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Introduction
Over two years ago SteppingStone Health launched an exciting new program, Enhanced
Care Management (ECM), which now serves over 200 people. This newsletter provides a
look at the program in action from the perspective of ECM staff members.
 
Enhanced Care Management is designed to help people facing complex health challenges
who are struggling to get the care they need. These could be people with ongoing health
issues such as severe mental illness or substance use disorder. It could also be someone
experiencing a health crisis but having little or no support. They could be homeless or
discharged from a hospital or skilled nursing facility. Whatever their circumstances, ECM
can provide individualized care coordination to help stabilize them and establish a network
of ongoing support. The goal is to help people maintain their health and reduce the risk of
institutionalization. 

SteppingStone offers ECM to participants in
our Adult Day Health Care (ADHC)
program. We also offer ECM to other San
Franciscans based on referrals from
partner agencies including hospitals (i.e.-
Zuckerberg San Francisco General and
UCSF). Responding to these referrals is the
ECM program’s Outreach Coordinator,
Claudia Guzman, who offers her
perspective below.

“I do the initial touch for the program with
prospective clients to introduce them to
ECM. Usually, I respond to referrals from

staff at one of the hospitals we work with. My contacts can be in person at the hospital or
by phone.
 
“For some time, I was going to the hospital every day but now I go a few times a week.
Typically, I go into the potential client’s hospital room and explain the program to them or
to family members. The fact that I speak Spanish and have a cultural connection with
some clients can be important. They know we come from the same community and feel
comfortable with me.
 
“If someone is interested in the program, I double check that they are eligible for our
services. If all is good, I inform the ECM leadership, and we will coordinate an in-person
warm handoff to the Lead Care Manager and Community Health Worker assigned to this
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client. Usually this is by phone, but sometimes it is in person. It can take couple of weeks
to finalize enrollment and sometimes longer for hard-to-reach potential clients. In a typical
week I have around 30 potential clients that I am helping.
 
“I know that ECM can be extremely beneficial for some people. I had one client who was
hospitalized after an overdose and was homeless. We were able to enroll them, and the
team found them housing and other support quickly. ECM can be effective in providing
care to people with substance use disorders and other serious conditions.
 
“I had another client who was housed but had no support in the home. He had multiple
serious falls that repeatedly forced him into skilled nursing facilities. He very much wants
to remain independent. I know ECM can help him with home improvements, in-home
services, transportation to doctors’ appointments and hopefully help him remain in his
home.
 
“One aspect of this work that I really connect with is working with the families of potential
clients, particularly the adult children, because I am a caregiver for my parents too. I’ve
had to advocate for my parents with health providers many times, so I understand what
children of the people I see are going though. I want to provide them with support if I can
and for many ECM services has been very beneficial.” Claudia Guzman, ECM Outreach
Coordinator.

Zoe Allen is an ECM Lead Care Manager. Zoe
explains her role below.

“I have 19 clients all of whom attend Mission
Creek Day Health Center. As the Lead Care
Manager, I perform client assessments and
reassessments as well as implementing their
care plan. This involves coordinating with
clients’ primary care providers and other support
agencies as well as arranging appropriate
transportation for them. On average I am
working with two clients per day in-person, often
accompanying them to meetings with other
health providers, as well as another 5 or 6 by
phone.
 
“For example, one of my participants has limited vision which creates stress going to
unfamiliar places and appointments. I bought a portable CD player, as well as his favorite
music, which he can play when traveling and waiting for appointments. I still accompany
him, but appointments are now more manageable and less stressful.
 
“I have another client who has diabetes and receives medication at Mission Creek Center.
For some reason a problem developed with the pharmacy providing the drug that was
difficult for the client to resolve. They were missing their weekly doses which was
endangering their health. I was able to help them change pharmacies and now I pick it up
for them. The problem is resolved and the client’s blood tests are returning to normal.
 



“Sometimes clients have difficulty taking the medicines prescribed for them simply
because their lives are complex and they get overwhelmed. I have had primary care
providers tell me they don’t understand why the client isn’t responding to treatment. When
I followed up, I found they had not been taking the medicine simply because they forgot it
had been prescribed. Ensuring medication compliance is an important part of what I do.
 
“So is transportation. I have clients who must use a wheelchair and have several medical
appointments a week. They need personalized assistance even if transportation itself is
not a problem.
 
“I also advocate for my clients. I had a client who had a medical procedure delayed
because of an unexpected event at the hospital. This meant that a series of tests had to
be repeated before treatment could be rescheduled. I let the schedulers know what
happened so my client could get the tests needed and procedure as soon as possible.
 
