
@NACHC

Health Center Operational 
Site Visits: Preparing for 
Success and Continuous 
Compliance

2022 Community Health Institute & Expo
August 29, 2022, 1:30 – 2:45 PM CT



@NACHC



@NACHC

Give us 
Feedback

Up-Vote a 
Comment

Click on 
question and 
then 
Respond to 
Polls when 
they appear

Vote / Give Feedback/ Respond to Polls

In-Person Participants



@NACHCwww.nachc.org

THANK YOU TO ALL 
COMMUNITY HEALTH CENTERS

#ThankYouCHCs
This program is supported by the Health Resources and Services Administration (HRSA) of the U.S. Department of Health and Human Services (HHS) as part of an 

award totaling $6,625,000 with 0 percentage financed with non-governmental sources. The contents are those of the author(s) and do not necessarily represent the 
official views of, nor an endorsement, by HRSA, HHS, or the U.S. Government. For more information, please visit HRSA.gov.
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Equity and 
Social Justice

Skilled and 
Mission-driven 

Workforce

Empowered 
Infrastructure

Reliable and 
Sustainable 

Funding

Center
everything 
we do in a 
renewed 

commitment 
to equity and 
social justice

Strengthen 
and reinforce 

the infrastructure 
for leading and 

coordinating the
Community Health 
Center movement, 
notably consumer 

boards and 
NACHC itself

Develop a 
highly skilled, 
adaptive, and 
mission-driven 

workforce 
reflecting the
communities 

served

Secure reliable 
and sustainable 
funding to meet

increasing 
demands for
Community 

Health Center 
services

Improved 
Care Models

Update and 
improve 

care models
to meet 

the evolving 
needs of the 
communities 

served

Supportive 
Partnerships

Cultivate new 
and strengthen 

existing mutually 
beneficial 

partnerships to
advance the 

shared mission 
of improving 

community health

NACHC’s STRATEGIC PILLARS

To learn more about NACHC’s Strategic Pillars visit https://www.nachc.org/about/about-nachc/

https://www.nachc.org/about/about-nachc/
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America’s Voice for Community Health Care
The National Association of Community Health Centers (NACHC) 
was founded in 1971 to promote efficient, high quality, 
comprehensive health care that is accessible, culturally and 
linguistically competent, community directed, and patient 
centered for all.

THE NACHC
MISSION
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Learning Objectives
Describe HRSA’s current and potential future approach to 
assessing compliance with Health Center Program requirements.

Highlight the perspectives of a health center leader and OSV 
reviewer with regards to preparing and conducting the OSV.

Identify practical tips and strategies for creating a culture of 
continuous compliance.
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Agenda

I Welcome, Introductions

Health Center Program Compliance 
+ Operational Site Visit (OSV) 
Overview

OSV Panel Discussion: 
Review Team Lead &
Health Center CEO 

Questions & Answers

II
B

III

IV
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Live Content Slide
When playing as a slideshow, this slide will display live content

Poll: When is Your Operational Site Visit? 
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Live Content Slide
When playing as a slideshow, this slide will display live content

Poll: How confident are you in your health center's 
preparation and readiness for the OSV?



Health Center
Program
Compliance 
Overview
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Angela Powell MPH, CPH, 

Director
Office of Health Center Program 
Monitoring
Bureau of Primary Health Care, HRSA



National Association of Community Health Centers
Community Health Institute 

Operational Site Visits (OSVs) Overview
August 30, 2022

Angela R. Powell, MPH, CPH
Director, Office of Health Center Program Monitoring
HRSA, Bureau of Primary Health Care 



