County of Solano
Community Healthcare Board
Regular Meeting

December 20, 2023
12:00 pm — 2:00 pm
2101 Courage Drive, Fairfield, CA 94533
Room Location: Multi-Purpose Room

1)

2)

3)

AGENDA

CALL TO ORDER - 12:00 PM

a) Welcome
b) Roll Call

APPROVAL OF THE DECEMBER 20, 2023 AGENDA

PUBLIC COMMENT

This is the opportunity for the Public to address the Board on a matter not listed
on the Agenda, but it must be within the subject matter jurisdiction of the Board.
If you would like to make a comment, please announce your name and the topic
you wish to comment and limit comments to three (3) minutes.

REGULAR CALENDAR

APPROVAL OF MINUTES
Approval of the November 15, 2023, draft meeting minutes.

CLINIC OPERATIONS REPORTS Report submitted?
a) Staffing Update — Dona Weissenfels Yes

b) Credentialing Update — Desiree Bodiford Yes

c) HRSA Grants Update(s) — Noelle Soto Yes

d) Grievances/Compliments — Rebecca Cronk Yes

e) Compliance — Cheryl Esters No

f) Finance & Revenue Cycle Management — Nina Delmendo Yes

g) Referrals — Cynthia Coutee No

h) Maijor Project Updates — Dona Weissenfels No

i) QI Update — Dr. Michele Leary No

j) FHS Clinic Q-Matic Stats — Noelle Soto Yes



6)

7)

8)

County of Solano
Community Healthcare Board
Regular Meeting

CHB Follow-up to Operational Clinic Reports:

a) Follow-up Action requesting additional information on Quality of Care Activities and
Reporting Definitions. To be brought back to the CHB by Rebecca Cronk, at the
December 20, 2023 CHB Meeting.

Presentation:  Rebecca Cronk
Discussion: CHB Board Members
Accept Report or Further Action is Needed: CHB Board Members

HRSA PROJECT OFFICER REPORT

a) Health Center HRSA Project Officer Update — Dona Weissenfels
i) Health Center Activities — Internal and External Update
ii) Strategic Plan Report Update
i) Board membership recruitment update

BUSINESS GOVERNANCE

a) Review and consider approval of the Medical Referrals to External Specialists
& Follow-Up Policy Number: 300.05 — Cynthia Coutee
i) ACTION ITEM: The Board will consider approval of the Medical Referrals
to External Specialists & Follow-Up Policy Number: 300.05

b) Review and consider approval of the Quarterly Quality Improvement Report —
Dr. Michele Leary
i) ACTION ITEM: The Board will consider approval of the Quarterly Quality
Improvement Report

c) Review and consider approval of the 2024 Community Healthcare Board
Calendar
i) ACTION ITEM: The Board will consider approval of the 2024 Community
Healthcare Board Calendar

d) Review and consider approval of the HRSA Grant, Health Center Program
(HCP) Non-Competing Continuation (NCC) Budget Period Progress Report
(BPR) — Noelle Soto
i) ACTION ITEM: The Board will consider approval of the Health Center

Program (HCP) Non-Competing Continuation (NCC) Budget Period
Progress Report (BPR)

e) Review and consider approval of the HRSA Grant, Expanding COVID-19
Vaccination (ECV) No-Cost Extension (NCE) — Noelle Soto
i) ACTION ITEM: The Board will consider approval of the HRSA Grant,
Expanding COVID-19 Vaccination (ECV) No-Cost Extension (NCE)



9)

10)

11)

County of Solano
Community Healthcare Board
Regular Meeting

f) BOARD NOMINATIONS AND ELECTIONS FOR THE CHAIR, VICE CHAIR AND
MEMBER AT LARGE - These will be an open vote process:

1. Each Nominee will make a brief statement

2. One person will be elected for each position: Chari, Vice Chair and Member at
Large.

3. After votes are tallied, the Board will vote to approve the appointments of Board
Members elected.

4. Election process will be turned over to the Community Healthcare Board Clerk,
Patricia Zuiiga, to announce the appointments.

i) ACTION ITEM: The Board will consider and approve the appointments of
the Board Members elected as the Chair, Vice Chair and the Member at
Large
DISCUSSION

a) Family Health Services Rebranding, Marketing Campaign and Website Design
b) Compliance Training
c) Robert’'s Rules Review

BOARD MEMBER COMMENTS

ADJOURN: TO THE COMMUNITY HEALTHCARE BOARD MEETING OF:
DATE: January 17, 2024
TIME: 12:00 pm — 2:00 pm

LOCATION: Multi-Purpose Room
2201 Courage Drive
Fairfield, CA 94533



County of Solano
Community Healthcare Board
DRAFT

REGULAR GOVERNING BOARD MEETING MINUTES
Wednesday, November 15, 2023

In Person Meeting

Members Present:

At Roll Call:  Michael Brown, Charla Griffith, Gerald Hase, Deborah Hillman, Anthony Lofton and Brandon
Wirth.
Members arrived late: Sandra Whaley and Tracy Stacy

Members Absent: Ruth Forney, Don O’Conner and Robert Wieda.

