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Outreach and New Client
Enrollment at SteppingStone
SteppingStone provides
specialized care and support to
hundreds of older adults and
adults with disabilities
throughout San Francisco. Our
two primary programs, Adult
Day Health Care (ADHC) and
Enhanced Care Management
(ECM), are ongoing services,
engaging clients frequently,
often multiple times every week.
Participants must formally enroll in the programs with the approval of their
health providers and insurance company. Before this can happen, they need to
know that these programs exist and how they might benefit from them. This
newsletter looks at SteppingStone’s outreach efforts and the enroliment
process for both ADHC and ECM.

Though separate programs, the outreach and enrollment for ADHC and ECM
are closely coordinated and often combined. Many people with disabilities and
older adults can benefit from both and more than half of SteppingStone’s
ADHC participants also receive ECM. Given this, outreach efforts always inform
prospective clients about both programs, though the focus is usually on one
program or the other depending on the audience.

Outreach for Adult Day
Health Care

Outreach for
SteppingStone’s ADHC
program is coordinated by
Min Qi, Outreach
Coordinator. Min has been
with SteppingStone for
over a year. He is bilingual,
speaking both Chinese and
English. Min is also a skilled
graphic artist and has
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created many of the
outreach materials for the
agency.

"Initially, I was hired as a
translator for the ECM
program. When the
Outreach Coordinator
positioned opened, I
applied feeling that I could
make a difference. I give
many presentations every
month and talk to a lot of
people. The key is listening
to what they need and
helping them through the
enrollment process if that is what they want.

“"Currently I am working with over twenty residential buildings providing
presentations about SteppingStone Health to their residents. These include
Mercy Housing, Mendelson House, Madonna Residences, Silvercrest
Residences, Clementina Tower Residences, Chinatown Community
Development Center, Veteran’s Commons and Conard House. I find that very
few of the people that attend the presentations are interested in adult day
health care themselves as they are too healthy. However, they know others in
the building and beyond that might need adult day health care and refer them
to us.

"In August and September, I met or gave presentations at multiple Mercy
Housing locations as well as Mendelsohn House. I also gave a presentation at
the Chinatown Community Development Center and tabled at the TODCO
Yerba Shanghai Night Senior event.

“If someone is interested in joining the ADHC program I schedule a home visit
to give them more information and often meet with family members.
Sometime the service SteppingStone provides with no-out-of-pocket cost
seems too good to be true, and I have to assure them everything is very
legitimate. The next step is to tour one of our Centers so they can meet the
staff and see the program for themselves. If they are still interested, I will
introduce them to the Assistant Social Worker at each Center who will help
them with enrollment. But I stay involved, following up with the new clients to
make sure they complete their enrollment.

"I truly believe that we can make a real difference in the lives of our
participants, both practically and emotionally. The majority of them need
services like ours. They enjoy conversations, interactions, and activities, but
many face barriers such as language, mobility, or lack of resources to find a
place like our centers. Without that, they often feel discouraged or helpless. My
goal is to help more people in need discover us and join our programs. To me,




that is not only meaningful but also something I feel very proud of.” Min Qi,
SteppingStone Outreach Coordinator.

The ADHC Enroliment Process

Once someone is referred to SteppingStone for
ADHC from Min or another source, a detailed
enrollment process begins, overseen by a Social
Worker Assistant (SWA) at one of our Centers.
Diana Almanza, SteppingStone’s Chief Program
Officer, explains the procedure below.

"The first step is receipt of a completed referral
packet from the participant themselves, their
Primary Care Provider or Case Manager. The
Assistant Social Worker then submits the application
to the Health Plan for approval (CEDT), which can take a couple of weeks.
Once authorization is granted, the applicant is assessed by multiple staff to
create an individualized care plan. Initial assessments are completed by the
Center’s Registered Nurse, Physical Therapist, Occupational Therapist, Social
Worker, Registered Dietician, Speech Language Pathologist, and Activity
Coordinator. The SWA also determines if the application should be referred for
a Behavior Health Assessment and if so, schedule an appointment with
SteppingStone’s Licensed Clinical Social Worker (LCSW).