Bureau of Primary Health Care Strategic Priorities 
To increase access to the health center model of care, improve health outcomes, reduce 

health disparities, and advance health equity for underserved populations

Priority 1: Strengthen health centers 
to address critical and emerging 

health care issues and the evolving 
health care environment

• Support the Health Center 
Workforce

• Advance Health Center Excellence
• Strengthen COVID Response and 

Future Preparedness
• Improve Health Center and Partner 

Engagement

Priority 2: Activate and accelerate 
evidence-based and innovative or 

new high-value models of care 
delivery for underserved and 

vulnerable populations

• Introduce Patient-Level Data 
Reporting

• Engage in Value-Based Care Delivery
• Promote Innovation

Priority 3: Expand the reach of the 
health center model of care in the 
nation’s highest need communities 

and populations

• Support Comprehensive Care Service 
Delivery

• Reach High Need Communities
• Build New Partnerships

14



Organizational Structure

BPHC Mission
Improve the health of the nation’s 

underserved communities and 
vulnerable populations by assuring 
access to comprehensive, culturally 
competent, quality primary health 

care services

Office of the Associate Administrator

Associate Administrator
James Macrae

Deputy Associate Administrator
Tonya Bowers

Division of Workforce 
Management

Director
Angela Damiano-Holder

Deputy
David Dietz

Office of Strategic 
Business Operations

Director
Kathryn Mitchell

Deputy
Holly Schumann

Office of Health Center 
Investment Oversight

Director
Ernia Hughes

Deputy
Katie Ballengee

Office of Health Center 
Program Monitoring

Director
Angela Powell

Deputy
Erin Davis

Office of Policy and 
Program Development

Director
Jennifer Joseph

Deputy
Amanda Ford

Office of Quality
Improvement

Director
Suma Nair

Deputy
Sue Lin
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Operational Site Visit (OSV) Overview

Operational Site Visit (Virtual and Onsite)

Support HRSA’s 
oversight of the Health 

Center Program

Provide an objective 
assessment and 

verification

Conducted at least 
once per 

project/designation 
period (PP/DP)
3 year PP/DP = 

midpoint

1 year PP/DP =                               
between 2-4 months

OSV team includes 
federal 

representation and 
consultants



CY 2022 Operational Site Visits (OSVs) Update
Timeframe:  1/1/2022 – 6/30/2022

OSV 
Totals

Projected FY22 
Total

444

Completed FY22

313

Remaining in 
FY22

131

17



Operational Site Visit (OSV) Update
Timeframe:  1/1/2022 – 6/30/2022 (Continued)

OSV Statistics

Total Number of Reports 
Completed:

208

Compliance Resolution 
Opportunity (CRO)

Total Non-Compliant 
Elements: 2,344

Non-Compliant Elements 
Resolved through CRO: 
1,913

Health Centers 
with 100% 
Compliance

Total : 145
• Without CRO: 8
• With CRO:   137
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Operational Site Visit (OSV) Update
Timeframe: 1/1/2022 – 6/30/2022 (Continued)

Top 5 Non-Compliant Elements assessed via Compliance Resolution 
Opportunity (CRO)

Required and 
Additional 
Services
a. Providing and 
Documenting 
Services within 
Scope of Project

Board 
Authority

c. Exercising Req. 
Authorities and 
Responsibilities

Clinical 
Staffing

e. Credentialing 
and Privileging 
Records

Clinical 
Staffing

d. Procedures for 
Review of Privileges

Sliding Fee 
Discount 
Program
j. Sliding Fee for 
Column III Services
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Operational Site Visits (FY2022  FY2023)

FY2022:
What is 

happening?

Virtual 
Operational 

Site Visits 
(vOSVs)

Onsite 
Readiness 

Assessments:
Limited number 
of onsite OSVs

OSV Pilot: 
Engaging Health 

Centers in 
Compliance and 

Excellence

FY2023: 
What to 
Expect?

Phased Return 
to Onsite OSVs

Hybrid Model 
OSVs                        

Onsite and Virtual

Test and 
Implement 

additional OSV 
Pilot(s)/Models  

20



Panel Discussion

• Operational Site Visit Team Lead

• Health Center Chief Executive Officer
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Jennifer Genua-McDaniel, BA, 
(Hons), CHCEF

Chief Executive Officer
Genua Consulting
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Judith Watson RN, BSN , MPH

Chief Executive Officer
Mount Vernon Neighborhood Health Center
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1. As a Team-Lead, what is your general approach 
to conducting the Operational Site Visit?

