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Alison A. Williams is a nationally recognized healthcare
executive and consultant with more than two decades of
leadership in Federally Qualified Health Centers (FQHCs), Look-
Alikes, PCAs, and HCCNs. As founder of Trusted Advisors
Consulting Group, she partners with health centers and
technology organizations to solve complex challenges, optimize
operations, and close critical care gaps.

Her career includes leading a $150M+ FQHC portfolio at

Alison A. Williams , athenahealth, driving nationwide customer success, and serving

MHSA in senior leadership roles at Hudson Headwaters Health
Network. Alison also brings federal perspective as a former

Founder & Principal Consultant HRSA and Office of Rural Health grant reviewer. She holds an

Trusted Advisors Consulling Group MHSA from Sage Graduate School and executive credentials

' Medical Schools.
Solution Consultant, from Harvard Business & Medical Schools

Presenting on behalf of o _ , , o .
Vital Interaction Her passion is advancing equity by helping mission-driven

organizations achieve measurable results that expand access
and strengthen community health.
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Why This Session Matters

e Health centers are asked to do more with less.
e Manual outreach, missed follow-ups, and staff burnout

remain chronic 1ssues.
e Data can be the modern can opener: a simple but powerful

tool when used right.

This session: Real-world use cases for FQHCs that
improve engagement while easing staff burden
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The FQHC Reality Check
What's Keeping You Up at Night?
Uncertain &shrinking funding streams
Workforce shortages &retention challenges
Burnout from manual &fragmented processes
Increase of patient healthcare &social needs
Increasing regulatory &compliance demands
Raising patient complexity &social needs

Revenue cycle strain &payer challenges



CT CHC Map
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Connecticut's Community Health Centers:
Anchors of Access

« 17 designated FQHC/FQHC LALs250 delivery sites
« Serving~440,000 patients annually
* 60% of patients covered by Medicaid

« 93%live at or below the Federal Poverty Level

®
N\ VITAL INTERACTION.



Diverse Patients. Distinct Needs.

« Over1in3(36.5%) of CT CHC patients face language
barriers

« 21% of patients are under 18

 15.9% are uninsured

* 12+% identify as Hispanic/Latino

* Nearly half of patients experience one or more socialrisk

factors
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Clinical & Engagement Gaps for Connecticut

CHC Patients
UDS Measure National Average Connecticut FQHC
Performance Performance
Hypertension controlled 66.7% 64.3%
(<140/90)
Diabetes poor control 28.6% 27.1%
(HbA1c>9%)
Cervical cancer 56.5% 57.8%
screening
Depression screening + 79.1% 80.4%
follow-up
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Financial, Operational & Workforce From Invention to

Action

Connecticut FQHCs employ~4,770 full time staff but support more
than 8,400 total jobs across the state economy, nearly double their
direct workforce

Medicaid accounted for ~53% of patient-care revenue charges for CT
CHCs

Reimbursement rate boost: S80M over 3 years will create stabilization
for primary care, dental and behavioral health services

CT health centers directly spend $765.2M

Total annual economic impact of CT CHC operations S$1.455B
statewide

Annual (local/state/federal) tax revenues generated $202.1M
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From Invention to Action: Data as the
Modern Tool

How data can predict, personalize and power
engagement

Smart Lists

Automated outreach

Hyper-personalized campaigns

Predictive no-show modeling

Closmg Care-gaps through outreach



Why Patient
Engagement Matters

e Reactive vs. proactive patient communication and
engagement

e Volume trends, missed visits =missed care

e High patient need: poverty, food insecurity,
transportation barriers

e Growmg need for smart outreach that supports staff

and patients

The Right Outreach, at the Right Time, with the
Right Patient
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Helping Health Centers Reach Patients, Strengthen Care, and
Empower Teams to Succeed

No-Show/Cancellation
Reduction

Reduce missed visits through

automated, patient-centered

outreach that fills schedules,
supports care continuity, and keeps
operations running smoothly.
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Healthy Ways Med.

Hello there! It looks like

you are due for your annual

wellness exam. Please reply
or call our office to set up an
appointment at your earliest
~onvenience.

Improving Outcomes by
Closing Care Gaps &
Increasing Visit Volume

Reconnect patients to preventive,
chronic, and follow-up care with
timely, personalized outreach that
closes care gaps and keeps patients
engaged in their care journey.

Easing Staff
Workloads Through
Smart Automation

Automate outreach and follow-

up with Smart Lists, reducing
manualwork and helping staff

stay focused on patient care.



