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Disclaimer

 This Quality Guide is the property of Highmark. The information contained in this Quality Guide may be confidential and/or
proprietary and is not to be distributed to any outside person(s) or entity(ies) without express written consent of Highmark.

« Highmark does not recommend particular treatments of healthcare services. This Quality Guide is not intended to be substitute
for professional medical advice, diagnosis or treatment. The provider should determine the appropriate treatment and follow-up
with his or her patient. This Quality Guide is based upon a search of literature: there may be other recommendations or
suggested practices that may be suitable in the care of patients. Coverage of services is subject to the terms of each member’'s
benefit plan. Additionally, state laws and regulations governing health insurance, health plans and coverage may apply and will
very from state to state.

« The guidance, best practices and guidelines (referred to as “best practices”) provided to you are presented for your consideration
and assessment only. They were selected from among best practices published by various associations and organizations or
discussed in studies and articles on the subject. Please assess whether the described best practices are appropriate for you. There
are no requirements that you use the best practices, and the best practices are not required for any Highmark program or
initiative. Please note that the successful implementation of any program or initiative depends upon many factors and variables.
Therefore, Highmark makes no representation with respect to the described best practices and whether the practices will
positively impact your reimbursement, value-based payment or performance under a Highmark program or initiative. The best
practices are not intended to situate Highmark as a provider of medical services or dictate the diagnosis, care or treatment of
patients. Your medical judgment remains independent with respect to all medically necessary care to your patients.
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Overview

" What is a Team Based Care Model?
ll = Why use the Team Based Care Model?
4

= Team Based Care Model Process

:

' = Next Steps for Getting Started



Introduction to Team Based Care Model

Team-based care is a delivery model where patient care needs are addressed
as coordinated efforts among multiple health care providers and across
multiple settings of care.
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Why Team Based Care Model?

Potential Benefits of Team Based Care Model include:

e Teamwork will improve patient outcomes.

A multi-disciplinary team approach is associated with better performance
and better measures of health quality.

Prevents adverse events.
* Decreases physician burn out.

« Expands access to care.
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Team Based Care Model Process

eeee <0
-
Fin:'.t Step: Second Step: Third Step:
Build Team Engagement Select the Team Members Determine Team Roles
utilizing Workflows & Order

Who do you want on your team?

Sets

» “
Fourth Step: Fifth Step: Six Step:
Medication Management Determine EHR Inbox Management Educate the team about

correct billing strategy
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Next Steps



Getting Started

. Define goals and develop a shared aim.
Define specific, measurable outcomes and objectives.

Assign roles for each team member - define and delegate functions and tasks.

O

Ensure that each team member is competent to perform their defined and delegated
tasks.

5. Ensure that clinical and administrative systems support team members in their defined
work.

6. Create communication structures and processes.
7. Use data to assess team progress and performance at least every month.

8. Schedule 10-minute team huddles every morning.
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Workflows and Order Sets

e The team will have to determine
their new workflows that work best
for the team.

 Remember that you are designing
your dream workflows so think
outside the box and be creative.

* Work collaboratively to identify
opportunities for greater efficiency
in the teams current and new
process.
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Principles of High-Performing Teams:
e

Shared Goals The team establishes clear goals that all team members can
articulate, understand and supported by all members.

Clear Roles Clear expectations for each team member function,
responsibility and accountabilities to optimize the team's
effectiveness.

Mutual Trust Team members trust one another and feel safe within the team to
admit a mistake, ask a question, offer new data or try a new skill
without fear of embarrassment or punishment.

Effective Communication The team continuously refines communication skills and has bi-
directional communication.

Measurable Process and Outcomes Reliable and ongoing assessment of team structure, function and
performance that is provided with actionable feedback to all
team members to improve performance.
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Timeline Before and After Visit

Pre- Visit Planner Rooming Discharge Documentation
work Checklist Checklist Checklist

Pre-visit Helps the team Having a team Gives patients Decreasing

planning know what memberdo visibility and physiciantime

communicates needs to these activities transparency spent on

to the patients accomplished will let the into their care. documentation

that the practice prior to next physician spend tasks that the

is planningin visit for the more time with other team

order to make physician. the patient. members can

their next visit handle is also

meaningful. an important
cost-savings for
Entities.
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Medication Management

Goals of Medication Management
» Reduce medication errors
* Promote better patient outcomes

* Improve patient safety
e Ease clinician workload
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Techniques to Improve or Simplify Medication Management 2

Prescribe Medication for least one
year.

Develop standing orders for refills or
recurring lab work. For example,
HbA1c every 3 months.

Consolidate refill dates so patients
only make one trip to the pharmacy.
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EHR Inbox Management -

Standard Workflows

* Implement standard workflows for messages routing and common inbox tasks.
« Decide which team member should be responsible for various inbox tasks.

* Create filters to separate inbox signal from unneeded noise.

Steps to Optimize Your EHR Inbox

* Engage the IT Department to help support the ask.
» Group different types of messages into common buckets.
» Create team member assignments that correspond to each bucket of messages.

* Develop workflows and train team members to manage other team's buckets if out of
office occur.
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EHR Inbox Management s

Bucket One: MA will escalate to
triage RN or Physician as needed.

Bucket Three: Refill Nurse (LPN or
RN)
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Bucket Two: Patient Liaison to escalate
to MA or Billing as needed.

Bucket Four: Administration pool,
Clinical information, or Physician for

signature.




Billing
v" Create correct billing strategy

v Educate team members on
billing strategy

v More to come

SEVEN BAHT AND

Total .

—

t until the buyer has done.
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Summary

= Team-based care can be successful
when all members are on the same

page.
= A clear common goal is key to success.
= This may require a:
=Culture shift to facilitate teamwork
=Supportive organizational framework

»Effective coaching regarding teamwork
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Thank you
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