2. When and how do you initiate communication 
with Mount Vernon Neighborhood Health 
Center?

3. How and when did you review files?

Team Lead Perspective
Pre-Site Visit:
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Disclaimers
This presentation is not endorsed by Management Strategists Consulting Group (MSCG) 
This presentation is not endorsed by Health Resources Services Administration (HRSA) or Bureau of Primary 
Health Care (BPHC)
Not employed by MSCG or BPHC
Independent Consultant who is contracted to do Operational Site Visits (OSV)s and Technical Assistance 
(TA)
Not intended to provide legal advice
Please refer to your HRSA Point of Contact for specific questions or use the BPHC Contact Form



@NACHCwww.nachc.org | 26

• Officially received the assignment October 28, 2021

Team Lead Perspective
Pre-Site Visit:
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• Reached out to the site visit team October 28, 2021, for draft agenda
• Immediately called the CEO to introduce myself of as team lead

• Team introductions including Federal Representative
• Next steps
• Tips for the site visit

• Documents
• Areas of concern
• Virtual tour
• Any questions or concerns

Team Lead Perspective
Pre-Site Visit:
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• Team Lead Official Email: November 1, 2021
Team Lead Perspective
Pre-Site Visit:
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• Official Pre-OSV call: November 23, 2021
Team Lead Perspective
Pre-Site Visit:

Setting pre-OSV call 
dependent on:
• Schedules
• Availability 
• Any logistics challenges
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• Day 1 of OSV: December 8, 2021
• Health Center decides who 

participates on the entrance
• Virtual Tour right after the 

Entrance
• 1st site tour is where health 

center has most of their Form 
5A services

• 2nd site tour can be another 
designated site (mobile, 
specialty, dental only etc.)

Team Lead Perspective
Pre-Site Visit:
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• Day 2 of OSV: December 9, 2021
• Health Center makes the 

decision which staff will 
participate in interviews

• Meeting with the Board was an 
hour and 15 minutes (shortened 
time)

• Technical Assistance (TA), 
Recruiting board members, is 
the board getting the correct 
data to make decisions, is the 
board getting data in a manner 
that makes it easy to 
understand

Team Lead Perspective
Pre-Site Visit:
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• Day 3 of OSV: December 10, 
2021

• AM was spent with the CEO. Had 
requested some technical 
assistance on health center 
issues

• Exit Conference:
• Health Center decided who 

participated in the debrief
• Report out with minimal 

questions 
• Federal Representative 

explained the Compliance 
Resolution Process (CRO)

Team Lead Perspective
Pre-Site Visit:
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• Communication email between Team Lead and CEO regarding documents: December 
2, 2022

Team Lead Perspective
Pre-Site Visit:
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1. Describe Mount Vernon Neighborhood Health 
Center’s history, your history at the health 
center. What was MVNHC doing when COVID 
hit?

2. When did you find out you were having your 
OSV? 

3. How did you prepare – who was involved within 
the organization (staff and board)?

4. How did you balance seeing patients – during 
COVID – while preparing for your OSV and other 
site visits?

Health Center CEO Perspective
Pre-Site Visit:



Since 1973, Mount Vernon Neighborhood 
Health Center, Inc. has been the health care 
home of thousands of residents in 
Westchester County, NY.

For many, it is the place to go for high-quality, 
affordable, and comprehensive health care
and supporting services.

Deep Roots in the Community

Mount Vernon Neighborhood 
Health Center, circa 1975

Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc. 2



School-Based Health Centers
Mount Vernon High School
Edward Williams Elementary School

Homeless Shelter-Based Health Centers
Coachman Family Center
Grasslands Homeless Shelter

Federally-Qualified 
Health Center with 8 
Locations

Westchester County, 
New York

Greenburgh 
Health Center

Women’s Premier 
Obstetrics

Mount Vernon 
Neighborhood 
Health Center

Yonkers 
Community 
Health Center

and … 2 Mobile Health Units



To improve the lives of our community members by providing high 
quality comprehensive, affordable primary and preventative healthcare.​