Custom Contact Card

Branded Caller ID - patients
recognize your health center when
you call or text

Customizable Contact Card - lets you
upload your logo and personalize
outreach across phone, text and
email

Reduces Confusion & Builds Trust -
especially for complex, high-touch
patients

Improves Response Rate - by making
it clear that communication is

coming from your health center

YOUR
LOGO
HERE

Your Health Center
NETnlE

Main Office
1(235) 678-910

Text Us
1(235) 678-910

Appointment Reminders
1(234) 567-890

email
Support@vitalinteraction.com




Vital Interaction empowers health centers
with hyper-personalized communication that
improves access, reduces no-shows, and
strengthens continuity of care

Generates Smart Lists
using our proprietary technology

Automatically pulls patient data
from practice management and other systems
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Fioase waich this video from Dr
Arpawal 1o halp youl propaes

Delivers timely, tailored messages
that motivate patients to take action

Hi Jane! We received your note and
moved your appointment with Dr.
Argawal to this Friday!

Awesome, thanks so much!

Hi Janal This is Healthy Ways
Madical, reminding you it's time bo
schedule your Annual Wellness Visi.

From: Dr, Argawal
Subject: Your upcoming Annual Wellness Visit

Hi Jana,

We hope you're doing well This iz a frienadly reminder sboun your
upcoeming Annul Wsliness Vieh with Or, Asgaraal on Wednesday, 303 at
VHD0ARN. Ve dosci Foewinrd 10 meeing you for thit mmporiant acpointrent
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| just wanted to remind you that we've scheduled your
Annual Wellness Visit on September 3rd. Before you
come in, here are a few things to keep in mind to
...and 30+ more miake sure that...
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Delivers timely, tailored messages

AUtomatically pUl Is patient data that motivate patients to take action
from practice management and other systems

Hi Jane! We received your note and
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| just wanted to remind you that we've scheduled your
Annual Wellness Visit on September 3rd. Before you
come in, here are a few things to keep in mind to
make sure that..,
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Generates Smart Lists
using our proprietary technology ivers timely, tailored messages

t motivate patients to take action

Hi Jane! We received your note and
moved your appointment with Dr.
Argawal to this Friday!

Diabetic Follow Up Candidates

Awesome, thanks so much!

Automatically pulls patient data ) & soe
i 1This is Healthy Wi From: Dr. Argawal
from practlce management and other E”m“?:?l..’ﬁ"wf..';ﬂ?n Subject: Your upcoming Annual Wellness Visit
. waich this wideo from Dr
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Automatically pulls patient data
from practice management and other systems
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Generates Smart Lists
using our proprietary t

{+1> Diabetic Follow Up Cand

Delivers timely, tailored messages
that motivate patients to take action

Hi Jane! We received your note and
moved your appointment with Dr.

Argawal to this Friday!

@ Awesome, thanks so much!

Haahty Vs Madoal

Hi Jane! This is Healthy Ways From: Dr. Argawal
Medical, reminding you it's time to

schedule your Annual Wellness Visit, Subject: Your upcoming Annual Wellness Visit
Please watch this video from Dr.

Argawal 10 help you prepare.

Hi Jane,

We hope you're doing welll This i= a friendly reminder about your
upcoming Annual Wellness Visit with Dr. Argawal on Wednesday, 9/3 at
11:004M. We look forward to seeing you for this important appointment.
If you need to reschedule or have any questions, feel free fo contact us
at (00) 606-5104

o

¥

Best regards,
Heaithy Ways Medical

Healthy Ways Medical | Provider
Recorded Video

Take charge of your health and
weliness—schedula your
appointment today at Healthy Ways
Medical: wawwe healthyways. com/
shedule, We look forward (o u
welcoming you!

Thanks!

Dr. Argawal

p 000 0:23

| just wanted to remind you that we've scheduled your
Annual Wellness Visit on September 3rd. Before you
come in, here are a few things to keep in mind to




Al in Action — Effortless personalization

o

Healthy Ways Medical

ay

Hi Jane! This is Healthy Ways
Medical, reminding you it's time to
schedule your Annual Wellness Visit.
Please watch this video from Dr.
Argawal to help you prepare.

High No-Show Risk
Responds Best to: Text .
Preferred Language: Portuguese )

Healthy Ways Medical | Provider

Optimal Reminder Timing: ey

24 Hours in Advance

Preferred Ap pointment Days: Take charge of your health and
wellness—schedule your

Weekdays, Afternoon Slots appointment today at Healthy Ways

Medical: www.healthyways.com/
schedule. We look forward to

welcoming you!

Just scheduled my appointment.
Thanks!
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No-Show & Canceled Not Rescheduled Follow Up

Frasiia o Healthy'Ways Med.
individual list
e Text Message
Today 13:00
All Appointments Dev. v
List This search will produce approx. 41 results Sample Hi Jane. this is Dr. Smith’s
criteria Optional filters: Add another filter Message office. Looks like you missed
Appointment date (range ... ~ -2, -1 your appointment with me

today. Give us a call or reply
to this text and we will get you
scheduled.

remove

Appointment Status Id v 9

remove

Add new search to be: ® Added O subtracted O Intersected

Create an
individual list
remove

All Appointments Dev.

