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STEPS
(Instructions box)

Who does Auxiliary Tasks that 
can be generated by 
CHW to support 
personal workflow

1.  Data to collect in iREACH
2.  What iREACH needs to do

Referral is input via standardized process

Telephone 
screen

Step 1:  Contact 
parent/guardian  

CHW ♦date tickler to call 
parent/guardian - shows 
up in work queue

1.  If no response by 3rd call, CLOSE CASE.  
2.  Document reason for closure and date.  
Reason choices should be in a drop down box.  
3.  Notes box will pop up when reason field 
checked to allow for input of detail.

♦Date of ER visit -- 
assumption is that 
those that are referred 
have incurred a 
nonurgent visit
♦
♦Date(s) that CHW 
calls parent
♦Date when parent 
reached

♦If referral comes in M-
Th, first call should be 
made within 24 hrs.  If 
it comes in on Fri, call 
should be made in 
72h (Mon)

Step 2:  
Demographic/needs 
assessment TBD

CHW ♦date tickler to complete 
task(s)

♦Data TBD ♦Demographic
♦currently medical 
information screen on 
demo version
♦?Notes

This should be able to 
float ie not required to 
complete milestone.  
CHW will learn more 
about the 
family/parent/child 
over the course of the 
pathway and should 
be able to input new 
info.

Step 3:  Pre-service 
survey TBD

CHW ♦date tickler to complete 
task(s)

♦questions TBD ♦Utilize one of 
medical info screens 
(utilization, access to 
care)

Step 4:  Assess for 
health care coverage

CHW If there are siblings, also 
assess if siblings have 
health care coverage.

♦Health coverage:  commercial and/or public 
including Medi-Cal; effective dates of coverage
♦If no health care coverage, HOLD CASE and 
open SHCC for child and siblings

♦Demographic screen
♦Client info
♦Household/relations
hips/insurance
♦Income/assets/docu
mentation

♦Should an SHCC 
pathway be oepned 
for each sibling 
without health care 
coverage?  YES

MILESTONE COMPLETED
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Estimate FPL Step 1:  Gather 
income data and 
document. 
Step 2:  Calculate 
FPL.

CHW ♦Family dynamics:  size, child &/or children info-
names, birthdates, country of birth, guardian, 
country of residence, age
♦Financial status:  gross monthly income,how 
often paid
♦Determine if parent income > or < 300% FPL

♦Demographic screen
♦Client info
♦Household/relations
hips/insurance
♦Income/assets/docu
mentation

♦Number of clients by 
FPL category:  0-
<133%, 133%-
<250%, 250%-
<=300%.
♦by age groupings, 
<364 d, 0-5 yrs+364d, 
6-18yrs+364d
♦Zip codes children 
lives in

Assess for 
health care 
coverage

Step 1:  Assess for 
health care 
coverage.  

CHW If there are siblings, also 
assess if siblings have 
health care coverage.

♦Document child's health care coverage, if any, 
and effective dates.
♦Document siblings' health care coverage, if any, 
and effective dates.

Step 2:  If child 
and/or siblings have 
no health care 
coverage, open new 
referral for SHCC 
child and each of the 
siblings

CHW ♦Number of children 
referred for OMH who 
don't have health care 
coverage and need to 
go through SHCC

♦Should an OMH 
pathway be opened 
for each sibling 
without a medical 
home?  NO.  
♦Child starting out 
with OMH pathway 
and getting diverted to 
SHCC will need to get 
queued back to OMH 
after completing 
SHCC

Assign PCP 
for child client

Step 1:  Assess for 
medical home.  If 
child has siblings, 
assess if they have a 
medical home.

CHW ♦Document child's PCP, if any.  If child has PCP, 
close pathway and documen reason for closure.
♦Document siblings' PCP, if any

♦Number of children 
referred for OMH 
pathway but who have 
PCPs.

MILESTONE COMPLETED
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Step 2:  If  child 
without a medical 
home, check with 
Referral Specialist of 
participating provider 
list for next available 
PCP.
♦If siblings have a 
medical home, try to 
get child in with 
siblings' PCP.
♦If sibilings without a 
medical home, try to 
get child and siblings 
in same medical 
home.