To offer health and wellness services that will optimize the lives of 
all members of the community.​

Our Mission

Our Vision

Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc. 4

Our Guiding Principles



MVNHC By the Numbers

Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc. 5

20,000+ Registered Patients

130,000+ Annual Visits

8 Locations

2 Mobile Health Units

$27 Million Annual Budget

277 Employees



Our Patient Services

• Adolescent Medicine
• Internal Medicine: 

Adult and Geriatric Care
• OB/GYN
• Pediatric Medicine

Primary Care

• Care for Adults & Children
• Cleaning/Scaling
• Dentures
• Extractions
• Oral Exam/X-Ray
• Restorative Dentistry

Dental Care

• Psychotherapy
• Diagnostic Evaluations
• Medication Management
• Supportive Counseling
• Substance Abuse Recovery
• Social Work
• Mental Health Treatment:

Children, Adolescents & Adults

Behavioral Health
• Audiology
• Cardiology
• Colposcopy
• Dermatology
• Endocrinology
• Gastroenterology
• Infectious Disease

Specialty Services
• Nephrology
• Ophthalmology
• Podiatry
• Sonogram
• Ultrasound
• Urology

Support Services
• Community Outreach
• COVID Testing & Vaccine
• Discounted Drugs (340B)
• Food Pantry 
• Food RX Farmacy
• Flu Vaccine
• HIV Counseling & Testing

• Insurance Enrollment
• Mobile Health
• Monkeypox Vaccine
• Nutrition Counseling
• NY Project Hope
• On-Site Pharmacy
• Patient Advocacy

• Patient Transportation
• PICHC Program
• Testing Laboratory
• Translation Services
• WIC Program
• X-Ray

Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc. 6



• COVID-19 Pandemic
• NCQA Patient Centered Medical Home (PCMH) Recertification

- January 2022
• The Joint Commission Survey - March 28-30, 2022
• New York State Department of Health (NYDOH) Bureau of 

Immunization COVID-19 Site Visit - June 10, 2022
• Federal Tort Claims Act Site Visit - June 14-16, 2022

Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc. 10

Always … Competing Priorities



MVNHC OSV Countdown

6 months out February 24, 2021 - 1st Notification - Selection of 2 dates in August 
2021

5 months out March 31 – 2nd Notification - Advised of a Spring Survey due to HRSA 
Reorganization

2 months out October 5 - 3rd Notification – Site visit scheduled for December 8–10

1 month out November 1 -Jennifer Genua-McDaniel, Team Lead
Resources and Draft agenda provided

2 weeks out

Site Visit December 8-10, 2021

November 23 - Pre-OSV Call

11Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.
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Time to Prepare

HELP!



Preparing and Organizing
1. Core Leadership Team read all chapters (together), line 

by line. Department heads and Board were brought in as 
applicable (included evenings and weekends)

2. Team Project Manager itemized required documentation 
and tracked progress using Excel Spreadsheet program

3. Made a list of missing documentation to follow up with 
respective department heads

4. Reviewed previous OSV report

MVNHC Team in Action

14Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.



Preparation Challenges/Opportunities
• In the Throes of the Pandemic

• Historic Baggage

• Corporate Culture (first time, transparency) 

• Technical Glitches. HRSA’s Technical Assistance Contractor, 
Management Solutions Consulting Group (MSCG) file sharing 
platform

• Choreography of Virtual Tour (background signage)

MVNHC Team in Action

15Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.
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Describe your experience and impressions from the:

• First Meeting

• Board Engagement

• Virtual Tour

• Pain Points

• Exit Meeting

Team Lead + Health Center Perspective
During the Site Visit
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First Meeting
• Communication via 

email, phone calls 
and text (always ask 
permission to text 
the HRSA team)

• Collaborative 
Approach

• Citrix Share File-
created sub-folders

Board Engagement
• Participated in 

Board Discussion 
and Exit Conference

• Answered questions 
and provided 
feedback

Virtual Tour
• From the 

perspective of a 
patient

• Completed via 
Laptop/Tablet

• Check Connectivity
• Privacy Concerns 

Exit Meeting
• HC Staff Team, 

Board Members

• Review Team + 
Federal Rep

• Clear concise, 
lasted 1 hour

• CRO Overview

www.nachc.org | 46

During the Site Visit
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1. What was communication with HRSA like after the 
Site Visit?

