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WELCOME & INTRODUCTIONS
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Disclaimer
 The contents are solely the responsibility of the authors and do not 

necessarily represent the official views of HHS, OASH, and OPA
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Public Health Solutions (PHS)
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PHS Mission: To support 
underserved New Yorkers and 

their families in achieving 
optimal health and building 

pathways to reach their 
potential
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Leah Hargarten
Quality Improvement 

and Evaluation Manager  

she/her
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Icebreaker
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Drop in the chat…
▪Name
▪Pronouns
▪Role
▪Your favorite outdoor 

summer activity
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Before We Start… 
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Having Difficult 
Conversations 

Start and end 
on time 360 Education Assume Best 

Intentions

Stories Stay, 
Lessons Leave  

Communicate 
your needs

Notice 
Defensive 
Reactions

Pass the Mic Challenge Us, 
Respectfully

This is the 
beginning of the 

conversation! 
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Learning Objectives

By the end of this workshop, participants 
will be able to:
 Describe PHS’ telehealth Quality 

Improvement Learning Collaborative 
(QILC)

 Identify at least one strategy to gain buy-
in from leadership to improve or expand 
telehealth services for family planning

 Identify 2-3 telehealth priority areas 
using a self-assessment tool
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Part 2 of the workshop will have 
its own objectives (they will be 

related!)
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Agenda
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Welcome & Introductions

Overview of PHS’ Telehealth QILC 

Gaining buy-in from leadership for telehealth 

BREAK

Overview of and completion of Self-Assessment tool

Wrap Up
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PHS’ TITLE X TELEHEALTH QUALITY 
IMPROVEMENT LEARNING COLLABORATIVE 
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QILC Overview

Aim: Enhance service delivery and access to equitable, high-quality, person-
centered sexual and reproductive telehealth (SRT) services for clients receiving care 

within PHS’ Title X Program sub-recipient sites
 9-month QILC
 3 participating sites
 QI tools: Self Assessment (baseline and endline)*, Aim Statement, Improvement 

Plan, Change Package*
 4 specialized trainings

• Building Connections Digitally: Bedside to Webside Manner
• Telehealth Policies and Procedures 
• Social Media Branding
• Digital Health Literacy 

 3 virtual learning sessions 
 3 virtual technical assistance calls 
 Monthly reports on collaborative quality measures 
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Driver Diagram
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Aim: Enhance 
service delivery and 
access to equitable, 

high-quality, 
person-centered 

SRT services

Primary Driver 1: 
Accessible and 

Appropriate Telehealth 
Infrastructure and Systems

Ensure availability of technology and space necessary to 
support telehealth service delivery

Optimize scheduling for SRT appointments

Institute billing and coding best practices for SRT services

Primary Driver 2: High 
Quality, Person-Centered, 

Equitable SRT Services

Offer full-spectrum SRT services

Deliver high-quality, client-centered, trauma-informed SRT 
services to clients

Ensure SRT services are provided equitably

Routinely assess client experience with SRT services 

Primary Driver 3: Staff 
Trained and Activated to 

Deliver SRT Services

Build and train a multi-disciplinary team capable of 
providing high-quality and equitable SRT

Establish SRT-specific workflows and policies

Primary Driver 4: 
Effective Outreach and 

Education

Establish and maintain community partnerships that 
support reciprocal referral

Promote availability of telehealth services internally 
and externally

Support client digital health literacy
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Improvement Plans
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Monthly Quality Measures
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Monthly QM Tracking Sheet- Measures 1-4 
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Measure 5
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GAINING BUY-IN FROM LEADERSHIP FOR 
TELEHEALTH
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Areas of focus for today….
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Operational 
Efficiency

Patient 
Experience

Access Billing

Hear from 
you! 
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Operational Efficiency: General Considerations 

 Ensure that there are written policies spelling out what is and what 
is not a telehealth visit (even if it seems obvious)
• Debrief as a team when visits are incorrectly scheduled as in-

person vs. telehealth 
 Clear guidance for front desk staff for scheduling, so telehealth 

offerings are consistent 
• Job aid and script
 If you see a patient first over telehealth, their first visit in clinic is 

not a new visit 
 Patients want to be seen sooner, so they will accept telehealth 

visits if that’s available sooner than in person 
 Utilize multiple members of the care team during telehealth 
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Telehealth Visit Types
 Clinic to Clinic:

• Testing
• Lab work
• Visits that don’t require a physical exam

 Direct-to-Patient:
• Counseling
• Consenting
• Follow-up/results
• Prescription checks and refills
• Gender-affirming care (first visit in-person, follow-up via 

telehealth)
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Telehealth Visit Types

21Source: Reproductive Health National Training Center (RHNTC)
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Telehealth Visit Types

22Source: Reproductive Health National Training Center
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Tracking Telehealth vs In-Person Services
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Patient Feedback

 Incorporate questions around 
telehealth visit types into 
patient experience surveys 
 Collect informal feedback 

during scheduling
 Integrate discussion of patient 

feedback into routine meetings
• Bring feedback to leadership’s 

attention!
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Improved Access
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‘In this study of a large safety-net health system, we find 
that the telehealth visit type was associated with 
reduced risk of no-show among a low-income 
population, after accounting for patient level 
characteristics and adjusting for sociodemographic 
factors.’1

1 Sumarsono, A., Case, M., Kassa, S. et al. Telehealth as a Tool to Improve Access and Reduce No-Show Rates in 
a Large Safety-Net Population in the USA. J Urban Health 100, 398–407 (2023). 
https://doi.org/10.1007/s11524-023-00721-2

On average, telehealth patients save 100 
minutes per visit2

Telehealth reduces need for patients to secure childcare 

2 Telemedicine saves patients time, money | University of 
California

https://www.universityofcalifornia.edu/news/telemedicine-saves-patients-time-money
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Billing/coding

 Telehealth visits are Title X Family 
Planning qualifying visit types 
and can be reported on FPAR 
• Billing should stay consistent
 Work with billing team to ensure 

visits are getting maximum 
reimbursement
 Encourage video visits when 

appropriate
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HOW HAVE YOU GOTTEN BUY-IN?
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BREAK
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OVERVIEW OF AND COMPLETION 
OF SELF-ASSESSMENT
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Telehealth Self-Assessment

30



healthsolutions.org

Instructions for Slido Poll 
 Scan the QR code
 Respond to each statement with an option from the following 

scale:
• Describes us well 
• Almost there
• Just getting started
• Doesn’t describe us 
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Downloading your self-assessment results 
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Your Homework 
 Review results from the self-assessment with other team 

members
 Come up with 1-2 subdrivers of priority 

• Pick subdrivers where you responded ‘just getting started’ or 
‘doesn’t describe us’ 

 In part II of the workshop, we will review best practices for 
the specific areas of improvement and draft a plan to test out 
PDSA cycles 

33



healthsolutions.org



healthsolutions.org

Thank you!
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Leah Hargarten
Quality Improvement and 

Evaluation Manager
lhargarten@healthsolutions.org

mailto:dbermudez@healthsolutions.org
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