CHW Need detailed 
business rules for 
PCP assigment - 
health care coverage 
they accept, number 
of ACCEL slots

Step 3:  PCP takes 
child and siblings, if 
any.
♦If PCP does not 
take child and 
siblings, if any, go to 
next PCP on the list

CHW ♦
♦

♦Document PCP reasons for refusing to take 
ACCEL child and siblings, if any
♦Document assigned PCP(s)

♦By provider, number 
of refusals for taking 
ACCEL children and 
reasons
♦By provider, number 
of children referred 
with commercial vs. 
publicly funded 
coverage.  Also 
categorize by specific 
health care coverage 
such as Medi-Cal, 
Healthy Families, 
Kaiser, etc.
♦By provider, number 
of siblings accepted 
into practice

Pathway objective:  
assign one PCP for 
child and siblings

MILESTONE COMPLETED
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Make first appt 
with PCP

Step 1:  Call referral 
specialist and make 
1st appt. with PCP

CHW ♦Date of 1st appt. w/ PCP including time, location, 
and PCP name.
♦

♦Appt. screen
♦

♦should this be done 
via telephone call or 
can it be done via 
email?  Phone call.

Step 2:  Call 
parent/guardian and 
inform them of appt. -
- date, time, location, 
clinician

CHW ♦Date of rescheduled appt. w/ PCP including time, 
location, and PCP name.
♦

♦Can CHW leave 
appt. details via 
message?  YES
♦

Mail OMH 
packet

Step 1:  Mail parent 
packet containing 
appt #1 info (date, 
time, location), 
medical education 
appt. card, CHW info

CHW ♦Letter generation that can be customized by 
CHW
♦Date when package sent

Attendance at 
PCP appt. #1

Step 1:  Call 1-2 
days prior to PCP #1 
and remind parent of 
appt.
♦Assess for barriers;  
develop alternatives 
to make appt.
♦Reschedule if 
necessary by CHW

CHW

Per D. Heimerle:  
System automatically 
creates a reminder call 
task each time an 
appointment is 
scheduled.  If not so, 
CHW can create a date 
tickler.  

♦Date of appt.#1 date and time
♦Document barriers to appt.

♦Appointment screen
♦Notes

♦Frequency of 
barriers
♦Frequency of 
barriers leading to 
rescheduling of 
appts., no shows, and 
case closures ie =2 
appts no shows

MILESTONE COMPLETED
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Step 2: Email to PCP 
office to check if 
parent/guardian 
show up -- PCP appt 
#1?
♦Also include if a 2nd 
appt. is necessary.

CHW ♦date tickler to call PCP 
office to check if parent 
showed up with child at 
appt #1

♦YES - complete milestone;  go to next milestone
♦NO -- reschedule appt #1;  go to step 3

♦list of cases that 
need 2nd appts.
Number of no show 
appts by provider
♦Number of show 
appts by provider
♦Any notes showing 
case progress is 
important to assist 
Vicki in determining 
intervention(s)

♦Can email be sent 
automated based on 
appt. date?  YES
♦What is the expected 
response from PCP 
office from an 
automated email?  
SHOW or NO SHOW 
♦Who is it sent back 
to?  
♦What is the action 
required in iREACH 
from the Referral 
Specialist response?

Step 3:  Call parent 
to  reschedule appt. 
#1

CHW ♦date tickler to call 
parent to reschedule 
appt #1

♦Call up to 3x.  If no response, CLOSE CASE and 
document reason.
♦If able to contact parent, reschedule appt.;  
document reason/barrier code for no show.  
Reason/barrier code choices should be in a drop 
down box.  
♦Schedule appt date,time, location
♦Maximum number of no shows is 2x then CLOSE 
CASE and document reason.

♦Appointment screen
♦Notes

Step 4:  Call parent 1-
2 days prior to 
rescheduled PCP 
appt #1 to remind 
them.  

CHW Per D. Heimerle:  
System automatically 
creates a reminder call 
task each time an 
appointment is 
scheduled.  If not so, 
CHW can create a date 
tickler.  

♦Appointment screen
♦Notes

OMH Events_instructions (3)



Obtaining a Medical Home (OMH)
Milestones_Instructions

DRAFT

1

2

A B C D E F G H

STEPS
(Instructions box)

Who does Auxiliary Tasks that 
can be generated by 
CHW to support 
personal workflow

1.  Data to collect in iREACH
2.  What iREACH needs to do

Milestone Notes & QuestionsScreen Reporting needsInstructions for completing milestone in iREACH

27
28

29

30
31

32

33

Step 5: Email to PCP 
office to check if 
parent/guardian 
show up -- PCP 
rescheduled appt 
#1?
♦Also include if a 2nd 
appt. is necessary.