2. Were there items that required attention through the 
Compliance Resolution Opportunity (CRO) process?

3. Did the OSV lead to any immediate process 
improvements? 

Post-Site Visit
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• Submitted report Sunday December 12, 2021
• Received request for revision Monday December 13, 2021

• Email approval from HRSA Team January 25, 2022

Team Lead Perspective
Post-Site Visit
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• Required and Additional Health Services - Element A
• Clinical Staffing - Element C, D
• Contracts and Sub Awards - Element B, C, D
• Financial Management and Accounting Systems - Element C
• Billing and Collections - Element I, J
• Board Authority - Element D
• Board Composition - Element C

MVNHC Team Fixes During CRO 

Compliance Resolution Opportunity (CRO) Process

16Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.
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Items Identified as Needing Further Action
Contracts and Sub Awards

• Element B Records of Procurement Actions
• 5.1 Rationale for the Procurement Method
• 5.2 Selection of Contract Type
• 5.3 Contractor Selection or Rejection
• 5.4 Basis for the Contract Price

OSV Final Findings

17Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.
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Sample Purchase Order

18Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.

Oversight Checklist accompanying an 
actual purchase order

Blank Oversight Checklist to accompany all 
purchase orders over $25,000

Instituting a New HRSA-Compliant Policy and Procedure
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Who Item/Service Bids​ Recommendations​ HRSA Funded​? Other Funding Sources

1.​
2.​
3.

Board Approval Checklist Accompanying All Contracts, Memorandum of Understanding 
(MOU), Letters of Agreement, Statement of Work (SOW), Payments, etc - $25,000 or higher

19Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.

Instituting a New HRSA-Compliant Policy and Procedure
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Resources Provided By Reviewers
• Emergency Care Research Institute (ECRI)
• Exit Conference Tracking Resource
• Executive Session Guidelines
• Numerous Policies and Procedures (includes Board)
• Board Member Application Template
• HRSA Compliance Manual and Site Visit Protocol currently 

utilized for orientation and training
• HRSA Team/CEO Consult Session

OSV Wrap-Up

20Health Center Operational Site Visits: Preparing for Success and Continuous Compliance | August 29, 2022 | MVNHC, Inc.
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Promising Practices: Preparing for Continuous Compliance

• Health Center Program Requirements are the essence of an organization
• Make it part of the health center’s culture to know what role federal funds play in your 

organization
• Do employees know why it’s important to attempt to collect fees when a patient is seen?
• Do all employees know that the Sliding Fee Discount Program is for ALL regardless of payor
• Do employees know why it’s important to make sure blood pressures are taken correctly and 

how it relates to quality?
• Requirements are the foundation not the ceiling

• “Do I HAVE to do something?” 
• A health center agrees to be compliant with Health Center Program requirements
• Health Centers are providers of choice in their communities
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Promising Practices: Preparing for Continuous Compliance

• Getting “a perfect score” IS NOT REFLECTIVE of the quality of care provided to patients
• There is NO perfect score!
• Most areas of non-compliance are related to documentation 
• Ensure care provided to patients is high quality, making a difference and evaluate quality 

measures
• One Health Center is One Health Center

• Comparison between health centers may not be useful if you don’t compare based on same size 
and complexity

• How the requirements are implemented are the responsibility of the health center; as long as 
the health center MEETS the requirements

• Utilize resources such as your local PCA, HRSA Point of Contact and NACHC resources
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QUESTIONS?



THANK 
YOU!

PLEASE VISIT US ONLINE nachc.org
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Twitter.com/NACHC

Facebook.com/nachc

Instagram.com/nachc

Linkedin.com/company/nachc

YouTube.com/user/nachcmedia
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