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Patient Centeredness in the Age of COVID-19:
A Comprehensive Webinar Series for Sustaining Medical Home Operations

Webinar 1/5: Practice Operations Challenges
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Patient Centeredness in the Age of COVID-19: Today’s Presenter
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Patient Centeredness in the Age of COVID-19:

Webinar 1:
Practice 

Operations
10/15;

2pm CT

Webinar 2:
Personnel 
Challenges

10/22;
2pm CT

Webinar 3:
Care 

Management
10/29;

2pm CT

Webinar 4:
Patient 
Access

11/5;
2pm CT

Webinar 5:
Office Morale

& Safety
11/12;

2pm CT

A Comprehensive Webinar Series for Sustaining Medical Home Operations
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Patient Centeredness in the Age of COVID-19: Practice Operations 

• Communication 

• Population Management

• Pre-Visit Planning

Practice Operations
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Patient Centeredness in the Age of COVID-19: Practice Operations: Communication 

VACCINE?

Therapeutics?

6ft?

12ft?

10 days?

14 days?



What Do Patients Want to Know About COVID-19? 

Is COVID-19 real?

Why is it dangerous?

Can I die from it?

Am I at risk?

Is my family at risk?

What are the symptoms?

Is there a vaccine?

Risk?
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Are masks necessary?

Where do I get them?

Are they affordable?

What kind do I get?

Does my kid need one?

Do I wear it outside?

Can I go out to eat / bar?

Do I need gloves?

Protection?

Where do I get tested?

What happens if I’m positive?

What if it’s negative and I still 
feel bad?

How is COVID treated?

Do I need to quarantine?

How long?

Who do I need to contact?

Sick?

Can I get sick at the 
doctor’s office?

Should I wait until after 
COVID is over to visit?

What precautions have
been implemented?

Can we Zoom?

Are phone visits feasible?

Recommended readings?

Safety?

What is COVID 19? How do I Protect Myself? What Happens if I Get Sick? Are Doctor Visits Safe?
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Practice Operations: Communication: PCMH TC09, KM21-22



Practice Operations: Communication: COVID-19 Communication Platforms

Clear Indicators of COVID-19 Safety, Pre-Caution, Organization, and Activism will ease patients and encourage them to return
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Website Social
Media Signage

• Educational Resources
• COVID Testing
• COVID Treatment
• PPE Access
• Mental Health Support

• Encourage “following” 
and “friending”

• Alternative Appointments
• Video Postings for check-

in process, patient cycle, 
wait room safety, and 
personal protection

• Informational Webinars

• Parking Lot
• Entry way
• Patient registration
• Waiting Room
• Exam Rooms

Leverage
Payers

• Patient Outreach
• Appointment Scheduling
• Transportation Support
• Value Added Benefits for 

Quality Metrics
• Overall Population Mgmt.
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Patient Centeredness in the Age of COVID-19: Practice Operations 

• Communication 

• Population Management

• Pre-Visit Planning

Practice Operations
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Patient Centeredness in the Age of COVID-19: Practice Operations: Population Management

Enhanced Access Plan / Manage
Care

Community 
Resources

Care 
Coordination

Proactive Care Team Based Care

QI Infrastructure Navigating
COVID-19

PCMH

Population 
Management
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Practice Operations: Population Management: PCMH KM12



Identify and Utilize Care Gap Reports

Leverage EHR to Conduct Proactive Care/Outreach

Organize a Call Team

Solicit Patient Feedback to Identify Barriers

Population Management in Action
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Patient Centeredness in the Age of COVID-19: Practice Operations 

• Communication 

• Population Management

• Pre-Visit Planning

Practice Operations



Operational
Efficiency:

“Control the Day”

Reduced Burnout, 
Less Stress

Improved Quality, 
Reduced Costs

Enhanced
Patient

Experience
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Pre-visit planning is a proactive approach to care that ensures each visit is meaningful and well-organized by shifting 
administrative tasks out of a patient's appointment time so team members can focus on the patient — not paperwork.

Practice Operations: Pre-Visit Planning: Benefits
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Practice Operations: Pre-Visit Planning: TC06: Daily Care Team Huddles
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• Adequate Daily Staffing

• Test Results / Consult Notes

• High Risk Patients 

• Care Gaps

• Patients Requiring More Time

• Adequate Medical Supply to meet Patient Demand

Practice Operations: Pre-Visit Planning: Huddle Checklist
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Practice Operations: Pre-Visit Planning: COVID Implications

Facility
Management

Patient
Check-In

Wait
Times

Patient
Cycle

Alternative
Clinical 

Encounters

Patient
Safety
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Practice Operations: COVID-19 Resources

National Institute for Occupational Safety and Health
https://www.cdc.gov/niosh/index.htm

Substance Abuse and Mental Health Services Administration:
https://www.samhsa.gov/coronavirus

National Institutes of Health
https://www.covid19treatmentguidelines.nih.gov/

Centers for Disease Control and Prevention
https://www.coronavirus.gov

Louisiana Department of Health
https://ldh.la.gov/index.cfm/subhome/66

Health Center Controlled Networks (HCCN)
https://bphc.hrsa.gov/program-opportunities/hccn

https://www.cdc.gov/niosh/index.htm
https://www.samhsa.gov/coronavirus
https://www.covid19treatmentguidelines.nih.gov/
https://www.coronavirus.gov/
https://ldh.la.gov/index.cfm/subhome/66
https://bphc.hrsa.gov/program-opportunities/hccn


Thank You



Honnete Consultation Support 
Support

5
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PCMH CCE Exam
Training

PCMH 
Consultation & 

Training

Education
Webinars

Annual Reporting 
Support

Need Help?
Contact Us!

404.997.9525
jeryl@honnete.us