"This process usually takes about a month, but it varies depending on the
needs of the client, the response times of the Health Plan and external health
providers. However, most applicants can enroll and begin attending a Center,
receiving care and hopefully enjoying being around others and engaging in
recreational activities.” Diana Almanza, Chief Program Officer, SteppingStone.

Outreach for the Enhanced Care
Management Program

Marc Lewis is the Enhanced Care
Management Program Director. Marc
describes the programs outreach and
enrollment process below.

“"Referrals to the ECM program can be
divided into two categories: referrals of
existing ADHC clients and referrals from
external sources. Internal referrals are
usually done by Social Workers at one of
the Centers which are then followed up
by the ECM team. These are based on the
need the Social Workers observe during
their assessments and can be either
existing ADHC program participants or
new clients.

"The ECM program is currently receiving significant numbers of referrals
through our partnerships with three hospitals: Saint Mary’s, Saint Francis and
Zuckerberg San Francisco General Hospitals. The process begins when the
health and social work team at the hospital identify a client who may benefit
from ECM services. Our team responds quickly, going to the hospital to meet
the patient before they are discharged. They will explain to them what services
the program offers and assess their healthcare needs should they decide to
enroll. If the person being referred is interested, we begin the enrollment
process. If they are not certain or wish to involve their family or caregivers,
we’ll schedule another appointment, ideally at their home.

"We are also receiving ongoing referrals through outreach to Mercy Housing
residences including the Madonna, Mission Creek Senior Housing Community
and others. These are often joint outreach efforts as residents are interested in




both ADHC and ECM.

"We have just hired an ECM specific
Outreach Coordinator, Claudia Guzman-
Rodriguez, who be taking the lead in
responding to referrals from the
hospitals. We are fortunate that Claudia
is bilingual, speaking Spanish and
English, which will help us in the
outreach process.

"We have three months to complete
outreach efforts with a client, but
normally the process takes only a few
weeks. Once they have made a decision,
we submit an enrollment application the San Francisco Health Plan which
normally only takes a few days to approve. Occasionally there are
complications, but over 90% of the people that were referred to us and want
to enroll in ECM are able to do so.

"Once enrolled, clients are assigned to a Lead Care Manager (LCM) who will
assess their needs, develop a care plan and begin providing assistance. The
LCM is supported by a Community Health Worker who is also specifically
assigned to each client. The whole process, from referral to the beginning of
service delivery usually takes a few weeks.

"The ECM program is working with high acuity clients who often are facing
multiple health and support challenges. Our team jumps in and works to get
them the help they need. I have no doubt that we are greatly benefiting the
people we serve, and I am proud of the ECM team members who are providing
frontline support to the most vulnerable residents of our city.” Marc Lewis,
Program Director, Enhanced Care Management.

SteppingStone is in the process of increasing enrollment at our ADHC Centers
and the ECM program. We expect to increase enrollment in the ECM program
by over 50% in the next twelve months. This process is already underway.

SteppingStone operates three Adult Day Health Care Centers in San Francisco. It is
also one of the largest providers of Enhanced Care Management in the city. Nearly all
program participants have their care covered by managed care insurance (Medi-Cal,
VA) so have no out-of-pocket expenses whatsoever. For more information visit our
website: steppingstonehealth.org.
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(Top left) Min Qi, Outreach Coordinator, speaking with prospective clients at residential housing
event.

(Middle 1) Outreach information table in use at residential housing event.

(Middle 2) Diana Almanza, Chief Program Officer, SteppingStone.

(Middle 3) Marc Lewis, Enhanced Care Management Program Director.

(Middle 4) Claudia Guzman-Rodriguez, ECM Outreach Coordinator.
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