“This work is very challenging. It takes perseverance but I love being able to find solutions
to the often complex challenges our clients face. This job is one of the best experiences of
my life.” Zoe Allen, Lead Care Manager, ECM Program.

Teniola Adegbite is also an ECM Lead
Care Manager working with clients who
do not attend one of SteppingStone’s Day
Health Centers. Teniola offers her
perspective below.

“I work entirely with people who are
referred to me by Claudia Guzman, the
ECM Outreach Coordinator. As a Lead
Care Manager, I perform the
assessments for my clients and create a
care plan including identifying urgent
needs in discussions with them. I then
move forward to implementing that care
plan working closely with the Community

Health Worker (CHW) assigned to each client.
 
“Currently, I have 11 clients fully enrolled and another two 2 still in the outreach process.
Most of my caseload is housed and many clients have some in-home support, but
generally not enough. I work to connect them to the additional support they need such as
food, clothing, health care, etc.
 
“I have some clients who are unhoused and who I can reach only by phone or at
appointments at the ECM offices or other locations. Being unhoused is difficult so I work
closely with the CHW to make sure they are taking their medicines and able to attend
health care appointments. Access to CareLink is essential as it allows me to see if clients
are addressing their health conditions or if new issues arise. (CareLink is an online
medical database that allows us to view a client's medical information, with their consent.)
 
“Providing support can take time. I have clients, for example, with severe cognitive issues
that make them not trust people. I have to work slowly to build trust and hopefully
establish a good rapport with them.
 
“I think the work I and the entire ECM team does is important and it is fulfilling for me. I
enjoy being out in the community and helping provide care and support to some of the
most vulnerable people in our city.” Teniola Adegbite, Lead Care Manager, ECM Program.



John Rodriguez is a Community Health Worker (CHW) in
the ECM Program. He provides his perspective on the
program and his role below.

“The goal of the ECM program is to help clients become
independent and be able to address challenges on their
own. Among other things the program teaches “up-
stream” thinking.
 
“My role as an ECM Community Health Worker is to do
outreach and support the Lead Care Managers in
providing care to the clients. I currently have 30 enrolled
clients and 4 that are still deciding if they want to enroll
(still in outreach). All are out-of-house, meaning they do
not attend one of SteppingStone’s Day Health Centers.
 
“The LCMs complete the clients’ assessments and draft
the care plans which I help them implement. One big
difference between LCM’s and CHW’s is that CHWs have
a larger case load so we spend less time with each
client.
 
“Typically, I will call a new client and try to arrange an in-person meeting, which I prefer.
Sometimes this is easy and sometimes in-person meetings are difficult for the client. This
could be for many reasons, but we do whatever is preferred by the client as we are person
centered program.
 
“I try to make contact with clients once a week. I often accompany them to meetings with
other healthcare providers and support service agencies. Overall, I find that a great deal of
what clients need is simply emotional support.
 
“Because the ECM team can spend quite a bit of time with clients, we may know them
better than other service providers who have limited time. We can help them understand
our clients’ needs and advocate on their behalf”. John Rodriguez, Community Health
Worker, ECM Program.

Marc Lewis, the ECM Program Director, provides a
broader context for these four staff perspectives.
He comments below.

“The ECM program is now serving over 200 people
through 25 staff members including 13 Lead Care
Managers, 7 Community Health Workers, 2
Program Managers and a couple of healthcare
consultants. The people we serve are very diverse
as the examples mentioned above indicate.
 
“Some of our clients are in great need, facing

serious health challenges or are homeless or have no support network in place. One thing
is constant though: we meet the clients where they are and work to meet their needs. We
may be meeting clients at one of SteppingStone’s Centers or in a hospital, but we show
up where they are and meet them on their terms.
 
“Our goal is to help address any urgent needs they have and then connect them to
support systems so they can maintain their health and independence. This is often a
complex and slow process, but it can be done and is being done by ECM staff members



such as those above. I am proud of our team, which is making a real difference in the lives
of hundreds of the most vulnerable people in our city.” Marc Lewis, Program Director,
Enhanced Care Management Program.

SteppingStone is the largest provider of Adult Day Health Care in San Francisco with three
ADHC Centers. It is also one of the largest providers of Enhanced Care Management (ECM) in
the city. Virtually all clients are insured through managed care programs (Medi-Cal & VA) and
have no out-of-pocket expenses. For more information about our Day Health or ECM programs
visit our website at steppingstonehealth.org or call us at 415-974-6784.
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