Staff Present:

Gerald Huber, Roger Robinson, Bela Matyas, Dona Weissenfels, Desiree Bodiford, Etta Cooper, Cynthia Coutee,
Rebecca Cronk, Nina Delmendo, Valerie Flores, Krista McBride, Dr. Reza Rajabian, Noelle Soto, Kelly Welsh,
Danielle Seguerre-Seymour and Patricia Zufiiga-Gerhardt.

1) Callto Order- 12:02 pm

a. Welcome
b. Roll Call

2) Approval of the November 15, 2023 Agenda
Motion: To approve the October 18, 2023 Agenda.

Motion by: Michael Brown and seconded by Charla Griffith

Discussion: None.

Ayes: Michael Brown, Charla Griffith, Gerald Hase, Deborah Hillman, Anthony Lofton and
Brandon Wirth.

Nays: None

Abstain: None

Motion Carried

3) Public Comment

There was no Public Comment.
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Regular Calendar

4) Approval of Minutes

5)

Approval of the October 18, 2023 draft minutes.

Motion: To approve the October 18, 2023 Draft September 18, 2023 Minutes

Motion by:  Deborah Hillman and seconded by Anthony Lofton

Discussion: None.

Ayes: Michael Brown, Charla Griffith, Gerald Hase, Deborah Hillman, Anthony Lofton and
Brandon Wirth.

Nays: None

Abstain: Brandon Wirth.

Motion Carried

Clinic Operations Reports

i)

Chair Brandon Wirth mentioned to the board members that each report has a responsible person

named to each report, and it would provide transparency and familiarize the board members with
those presenting these reports. it also would keep track whether the reports were included in the
packet or not.

a)

b)

<)

d)

Staffing Update — Dona Weissenfels

i. Dona stated the report was included in the packet and that they have been working very
aggressively bringing provider numbers up. UHC and Barton and Associates are recruitment
agencies working with Dr. Leary, our interview warrior, who has already screened about fifty
(50) applicants in the last month, trying to find a good fit for our patient population.

ii. Dona reviewed the details in the report and mentioned there was finally a candidate for the
Planning Analyst position, which has been requested for several years.

Credentialing Update — Desiree Bodiford

i. Desiree briefly reviewed the report, included in the packet.

HRSA Grants update — Noelle Soto

i. Noelle reviewed her report.

ii. Noelle mentioned the Ryan White Part C Early Intervention Services (EIS) Program Non-
Competing Continuation (NCC) Progress Report and the FY 2023 Bridge Access Program
(Bridge Funding) is on the agenda for board approval.

Grievances/Compliments — Rebecca

i. Rebecca shared a compliment given to a Nurse at the Vallejo Clinic by a patient’s parent.

ii. Rebecca presented the current metrics for Grievances/Compliments for Family Health
Services. She mentioned a couple updates: Under the Scheduling category there were 4
instead of 2; and under the Quality of Care category there was 6.

iii. The CHB Members evaluated the data and discussed the performance of the Clinics. A follow-
up request was made by the CHB to better define the grievance categories, especially the
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Quality of Care category. Rebecca agreed to the request and will follow-up with the CHB at
the December meeting with additional information.

iv. Chair Brandon Wirth asked that a graph be created to show a tracking or trend of the numbers
over the past months. Again, Rebecca agreed and will prepare a historical graph at the
December meeting.

e) Compliance — Cheryl was not present, so Krista McBride represented Compliance

i. Krista stated there were no compliance updates to report.

f) Finance — Nina Delmendo

i. Nina mentioned that she will host the next Financial Committee Meeting on Wednesday,
December 27, 2023 from 1:30pm — 2:30pm. It will be held in person at the Multi-purpose
room, the same place where the CHB meetings are held. The board members would be
invited, and a meeting invite will be sent out soon.

ii. Nina reviewed the Financial report in detail and mentioned that her team is working on the
mid-year budget report and that the Quarterly Report she presents in December may not be
the final report.

ii. Nina also asked if she could present both the Finance and the Revenue Cycle Management
reports at the same time instead of separately. The Chair Brandon Wirth agreed to her request
and starting with the December Meeting, it will be updated on the agenda, and moving
forward, Nina will present both the Finance and the Revenue Cycle reports.

g) Referrals — Cynthia Coutee

i. Cynthia mentioned there is a new procedure in handling the referrals received from all clinics.
The referrals are received in a central location, so that those medical assistants working at all
locations can process them as a team effort and making sure the process is understood by all
and will see the value in the changes of the procedure.

