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

Webinar 5/5: Office Morale and Safety
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 
nt

Challenges

Today’s Presenter: 

Ilse Bell MD, PCMH CCE
Senior Consultant, Honnête
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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



5

Patient Centeredness in the Age of COVID-19: Office Morale and Safety

Office Morale and Safety
• Establish a Staff Well Being Program

• Stress First Aid

• What Worked During the Crisis? What 
Needs Improvement?
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety

MOBILE (eHealth)

STRESS DURING CRISIS
Trauma

Grief
Fatigue

STRESS INTERVENTION
Before Crisis
After Crisis

PROACTIVE SUPPORT
Social 

Behavioral

Building a Stress Response Plan
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety

Practice Workflows

Verbal Orders Standing Orders

Administrative Tasks

Clerical Burden Clinical Decision Support

Staff Reassignment

Training Mentorship
Professional Support
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 

WELLNESS TEAM
Listens
Reports

DOCUMENTS NEED
Surveys

Town Halls

RESOURCES
Quick Deployment 
Analyze & Adapt
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 

Office Morale and Safety
• Establish a Staff Well Being Program

• Stress First Aid

• What Worked During the Crisis? What 
Needs Improvement?



Patient Centeredness in the Age of COVID-19: Office Morale and Safety
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Determine Department
Pain Points

Assess Department 
Needs

Align Need with 
Resources

The Role of Workforce Champions
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Multiple levels

Visible

Interactive

Be Engaged

Leadership Communicate Transparency

Use Multiple Platforms

In person

Electronic

Virtual

Quell Anxiety

What do we know?

What don’t we know?

What are we doing?

Patient Centeredness in the Age of COVID-19: Office Morale and Safety
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 

Assess Community Needs Listen and Respond Use Your Network

• PPE
• Staff illness
• Increased 

community risk

Provide additional support 
• Childcare
• Time off 
• BH support

• Community 
Resources

• Health Centers
• HCCN

Community Focus
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Patient Centeredness in the Age of COVID-19: Office Morale and 
Safety 

Office Morale and Safety
• Establish a Staff Well Being Program

• Stress First Aid

• What Worked During the Crisis?    
What Needs Improvement?
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 

Communicate 
Updates

Refresh Your Plan

Incorporate Staff 
Feedback

Incorporate What You’ve Learned
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 

What Do We

CHANGE?
What Do We

KEEP?
How Do We

MEASURE SUCCESS?

Preparing Your Staff for the Future
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Patient Centeredness in the Age of COVID-19: Office Morale and Safety 

HONOR MEMORIALIZE RESUME
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Physician Support Line
https://www.physiciansupportline.com

Project Parachute Frontline worker teletherapy
https://project-parachute.org

AMA Staff Surveys
https://clinician.health

AAFP Virtual Visit Algorithm
https://www.aafp.org/dam/AAFP/images/journals/blogs/inpractice/telehealth_algorithm.png

CMS Telemedicine Toolkit
https://www.cms.gov/files/document/general-telemedicine-toolkit.pdf

Creating the Organizational Foundation for Joy in Medicine™
https://edhub.ama-assn.org/steps-forward/module/2702510

Practice Operations: COVID-19 Resources

https://www.physiciansupportline.com/
https://project-parachute.org/
https://clinician.health/
https://www.aafp.org/dam/AAFP/images/journals/blogs/inpractice/telehealth_algorithm.png
https://www.cms.gov/files/document/general-telemedicine-toolkit.pdf
https://edhub.ama-assn.org/steps-forward/module/2702510


Thank You



Honnete Consultation Support 
Support

5
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PCMH CCE Exam 
Training

PCMH 
Consultation & 

Training

Education 
Webinars

Annual Reporting 
Support
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