This search will produce approx. 4 results

Optional filters: Add another filter

No Show date (range offset) ~

remove



Closing Care Gaps withSmart, Personalized Outreach at Scale

Sample Campaign Types:

Annual Wellness & Physicals
Diabetes & A1c Follow-ups
Hypertension Visits

Cancer Screenings

Childhood & Adult Immunizations
Preventative Care & Chronic
Condition Visits

Transition of Care Follow-up
Depression Screening & Visits
Eye Exam Engagement

®
N\ VITAL INTERACTION.

“Hi, this is Dr. Argawal from Healthy Ways
Medical. | hope you're doing well. | wanted
to reach out because | noticed it's been a
while since we’ve had you in for your
annual wellness visit, and | want to make
sure we’re staying on top of your health. To
schedule your visit, press one to speak to
the front desk or go to
healthywaysmedical.com/schedule to book
online. | look forward to seeing you soon.”

Sample
Message



http://drive.google.com/file/d/1_01wOikhYjr8h2Tgh2YVuponySLGwYFI/view

Reducing Staff Burden While Meeting Quality Goals and Improving
Patient Care

e UDS Tables 6A, 6B, and 7
o Patient Centered Medical
Home (PCMH)

e Accountable Care
Organizations (ACOs) 6 E E ﬁ

e Clinical Integrated

Measure Smart List Personalized  Outcome

Networks (ClNS) Diabetes Depression: Cancer Tests &
e Alc followup PHQ 9 due Screening Results
o Transitions of Care (TOC) due Text & call Visit scheduled

e Custom Campaigns for
Quality Measures
o Payer Programs
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Reaching theRight Patients, With the Right Message,
When it Matters Most

O

Healthy Ways Med.

As we enter the holiday season, as we
also enter Flu season. This is a friendly
reminder to schedule your flu shot and
give yourself the gift of good health.

Click here to set an appoiptment.

HEALTHY WAYS
——WERICRL—

Qur Qutreach & Enroliment Department is dedicated to
connecting individuals & families in our community with
the vital healtheare sarvice thay nood. Ledarn Mora
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Case Study#1: 102 Provider Health Center
Reducing No-Shows Comparison, February- April 2024

February 2023 March 2023 April 2023
Total Appts 6,323 8,087 7,608
Total No-Shows /28 841 /o4
No-Show % 11.5% 10.4% 9.9%

February 2024 March 2024 April 2024

Total Appts 6,530 6,693 7,486

Total No-Shows 593 544 603

No-Show % 9.1% 8.1% 8.1%
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Case Study #2: No Show Rate Comparisons
Comparmg QI 2023 to QI 2025

Total Appts
No-Shows

No-Show Rate

Total Appts
No-Shows

No-Show Rate
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30% increase in
average
appomtment volume
and 24% decrease in

average no show
rate




Case Study #3: 99 Provider Health Center
Reactivation Patients

Count Patients with Count Patients with Recall % of Messaged Patients with
Recall Type Message and Scheduled New Appointment Loaded
Recall Message . N
Appointment within 60 Days
Canceled Medical 2,251 976 43.40%
No Show Medical 1,375 601 43.70%
Hypertension Reactivation 312 95 30.40%
Diabetic Reactivation 204 64 31.40%
Well-Child Visit Reactivation 47 13 27.70%

In just 90 days, 1,749 patients were brought back into care.
Easing staff workload, strengthening continuity, and creating greater

" VITAL INTERACTION. stability for the health center workforce.



Reflection: Think of One Patient...

Think of one patient who missed care because of
a non-medical barrier. How would you reach them
differently?



Helping Health Centers Reach Patients, Strengthen
Care, and Empower Teams to Succeed

- - -

Reach Patients Where Strengthen Care Empower Teams to Do

They Are Continuity More With Less

Timely, personalized
outreach that overcomes
barriers.

Keep patients connected to Reduce manual workload
preventive, chronic, and through smart automation
follow-up care

@
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3 Big Takeaways

v Closing care and social gaps creates real equity
v Technology should amplify the human touch, not
replace it

v Every data point is a patient waiting to be reached

Data is Connecticut’s next great invention,
turning insight into impact

®
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Interested in Learning More? Let's Continue the Conversation

https://guidance.vitalinteraction.com/fghcdemo

®
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Thank you.

Hyperpersonalized patient
engagement powered by Al.

VITAL INTERACTION.




POLL: Which Non-Medical Driver Most Impacts
Your Patients Today?

Transportation challenges

Housmg Instability

Food Insecurity

Digital Access &Broadband Gaps

Social Support &Behavioral Health

Somethmg else you are seeing m your Parish/community?

®
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