ii. Cynthia added that with the change in this process, there were changes made in the Referral
Policy and it is up for board approval later in the agenda.

h) Major Project Updates — Dona Weissenfels

i. There were no updates to report and she would give her Project Officer Report later in the
agenda.

i) Qlupdate — Dr. Michele Leary — Dona Weissenfels reported on Dr. Leary’s behalf as she is out of
the office.

i. Dona mentioned a QI project in process. A contract was signed with Alenia, a company who
provides mammogram screenings with their pink mobile van. Services would be provided to
FHS patients, ages 15 to 74, sometime in 2024. The van would rotate to the Vallejo, Fairfield
and Vacaville clinics. In comparison with he brick & mortar locations, this service would be
more convenient for our patients. FHS will be working with Partnership Health of California
(PHC) to establish this service. When the service is in place, there would be flyers to advertise
the services.

i) Revenue Cycle Management — Nina Delmendo

i. Please refer to the “Finance” report above. Starting with the December CHB meeting, Nina will

report on this along with “Finance” report.
k) FHS Clinic Q-Matic Stats — Noelle Soto
i. Noelle reviewed the report.

6) HRSA Project Officer Report — Dona Weissenfels
a) Health Center HRSA Project Officer Update
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* Dona acknowledged Etta Cooper and welcomed her to the meeting. Etta Cooper submitted a
board member application, to be a patient board member, and there was an agenda item later
in the agenda for board approval.

i) Health Center Activities — Internal and External
¢ Dona mentioned that Vacaville and Fairfield clinics have been and are closed to new

patients and that Vallejo was a priority in getting providers, since they are still open to new

patients. The goal was to bring on more providers at Vacaville and Fairfield by March 2024

and hopefully open the Vacaville and Fairfield clinics to new patients.

* Dona congratulated the Vallejo Clinic, because PHC performed a facility and medical
records audit of the Vallejo Clinic. They scored 99%, on the facility audit, which is the
highest score ever! Vallejo scored 95% on medical records audit! Congratulations and
great job to the Vallejo staff and Credentialing!

* Dona reviewed contracts they are working on:

- They have a signed contract with Quest Diagnostics. The contract would provide
expansion of services in Vallejo to provide full service laboratory services. More to
come.

- Recently signed a Solano County FHS and Behavioral Health agreement.

- Just signed a Medical Records Associate medical coding contract. Medical coding
would be vital when the clinics eventually switch to the Alternative Payment Method
(APM). it will be key to reimbursement and define the health of our patients.

- Dona mentioned that as a result of the HRSA VOSV, there were issues with the
NorthBay contract. She met with NorthBay staff and now has a consistent contact to
work on the contract.

- Dona mentioned FHS is working on a radiology contract and the OB/GYN contract and
hope to prepare it by December 2023 for Legal Counsel review and start the contract
review and contract approval process.

- They are still working on the OCHIN EPIC HER contract. Just yesterday they submitted
an RFQ for an IT Project Manager to help with DolT. There is a list of contractors that
OCHIN EPIC prefers so the RFQ would be sent to those vendors and hope to have a
contractor selected soon. In the interim, a Facktor Health Project Manager is being
utilized.

ii) Strategic Plan Review.
¢ Dona mentioned that this would be discussed at the December meeting.

iii) DHCS Equity and Practice Transformation, Provider Directed Payment Program Grant
Application Update.

* Dona mentioned FHS should know in December whether they are eligible for any of the
$3.75 million funding. The purpose of this funding is to prepare for APM, for value based
care and transform the clinics to state of the art clinics.

iv) HRSA Virtual On Site Visit (VOSV) Report and Update.

* Dona said there were some conditions that needed to be cleared. She met with the
assigned HRSA Project Coordinator to assist with the uploads and reviews. The first due
date is January 2, 2024 and are targeted to submit almost everything, but will need Board
signatures, but she mentioned there would be an additional 60-day period beyond January
2", She wants to get FHS as close to the finish line as possible.
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v) Board membership recruitment update.

* Dona reached out to the Board and told them that as a result of the OSV, HRSA was
unhappy that the board member representation did not meet the Solano County
population. We are in need of individuals to represent our Hispanic/Latino and Asian
Pacific Islander population. Please reach out on our behalf and if you know of anyone that
would meet that requirement. Please notify the Clerk, Patricia.

*  Dr. Bela Matyas added that they are working with County Counsel on the draft of the
Collaborative Co-Applicant Agreement between Solano County and the Community Healthcare
Board, and eventually it will be reviewed by the CHB, then by the Board of Supervisors. When
a draft is ready, it will be presented to the Board. More to come.

7) Business Governance

a) Review and consider approval of the Ryan White Part C Early Intervention Services (EIS) Program
Non-Competing Continuation (NCC) Progress Report — Noelle Soto.
* Noelle briefly reviewed the report.
i) Action Item: The Board will consider approval of the Ryan White Part C Early Intervention
Services (EIS) Program Non-Competing Continuation (NCC) Progress Report.