CHW ♦date tickler to call PCP 
office to check if parent 
showed up with child at 
rescheduled appt. #1 
and to check if 2nd appt. 
made

♦YES - milestone complete;  move to next 
milestone
♦NO -- CLOSE CASE;  document reason and 
close

♦Appointment screen
♦Notes

Need indicator that 
2nd appt. no show 
has occurred.

Assess need for 
2nd appt.

Step 1:  If child 6 yrs 
and >, only need 
annual appt. if they 
don't need anything 
else.

♦If child 6 yrs and > and doesn't need anything 
else, close pathway and document reason.
♦If there are other needs, move to next milestone.

♦Number of children 
6yrs+ that need 2nd 
visits.  Identify what 
the visit is for.

Step 2:  If child 6 yrs 
and <, child needs a 
2nd appt.

♦Assumption:  1st visit 
is for ER followup and 
2nd visit is for well 
child visit

Appt. #2 Step 1:  Call/email 
PCP office to check if 
appt #2 scheduled

CHW ♦date tickler to call PCP 
office to check if 2nd 
appt made or needs to 
be made

♦YES - document appt. #2 date, time;  PATHWAY 
COMPLETE
♦NO -- CLOSE CASE;  document reason and 
date.

♦Appointment screen
♦Notes

♦Do we need to track 
what the 2nd appt is 
for and what kind of 
visit it's going to be?

Step 2:  Call 1-2 
days prior to PCP #2 
and remind parent of 
appt.
♦Assess for barriers;  
develop alternatives 
to make appt.
♦Reschedule if 
necessary

CHW Per D. Heimerle:  
System automatically 
creates a reminder call 
task each time an 
appointment is 
scheduled.  If not so, 
CHW can create a date 
tickler.  

♦Date of appt.#2 date and time
♦Document barriers to appt.
♦Reschedule appt as necessary

MILESTONE COMPLETED

MILESTONE COMPLETED

OMH Events_instructions (3)



Obtaining a Medical Home (OMH)
Milestones_Instructions

DRAFT

1

2

A B C D E F G H

STEPS
(Instructions box)

Who does Auxiliary Tasks that 
can be generated by 
CHW to support 
personal workflow

1.  Data to collect in iREACH
2.  What iREACH needs to do

Milestone Notes & QuestionsScreen Reporting needsInstructions for completing milestone in iREACH

34

35

36
37
38

39

Step 5: Email to PCP 
office to check if 
parent/guardian 
show up -- PCP appt 
#2?

CHW ♦date tickler to call PCP 
office to check if parent 
made 2nd appt.

♦YES - document appt. #2 date, time.  PATHWAY 
COMPLETE
♦NO -- CLOSE CASE;  document reason and 
date.

By CHW
♦Number of children 
that made their 2nd 
appts.
♦Number of children 
still needing 2nd 
appts.

Need indicator that 
2nd appt. no show 
has occurred.

Step 4:  If parent 
didn't show up at 
appt #1 and has only 
incurred 1 no show, 
reschedule appt. #2

CHW Per D. Heimerle:  
System automatically 
creates a reminder call 
task each time an 
appointment is 
scheduled.  If not so, 
CHW can create a date 
tickler.  

♦Date of rescheduled appt.#2 date and time
♦Document barriers to appt.

Step 5: Email to PCP 
office to check if 
parent/guardian 
show up -- PCP 
rescheduled appt 
#2?

CHW ♦date tickler to call PCP 
office to check if parent 
made rescheduled appt. 
#2

♦YES - document rescheduled appt. #2 date, time. 
PATHWAY COMPLETE
♦NO -- CLOSE CASE;  document reason and 
date.

By CHW
♦Number of children 
that had 2 no shows

By Provider:
♦Number of no show 
appts - #1 and #2
♦Number of show 
appts by provider -- 
#1 and #2
♦Any notes showing 
case progress is 
important to assist 
Vicki in determining 
intervention(s)

Customer 
satisfaction 
survey

TBD TBD TBD TBD TBD Need to be able to 
perform this survey  at 
any time the members 
becomes a closed 
case or when pathway 
successfully 
completed.

MILESTONE COMPLETED
MILESTONE COMPLETED + PATHWAY COMPLETED
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