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Providers Present

AHF: Billy Gall, Amy Pinter, Neil Walker

BCOM: Chaquita Ingram, Rose Labissiere

BRHPC: Jasmine Shirley

Broward Health: Trecia Matthews Hosein

Broward House: Absent

Care Resource: Robert Chavez

Community Rightful Center: Wislene Augustin, Eugenie Mosley, Yvenie Moleron
Latinos Salud: Richard Ortiz

Legal Aid: Kara Schickowski

MHS: Elizabeth Piche

NSU: Kaitlin Mooney

Poverello Center: Brad Barnes, Thomas Pietrogallo

CQM & PCS Support Staff: Brianne Miller, Danielle Liao, Maunika Patel and Gritell
Berkeley Martinez

Part A Recipient Staff: Tim Thompson
Guest: N/A
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Call to Order
The meeting was called to order at 9:01am.
Welcome/Introductions

CQM Support Staff welcomed all attendees, stated the meeting's goal, and made
individual introductions. The new members of CQM & PCS Support Staff were
introduced: Danielle Liao and Maunika Patel.

FY 2022-2023 Quality Improvement Project (QIP) Checkpoint 6 Presentation

The Ryan White providers of the Quality Network presented their QIPs of the 2022-2023
fiscal year during the meeting:

AIDS Healthcare Foundation

Aim Statement: To increase retention in care from 71% to 74% at Oakland Park HCC
by December 2022.

Summary: The goal was to determine whether increasing access to mental health
services increases the likelihood of retention in care at the Oakland Park HCC. Annual
retention in care and mental health utilization were the two measures used by this agency.
The licensed clinical social worker (LCSW) attempted to increase client utilization of
mental health services. The results as follows:

*  43% (40/94) of clients referred for mental health services did not respond
or declined.

*  96% (90/94) of clients referred were warm handoffs in the clinic.
*  45% (42/94) of clients referred were seen by the LCSW.
*  67% (28/42) of the clients seen returned for a follow-up.

e Overall clinic retention decreased from 71% to 65% from March to
December 2022

» Retention for clients accessing mental health services decreased from 89%
to 66% March through July 2022, but then increased to 81% by December
2022.

Overall, there was no increase in retention in care after the intervention of the QIP.
The LCSW identified primary barriers that affected this QIP such as substance use
and the absence of in-house psychiatry for the whole term of the QIP. AHF will
continue to offer and provide mental health services to clients and attempt
to address their barriers.



Broward Community & Family Health Centers

Aim Statement: To increase viral suppression rates from 71% to 73% through
medication adherence interventions by December 2022 for Ryan White clients aged 59
and over.

Summary: To increase medication adherence, there were a few measures put into place,
such as improving pharmacist-patient relationship, increasing education, providing
medication reviews at each visit, and helping with self-management efforts. For
medication adherence, BCOM had their clients identify or name their medications during
medical appointments. To improve pharmacist-patient relationship, the agency made sure
all medications were going to one pharmacy and encouraged clients to build a good
relationship with their pharmacist. They selected 10 clients to monitor throughout this
process but lost two to follow-up. However, results showed that BCOM achieved a viral
suppression rate of 86% at the end of their PDSA cycle, which exceeded the original aim
of the QIP. BCOM was able to mitigate their appointment process issues by using a
spreadsheet to track information. Lastly, BCOM evaluated the needs of their older clients
and identified a need to focus on interventions focusing on aging and managing HIV. By
overcoming appointment process issues, they will continue to use this intervention for the
next fiscal year.

Broward Regional Health Planning Council

Aim Statement: To monitor and evaluate the viral suppression of 25 new Ryan White
clients during FY22-23; ensure access to care, retention in care, and reduction in viral
load to undetectable.

Summary: BRHPC developed a QIP that monitored and evaluated the viral load
suppression of “new to care” clients from March 2022 to December 2022. Their measures
included: Process — viral load lab results/team feedback. Outcome — client feedback, viral
load results, kept appointments, and independent navigation compliance. BRHPC wanted
to achieve their goals was improving communication, increasing client engagement, and
multidisciplinary teamwork. The agency identified 28 clients new to care and not virally
suppressed. Based on feedback from clients, they contacted these individuals in 3-month
intervals. BRHPC made sure that the clients were compliant with care and the viral load
was suppressed. In total, the results showed 64% of the clients had no detectable viral
load, 29% of clients had a detectable viral load, and 7% of client did not have any labs
available. BRHPC experienced some barriers such as client responsiveness, data
availability, and operational adaptability. Throughout this process, retention in care
remained constant. Based on results, the agency will adopt their PDSA cycles and
continue this intervention for the next fiscal year.