Motion: To approve the submission of the Ryan White Part C Early Intervention Services (EIS)
Program Non-Competing Continuation (NCC) Progress Report

Motion by:  Tracee Stacy and seconded by Sandra Whaley
Discussion:  None.

Ayes: Michael Brown, Charla Griffith, Gerald Hase, Deborah Hillman, Anthony Lofton, Brandon
Wirth, Tracee Stacy and Sandra Whaley.

Nays: None

Abstain: Brandon Wirth.

Motion Carried

b) Review and consider approval of the FY 2023 Bridge Access Program (Bridge Funding) — Noelle
Soto
* Noelle reviewed the funding with the Board.
i) Action Item: The Board will consider approval of the FY 2023 Bridge Access Program (Bridge

Funding)
Motion: To approve the FY 2023 Bridge Access Program (Bridge Funding).

Motion by:  Deborah Hillman and seconded by Tracee Stacy

Discussion: None.
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Ayes: Michael Brown, Charla Griffith, Gerald Hase, Deborah Hillman, Anthony Lofton, Brandon
Wirth, Tracee Stacy and Sandra Whaley.

Nays: None
Abstain: None
‘Motion Carried

8) Discussion

a) Board Nominations — Chair, Vice Chair and Member at Large. Voting for these offices will be at the

December Meeting.

i. Asa result of discussion among the board members nominees were decided as follows:

¢ Chair — Brandon Wirth
¢ Vice Chair — Michael Brown
¢ Member at Large — Anthony Lofton

ii. Voting by the board members is on the agenda for the December 20, 2023 meeting.

c) Review Annual Board Calendar for any additions or changes. Voting on the 2024 Community

Healthcare Board Calendar will be at the December meeting.

i. Board Members were asked to review the topics listed on the 2023 calendar and to bring any

changes to the December meeting.

ii. Board Member Tracee Stacy asked when the Strategic Plan would be on the agenda. Dona

responded and mentioned that a Strategic Plan Report would be on the December agenda and
a copy of the report included in the December agenda packet.
c) Board Member Application received from Etta Cooper.

i) The Executive Committee reviewed the Board Member Application submitted by Etta Cooper
and recommends the Board’s approval for Etta Cooper to be appointed as a Community
Healthcare Board Member.

ii) Action item: The Board will consider Etta Cooper to be appointed as a Community Healthcare

Board Member.

e Etta Cooper introduced herself and mentioned that she was a patient at the Fairfield
Dental Clinic. She found out about the CHB through her dentist, Dr. Rovirosa who gave her
a flyer about the Board. She mentioned her passion was always helping people in the
community and she wanted to let everyone know that as a member of the board, she
would welcome the opportunity, to be able to make a difference in her community and
help those in need.

Motion: To approve that Etta Cooper be appointed as a Community Healthcare Board Member.
Motion by:  Tracee Stacy and seconded by Deborah Hillman
Discussion: None.

Ayes: Michael Brown, Charla Griffith, Gerald Hase, Deborah Hillman, Anthony Lofton, Brandon
Wirth, Tracee Stacy and Sandra Whaley.
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Nays: None
Abstain: None
Motion Carried

9) Board Member Comments

i. Sandra Whaley asked if the “Parking Lot” items could be added back into the agenda maybe as
discussion items, so those topics would not be forgotten. She mentioned that one of the items,
was that a Behavioral Health report was asked to be presented the Board. Dona informed the
board that she spoke to the LCSWs in the clinics and they would attend one of the meetings in the
future and give a presentation.

ii. Board member Tracee Stacy asked about Integrated care between FHS and Behavioral health and
what was the status of implementing it. Gerald Huber asked for clarification and if the board
wanted Behavioral Health to give a presentation. Board member Tracee Stacy thought it would be
a good idea. Tracee then shared her experience of participating in a MIT conference. Dona
mentioned that integrated health is in the future. Chair Brandon mentioned that the board
oversees FHS and that there is opportunity to connect resources with other programs in the
County but the focus of the board is FHS.

10) Adjourn: To the Community Healthcare Board Meeting of:
DATE: December 20, 2023

TIME: 12:00 p.m. — 2:00 p.m.

Location: Multi-Purpose Room
2101 Courage Drive
Fairfield, CA 94533

The Meeting was adjourned at 1:41 p.m.

