAT’S ALL, FOLKS!

Any questions???