Broward Healthpoint
Aim Statement: To decrease the no-show rate from 24% baseline to 22%.

Summary: Broward Health wanted to address the no-show rate and its impact on viral
suppression. To decrease the no-show rate, they planned to make reminder phone calls
to patients within 24-hours of their appointments. Their PDSA cycle was to make reminder
phone calls to patients within 24 hours of their appointment to prevent no shows through



December 2022. Broward Health chose two providers and observed their no-show rates
weekly. Between October and December 2022, the average no-show rate was at 14.54%
during their PDSA cycle. However, Broward Health noticed the no-show rate started to
increase during the holiday season. By mid-December, the no-show rate increased to
25%. Broward Health experienced other barriers including staff limitations, provider
unplanned leave, patient work schedule, and holidays such as Thanksgiving and
Christmas. For the next fiscal year, Broward Health will continue this project and create a
standardize policy on managing no-shows.

Broward House

Aim Statement: To increase the percentage of individuals who are virally suppressed or
undetectable from 89% to 92% by December 31st, 2022, for all clients served within the
agency.

Summary: Broward House wanted to increase viral suppression by improving their data
entry into Provide Enterprises (PE), ensuring that all client lab values, appointments, and
relationships are kept up to date. The improvement in the use of PE will allow Broward
House to identify individuals who are not virally suppressed/undetectable and provide
appropriate interventions to meet their needs better. They trained staff and ensured data
accuracy. Broward House also picked one medical provider from another agency to forge
a clear path of obtaining needed information. Although they did not meet the goal of 92%
being virally suppressed, they were successful in increasing their viral suppression rates
from 424 individuals to 471 individuals (47 increase of individuals). The agency is
expected to integrate new software to try and bridge the deficiencies. They will continue
to monitor data and report any discrepancies to PE. Future implications will include a HIV
education module for all participants and open discussions with medical staff about labs,
medications, and how they work.

Care Resource

Aim Statement: To increase the compliance rate from 44% to 50% in Broward Ryan
White clients from the disease case management case load by monitoring medical
appointment visits, retrieving clients lost to care, and reviewing client viral load by
December 2022.

Summary: Care Resource utilized two measures to help increase the compliance rate.
The first measure identified cultural barriers and the second measure tracked
appointments that were made and kept. During the process, they encountered clients with
expired Ryan White eligibility who did not renew. Of the 93 clients, 100% were accounted
for and attempts were made to contact clients and re-enter them into care. About 45% of
those clients were reached via HIPPA Compliant emergency contact, 35% returned to
care,17% are in care with another provider, and 2% were either incarcerated or deceased.
Care Resource currently has 67 clients in care and of those 67 clients, 77.6% are virally
suppressed. Overall, Care Resource surpassed their goal with a total compliance of
52.7%. They are currently developing educational materials to help reduce this barrier in
the future.



Community Rightful Center

Aim Statement: To expand MAI services to Haitians and Caribbeans living with HIV in
Broward County by increasing its case management caseload from 20 to 35 by
December 2022.

Summary: Community Rightful Center wanted to increase the number of new caseloads,
increase outreach attempts with prospective clients in-need, and obtain transportation
services for clients to use for medical, CIED, and case management appointments. By
utilizing outreach strategies, they were able to increase caseloads from 20 to 30 clients.
The retention rate also went up by about 10% from quarter one 2022 to quarter two 2022
of the 2022-2023 fiscal year. The biggest challenge was networking with other agencies
to obtain more clients due to scheduling. CRC will be adopting this QIP, but they will need
to improve on scheduling issues with other agencies and implement better tactics to
network.

Latinos Salud

Aim Statement: To increase retention rate of clients from 88% to 90% by conducting a
client call back protocol for Hispanic/Latinx Ryan White clients utilizing Latinos Salud
services by December 2022.

Summary: To increase the retention rate of clients, Latinos Salud used Provider
Enterprise (PE) quarterly reports to measure any changes at their agency. Latinos Salud
linked clients with Linkage Specialists to help schedule initial appointments with HIV care
and treatment plans with other agencies. Latinos Salud followed-up with clients checking
specific goals within 3 to 6 months. The retention decreased from quarter one to quarter
three during the 2022-2023 fiscal year. This change could be due to issues with PE that
still need to be resolved. A representative from Latinos Salud also stated difficulty in
managing the client load as the only case manager at the agency. This agency has
historically experienced barriers lack of sufficient staff and insufficient amount of time to
dedicate to their QIP. Latinos Salud will continue to adopt this QIP, and train newly arrived
non-medical case managers for more assistance.