Handouts

¢ October 18, 2023 draft minutes

 Clinic Operations Report — Family Health Services Staffing Update, November 15, 2023

* Clinic Operations Report — Employee Services Unit (ESU) Status Report, November 2023

¢ Clinic Operations Report — HRSA Grants Update(s), November 15, 2023

e Clinic Operations Report — Family Health Services Grievance Report, October 2023

¢ Clinic Operations Report — Family Health Services Finance Report, October 2023

¢ Clinic Operations Report — Revenue Cycle Report as of October 28, 2023

¢ Clinic Operations Report — Queue Management (Q-Matic) Stats, March-October 2023

* Ryan White Part C Early Intervention Services (EIS) Program Non-Competing Continuation (NCC) Progress
Report

* FY 2023 Bridge Access Program (Bridge Funding)
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Community Health Care Board
Family Health Services Staffing Update
CHB Meeting Date: December 20, 2023

Number of Active Candidates - County

Number of Active Candidates - Touro

Clinic Physician Supervisor - 1

Physician Assistant - 1

Number of Active Candidates - Locum Tenens

Number of Active Candidates - Volunteer

Nurse Practitioner - 2

Clinic Physician (Board Cert) TB-1

Open County Vacancies

Interviews in Progress

Clinic Physician (Board Cert) - 1

Clinic Physician (Board Cert) Extra Help - 1
Clinic Physician Supervisor - 1

Clinic Registered Nurse - 1

Dental Assistant {Registered) - 1

Health Education Specialist Extra Help - 2
Medical Assistant - 1

Medical Records Technician, Sr Extra Help - 1
Mental Health Clinician (Licensed) - 1

Nurse Practitioner/Physician Assistant - 3
Nurse Practitioner/Physician Assistant Extra Help - 1

Expected New Hires + Recently Hired Staff

Nurse Practitioner - FF Peds - 12/26/2023
H&SS Planning Analyst - 01/08/2024




FHS Community Healthcare Board — Status Report December 2023:
FHS Credentialing, Provider Enroliment and Sanction Screening Activities

Excluded Parties/Sanction Screening: 140

Sanction Screening Sanction Screening
Month Number Screened/Verified Number
Ineligible
November 2023 Touro/Locum Providers: Exclusions Found:
TOURO/LOCUMS 20 0
November 2023 H&SS Employees: Exclusions Found:
County — H&SS 120 0
Employees/Candidates
Totals TOTAL SCREENED: 140 Exclusions Found:
0
Credentialing: 11 Re-Credentialing: 3
Number of Candidates’ Number of Candidates’
Month Credentials Verifications Partnership Provider Enroliments
- (Re-)Started - - Submitted for Partnership Approval -
November 2023 Active/Open: 4 Submitted to Partnership: -0-
TOURO Physician Assistant: 2 Approved by Partnership: -1-
Clinic Physician: 2 Pending Submission to Partnership: 1
November 2023 Active/Open: 4 Submitted to Partnership: -1-
LocuMm Nurse Practitioner: 3 Approved by Partnership: -2-
Clinic Physician: 1 Pending Submission to Partnership: 1
November 2023 Active/Open: 6 Submitted to Partnership: -1-
County Dentist Manager: 1 Approved by Partnership: -0-
H&SS Employees/ Supervising Physician -2 Pending Submission to Partnership: 1
Candidates Clinic Physician—-1
Clinic Registered Nurse — 1
cCMO -1

Provider and Site Enrollment and Re-Credentialing/Re-Validation:

Partnership — NEW Provider Enroliments

New Provider Enroliments:

Practitioner-LOCUM)
Submitted: 2
Approved: 3

Partnership — Provider Re-Credentialing

Provider Re-Credentialing:

Approved: 0

Denti-Cal — Provider Revalidations

ACTIVE - Pending Submission: 3 (1 Touro PA, 1 Supervising Physician, 1 Nurse

Pending Approval: 2

Submitted: 1 Pending Approval: 1 Pending Submission: O

None During this Reporting Period

NPI Program/Site Revalidations — CMS (N = +/- 38)
None During this Reporting Period

Technical Assistance — PAVE (Medi-Cal) and PECOS (Medicare) Sites: Upon Request

U:\Medical Services\Meetings-pz\ComHcareCouncilCo-AppBoard\CHB Meetings 2023\12. CHB December 20.2023\2023-12 December ESU Monthly Board
Report.docx



CHB Meeting Date: December 20, 2023

Clinic Operations Report: Health Resources and Services Administration (HRSA) Grant
Updates

o Family Health Services (FHS) continues to prepare for and/or develop:
o the 2023 Uniform Data System (UDS) Report deadline, February 15% through federal
and state trainings.

o FHS submitted the FY24 Health Center Program (HCP) Non-Competing Continuation (NCC)
Budget Period Progress Report (BPR) due on December 8". The grant's proposed Budget
Justification is pending CHB review and approval. — See CHB agenda “Business Governance”

e A No-Cost Extension (NCE) request for the Expanding COVID-19 Vaccination (ECV)

(H8G47592) is complete and pending CHB review and approval. — See CHB agenda
“Business Governance”
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REVENUE CYCLE REPORT
TOTAL UNBILLED ENCOUNTERS