Legal Aid

Aim Statement: To increase utilization from Fiscal Year 2021-22 Quarter 2 and 3 (June
through November) utilization by 6% by the end of FY 2022-23 Quarter 3 (11/30/2022) in
clients utilizing Legal Services support service category.

Summary: In order to increase utilization and awareness of legal services, measures such
as outreach activities, service accessibility, and identifying possible barriers to services
were put in place. Some of the outreach activities included informing case managers of
legal services, increasing social media activity, and in-person or video conferences. The
results showed that the highest increase in utilization of services was for the months of
August and September 2022. The retention rate also went up 5% from quarter three fiscal
year 2021-2022 to quarter three fiscal year 2022-2023. Some challenges that they faced
were delays in data, inability to track every client, and delays in outreach results. Moving
forward, Legal Aid will adopt this QIP and continue to use various outreach methods to
case management agencies.



Memorial Healthcare Systems

Aim Statement: To focus and increase in care retention rates among Black, Women,
between the ages of 36 and 45 years old from 88% to 90% by December 2022.

Summary: The four measures used to help reach this goal were tracking appointment no-
show rates, linkage to case management and peer specialist, linkage to in-house licensed
clinical therapist, and addressing any barriers that prevent patients from maintaining
compliance. During the QIP cycle, Memorial Health referred and provided mental health,
case management, and/or transportation services to the clients. Their results showed that
they did not reach their aim; however, they were able to re-engage two out-of-care patients
back into medical care, case management and mental health counseling. They learned
that if they “are able to engage patients with case managers, disease case managers, and
mental health counselors, the patient is more apt to become compliant and open up to any
barriers to care they may have”. They plan to adopt the QIP cycle into their current patient
care plans.

Nova Southeastern University

Aim Statement: To increase our retention rate from 91% to 93% by improving the overall
patient experience.

Summary: To reach this goal, patients will be given a survey at the office to discuss
barriers or changes they feel should be made to improve the clinic and their experience.
The two measures for this QIP will be the number of surveys completed and the retention
rate. The patient will be given a six-question, Likert scale survey every other week for 3
weeks asking about overall satisfaction and suggested improvements in care. The survey
guestions were as followed:

1) Overall, how satisfied or dissatisfied were you with your last visit to our office?

2) How much do you trust your provider to make dental decisions that are in your best
interest?

3) How well did your provider listen to your needs and answer your questions?

4) Overall, how would you rate the service you received from the staff at your office?

5) How well did the staff listen to your needs and answer your questions?

6) Is there anything we could have done to improve your last visit or experience at
our office?

The results showed 150 surveys were completed. Of those completed surveys, 86% of
clients were already considered retained in care. Out of the 21 clients not retained in care,
5 of them have returned for additional visits. The overall retention decreased from 91% to
82%. Because the survey data only reflected those classified as “retained in care”, they
have chosen to abandon this survey because it didn’t really have an impact on the overall
retention.

The Poverello Center

Aim Statement: To increase client’s retention in care and viral suppression (VS) for
clients with high VS, unknown VS, and not virally suppressed. Overall, Agency L aims to
increase viral suppression from 91% to 96% by February 28,2023.



Summary: To increase the viral suppression by 5%, the QIP measures are as follow: the
number of Screening, Brief Intervention and Referral to Treatment (SBIRT) surveys
completed, the number of client referrals, and the quarterly Ryan White Part A viral load
reports. SBIRT is an early intervention tool designed to screen clients for alcohol and drug
use. This intervention helps to connect clients to substance abuse treatment services and
provide education on the risks of drug and alcohol usage. SBIRT is now being utilized for
those living with HIV to help improve health outcomes. The Poverello Center had to first
train the staff on SBIRT and then develop a workflow for the staff to utilize it effectively.
Once the staff was trained, they developed an agency logbook for referrals and follow-up
plans. An online client portal was adapted to log all clients with high viral suppression.
“Over a 14-month period, the two E2i sites conducted SBIRT screening with 943 clients
with HIV. The E2i initiative measured HIV care continuum outcomes at the time of
enrollment and 12 months later. Among the clients enrolled in SBIRT, the percentage with
a prescription of ART and who reached viral suppression increased significantly.
Engagement and retention in care rates also improved, although at non-significant levels.”
The results showed that there was improvement for existing clients, but not for the new
clients. Some barriers that they faced were the number of new clients, lab work not being
reported into PE, and new staff members. They will continue to use SBIRT as a tool to
help improve viral suppression.

IV. Announcements
No announcements were made at the meeting.

V. Adjournment

The meeting was adjourned at 10:15 am.

Next Meeting Date: Wednesday, February 22, 2023, at 9 am.
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