As of December 2, 2023
DATE OF SERVICE 11/21/2023 11/27/2028 11/28/2023 11/29/2023 11/30/2023 12/1/2023 TOTAL
Encounters 1 1 17 7 21 33 80
NOTES DEFINITIONS
> Data compiled 12/7/2023 for services through 12/2/2023 UNBILLED ENCOUNTER  Encounter not documented or missing charges

> Encounters are billed the next business day after
charges are submitted

> Billing and Collections team sends emails
directly to providers regarding any unbilled

> Encounter m.ay or may not be a qualified
encounter - pending documentation
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Grievance Category Definitions

e Quality of Care
o Complaints that allege concerns about substandard care from providers, which may include but
are not limited to, misdiagnosis, poor bedside manner, negligent treatment, delay in treatment,
under prescribing, and/or inappropriate prescribing.
e Access to Care/Timeliness
o Complaints that allege concerns about the affordability of care, follow-up completed in a timely
manner, availability of providers to treat patients, and providers located in relatively close
proximity to patients.
o Scheduling
= Sub-category under Access to Care/Timeliness that deals with complaints associated
with the patient’s ability to schedule services in a timely manner.
o Referrals
= Sub-category under Access to Care/Timeliness that deals with complaints associated
with the ordering, processing, and follow-up of patient referrals.
e Safety
o Complaints that allege concerns about errors, adverse effects, and preventable injuries to
patients associated with their health care.
e  Privacy
o Complaints that allege concerns about personal space (physical privacy), personal data
(informational privacy), personal choices including cultural and religious affiliations (decisional
privacy), and personal relationships with family members and other intimates (associational
privacy).
e Other
o Complaints that do not fall into any of the above categories.
Grievance Severity Rating

Level Description Definition Example

1 e Noharm e  The event effected the e A pain management contract
Inconvenience patient but did not cause process with which the patient

physical harm. disagrees.
e Processes appropriate, ¢ An employee displayed rudeness to
patient disagreed. a patient.
e Patient experienced long hold time
on the phone.

2 e Temporary harm e Caused temporary harm to e Adelay to a patient in getting
{mild or the patient, resulting in the prescription medications.
moderate) need for additional e Alack of follow-up requested

treatment. following a procedure.
e Caused a delay in time-
sensitive care.
3 e  Significant harm e Significant harm to the e A patient received a misdiagnosis.
patient occurred, up to and e A patient experienced an
including death. unanticipated complication or
infection.

e A patient’s oncology referral was not
processed.
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Family Health Services

Medical Referrals to External Specialists

& Follow-Up
Policy Number: 300.05

Effective Date August 21,2019

Frequency of Review Annually

Last Reviewed October 4, 2023 May-17-2023
Last Updated October 4, 2023 May 17,2023
Author (s) Michele Leary, CMO

Frances Paulette Jacinto, Sr. RN
Jennifer Manoos, Sr. RN
Taylor Olsen, Sr. RN

Responsible Department Family Health Services

PURPOSE:
Solano County Family Health Services (FHS) is committed to facilitating timely and accurate
referrals and follow-up.

DEFINITIONS:

Referral Authorization Form (RAF): Form submitted to an insurance company to request
referral coverage.

Referral: A written order from a primary care provider for a patient to see a specialist.
Referral Team: A team comprised of medical assistants/referral coordinators.

Urgent RAF request from an external specialist: A RAF request for urgent conditions
associated with cancer, fractures requiring orthopedic surgery, high-risk pregnancy, acute
hematologic diseases as well as ophthalmologic, neurologic, cardiothoracic, and cardiac
emergencies, etc.

POLICY:

It is the policy that FHS has a system in place for the generating and tracking of referrals to
specialty health care. All patients requiring specialty medical care shall be referred by a clinician
their Primary-Care-Provider{PCP); for initial referrals to a specialty office, an appointment is
required.

1. Referrals will be addressed in a timely and efficient manner to facilitate high quality
patient care. All referrals will be processed according to established evidence-based
clinical care standards and guidelines and are to be processed based on medical
urgency.

2. The referring clinician is responsible for providing sufficient documentation to justify
the appropriate level of care of the patient, and to determine the severity of the
medical condition, and the urgency of the referral.
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3. The referral team will immediately inform the referring provider of any delays in or
barriers to referral processing so that appropriate clinical decisions or alternatives can
be pursued, and to avoid a backlog in managing referrals.

4. The referral team will track the referral process to assure completion of orders and
obtain test results, consult reports and recommendations from specialists and provide
them to the referring clinician PCP for review.

5. The referral team will conduct themselves as care advocates based on the instructions
of the referring clinician.

PROCEDURE:

A. Referrals to External Specialists
1. Urgent Referrals to External Specialists

a)
b)

d)

The referring clinician PCP will send an urgent referral request. If possible, the
referral team will be notified verbally.

Urgent referrals generated after-hours shall be initiated within 24 hours, or next
business day for weekend clinic. If this is not possible, the referral is initiated by
close of business on the same day that the PCP generates the referral request, or
by the next business day in limited situations.

The referring clinician PCP should clarify with patient that the referral is
desired and will be completed. Referring clinician PCP should explain that the
patient may be responsible for costs if uninsured. For insured patients the RAF
process will be initiated by the referral team get insurance company approval to
cover costs. Upon obtaining patients agreement for the referral, referring
clinician PCP generates referral request.

The referral team will advise the referring clinician PCP of any problems with
urgent referrals; the referring clinician PCP shall be notified after two
unsuccessful attempts to coordinate care.

All urgent referrals must be tracked by the referral team.

Behavioral health providers will maintain their own lists of
internal/external referrals. Monitoring of referrals will be done through peer
review.

2. Non-Urgent Referrals to External Specialists

a)

b)
<)

All non-urgent referrals must be acted upon by the referral team within 10
business days.
All non-urgent referrals must be tracked by the referral team.
The referring clinician PEP will clarify with patient that referral is desired and
explain that the patient may be responsible for costs if uninsured.
i.  For insured patients, the RAF process will be initiated by the referral team
to get insurance company approval to cover costs.
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ii.  Upon obtaining patients agreement for the referral, the referring clinician
PCP will generate the referral request.

d) The referral team should inform the referring clinician PCP of any problems
with non-urgent referrals (e.g., finding a specialist, timeliness of appointment,
etc.).

3. Referral Re-directs

a) Referrals will be re-directed per patient request a maximum of 3 times; for any
additional re-direction of referrals, patients will be responsible for finding
specialist that accept their insurance and meet their needs.

B. RAF Request from External Specialists: All RAF requests from external specialists
must be supported by consultation/chart notes. The referral team must determine if the
RAF request is urgent based on definition outlined on page one.

1. Urgent RAF Requests from External Specialists for Non-Established

Patients

a) All urgent RAF requests for non-established patients should be addressed
immediately by the referral team upon receipt. If the urgent RAF request is valid,
the RAF will be processed upon receipt, remain valid for six months and will be
faxed back to the specialist by referral team.

b) When an urgent RAF request is sent by referral team to an external specialist
and the specialist determines that the patient should be seen by a secondary
specialist/sub-specialist, the secondary referral will be generated by the
referral team.

2. Urgent RAF Requests from External Specialists for Established Patients

a) All urgent RAF requests for established patients should be addressed
immediately by the referral team upon receipt. If the urgent RAF request is valid,
the RAF will be processed upon receipt and remain valid for 12 months and faxed
back to specialist by referral team.

b) When an urgent RAF request for the established patient is sent by the referral
team to an external specialist and the specialist determines that the patient should
be seen by a secondary specialist/sub-specialist, the secondary referral will be
generated by the referral team.

c) The referral team will advise the referring clinician PCP of any problems with
referrals (e.g., finding a specialist, timeliness of appointment, etc.).

3. Non-Urgent RAF Requests from External Specialists for Non-Established
Patients
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a) All non-urgent referrals must be acted upon by the referral team within 10
business days. If RAF request is valid, the RAF will be processed upon receipt
and remain valid for six months and faxed back to specialist by referral team.

b) Non-urgent RAF requests for non-established patients require consultation/chart
notes from the requesting specialists.

4. Non-Urgent RAF Requests from External Specialists for Established Patients
a) All non-urgent referrals must be acted upon by the Referral Team
within 10 business days. If RAF request is valid, the RAF will

be processed and remain valid for 12 months.

b) Non-urgent RAF requests for established patients can be
processed and valid for 6 months if patients have not been seen
within a year.

c) When initial RAF request was sent by Referral Coordinator to an
external specialist and the specialist determines that the patient
needs to be seen by a secondary specialist/sub-specialist, the
secondary referral is generated by the Referral Team.

d) The Referral Coordinator will advise the referring clinician PCP of
any problems with non-urgent referrals (e.g., finding a specialist,
timeliness of appointment, etc.).

5. Retroactive RAF Requests
a) Retroactive RAF requests from External Specialist will not be issued if start
of service date requested is greater than 3 months prior to date request
received.

C. Referral Follow-Up
a) The referral team shall contact the facility/specialist to determine if patient has
been contacted, scheduled, or completed appointment within 30 days for non-
urgent referrals, and within one week for urgent referrals:
i.  Request report (including consult notes, labs, and diagnostic imaging) if
appointment has been completed.
ii.  If appointment is pending, follow-up two weeks after scheduled
appointment.
iii.  If appointment was missed, staff will follow-up with the patient via phone
and document the attempt in the patient’s chart.
iv.  Document updates using referral tracking log.
v.  No referral follow-ups will be done on physical therapy, home health
or mental health referrals.
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D. Receiving Consult Notes from Specialists

a. Referral consult note(s) received by fax will be placed in the referring clinician’s

PCP’s inbox.

b) Consult notes will be scanned into the patient’s chart by the medical assistant.

¢) The referral team will review the patient’s chart during referral follow-up to
determine if the consult notes have been received - if they have not been received,
they will be requested from specialist.

d) Once consult notes are in the chart, the referral team will update the referral log.

REFERENCED POLICIES

REFERENCED FORMS

REFERENCES

Chair — Community Healthcare Board Date
Vice-Chair — Community Healthcare Board Date
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DEPARTMENT OF HEALTH & SOCIAL SERVICES

Family Health Services Community Healthcare Board

20232024 Annual Calendar
Month Required Annual Review Comments/Training
January 4817, « Project Officer/CEQ Evaluation Review e Compliance Training
20232024 « Board Members Sign Annual Bylaws Appendix A e Robert's Rules Review
“Conflict of Interest” and “Confidentiality” forms (as needed)
e Quarterly Financial Report
February 4521, ¢ Review UDS Initial Submission Progress
20232024 o Review and Approve: Sliding Fee Scale Policy
March 4520, 20234 e Review UDS Final Submission Progress
e Quarterly Quality Improvement Report
e Evaluation of QI/QA Program
April 1817, 20234 Quarterly Financial Report
* Board Self-Assessment
e FHS Requested Budget Proposal for EY 24/25
May 4715, ¢ Review Final UDS Submission
20282024 — e Update Community Needs Assessment
June 24202319, e Quarterly Quality Improvement Report
2024 ¢ Review Strategic Pian (3-year Cycle)
July 72023 e Review and Approve Credentialing and Privileging
wzlg\tzyfgy—zmﬂ; Policy and Procedures
August 16,202321, e FY 24/2525/26 Budget Development
2024 e Quarterly Financial Report
e FY 24/25 Budget Development (continued)
September 20; e Quarterly Quality Improvement Report
202318, 2024 o Evaluation of QVQA Program (from June)
+ Review and Approve the QI/QA Plan (from June)
October 18,202316, o Review Current HRSA Competing and Non-
2024 Competing Continuation Applications/Progress
Reports
e Quarterly Financial Report
November 15; « Review Current HRSA Competing and Non-
202320, 2024 Competing Continuation Applications/Progress
Reports
« Board Nominations — Executive Positions
¢ Review Annual Board Calendar B
December 20; e Review Current HRSA Competing and Non-
202318, 2024 Competing Continuation Applications/Progress

Reports

Quarterly Quality Improvement Report
Board Elections — Executive Positions
Patient Satisfaction Report

Additional Items that can be added to Agenda for Board Approval at any given time:

o Review and Update Health Center Policies, Procedures and Services

e Contracts Review
e Brown Act Annual Training
DRAFT 2024 CHB Calendar pending Board Approval

Administrative
Services

Behavioral
Health Services

Child Welfare

Medicat
Services

Employment &

Services Eligibility Services

Older & Disabled
Adult Services

Public Health
Services

Substance
Abuse Services
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Holidays Observed by Solano County

New Year's Day

Martin Luther King's Birthday
Lincoln's Birthday
Washington's Birthday
Memorial Day
Independence Day

Labor Day

Indigenous Peoples’ Day
Veterans Day

Thanksgiving Day

Day after Thanksgiving Day
Christmas Eve!

Christmas Day

New Years Evel

New Year's Day

Martin Luther King's Birthday
Lincoln's Birthday
Washington's Birthday
Memorial Day
Independence Day

Labor Day

Indigenous Peoples’ Day
Veterans Day

Thanksgiving Day

Day after Thanksgiving Day
Christmas Evel

Christmas Day

New Years Evel

2023

Monday, January 2, 2023
Monday, January 16, 2023
Monday, February 13, 2023
Monday, February 20, 2023
Monday, May 29, 2023
Tuesday, July 4, 2023
Monday, September 4, 2023
Monday, October 9, 2023
Friday, November 10, 2023
Thursday, November 23, 2023
Friday, November 24, 2023
Friday, December 22, 2023
Monday, December 25, 2023

Friday, December 29, 2023

2024

Monday, January 1, 2024
Monday, January 15, 2024
Monday, February 12, 2024
Monday, February 19, 2024
Monday, May 27, 2024
Thursday, July 4, 2024
Monday, September 2, 2024
Monday, October 14, 2024
Monday, November 11, 2024
Thursday, November 28, 2024
Friday, November 29, 2024
Tuesday, December 24, 2024
Wednesday, December 25, 2024

Tuesday, December 31, 2024

1 This is a partial holiday



