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Providing Transportation for Our Clients- An Essential and Complex Task

Every weekday SteppingStone Health provides transportation services for some 250
clients of our Adult Day Health Care (ADHC) and Enhanced Care Management (ECM)
programs. Virtually all are disabled, many with cognitive issues such as dementia or
severe mental illness (SMI). Without transportation support ADHC program participants
would not be able to attend their Centers and ECM clients would likely not be able to keep
important health care appointments.
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This newsletter examines the challenge of providing
transportation for such a diverse group of clients and how the
agency uses different solutions to meet their needs. Daniel
Gallagher, SteppingStone’s Chief Executive Officer, comments
on the importance of transportation services below.

“One of SteppingStone’s largest activities is transportation
services, which are fundamental to both our Day Health Centers
and ECM program. This program involves multiple staff
members and outside agencies as well as costing over two
million dollars, much of which is fortunately offset through in-
kind donations and other revenue. It can seem like a routine
operation, but make no mistake: for this agency, given the
people we serve, providing appropriate transportation services
is challenge as explained below.” Daniel Gallagher, Chief Executive Officer,
SteppingStone.

Transportation for ADHC Program Participants
Nearly all clients attending SteppingStone’s three
Health Centers need transportation services. This
newsletter focuses on how one Center, Mission Creek
Day Health, meets this need. Mission Creek is our
largest Center with two care shifts and over one
hundred daily attendees. It also houses both the
Alzheimer’s and LGBTQ+ Programs. The Center’s
Program Director, Madeleine Barry, provides an
overview below.

“At least 95% of Mission Creek clients need
transportation to the center. This is arranged primarily through Paratransit which requires
a doctor’s authorization and can take up to 21 days to finalize. (Paratransit is a San
Francisco Municipal Transportation Agency (SFMTA) program for people with disabilities
or health conditions that prevent them from independently using public transit.)

“The type of transportation support SteppingStone provides is determined by the client’s
health assessment. The majority take group vans which provide curb-to-curb




service. Paratransit makes sure that the participant is dropped off with a staff member
when they arrive and if they are ATR coded, dropped off with a caregiver when they get
home. Group vans are scheduled in advance and travel along fixed routes.

“Clients who don’t need group vans use Paratransit Access service which also provides
curb-to-curb transit for clients that do not require significant assistance because of
physical or cognitive issues. Access service needs to be scheduled every day by our staff.
About 15% of our program participants need more assistance than paratransit can provide
and for them we use non-emergency medical transport (NEMT).

“Whatever transportation clients use they are all welcomed by staff outside when they
arrive and escorted into the center which is on the second floor. This process is reversed
when they depart. To keep track of clients we use an electronic check-in and check-out
process. This was developed for SteppingStone by our tech consultants, Silverback
Networks.” Madeleine Barry, Program Director, Mission Creek Day Health.

Implementation of transportation services is
coordinated by each center’s Social Work Assistants,
who at Mission Creek are Zoe Amenewolde and Joelle
Balderama. Zoe explains the process from her
perspective below.

“We coordinate transportation for participants based on
the level of care they need to keep them safe. All three
levels of transportation require different scheduling
which Joelle and | coordinate.

“For clients who are ambulatory and need curb-to-curb
transportation we schedule rides for them with Access a
week or so in advance. For Access service we provide
vouchers for the clients so that they have no out-of-
pocket cost. For higher need clients, such as those with dementia or who are in a
wheelchair we coordinate group van service. These participants are on a fixed schedule
for pick up and arrival. For participants who need the highest level of assistance, for
example more advanced dementia, we use non-emergency medical transport. This is
hand-to-hand support, meaning the client transfers from one caregiver to the next without
interruption. Normally we schedule a standing order for these participants.

“Clients begin arriving for the morning care program at 7 AM and continue arriving for
about an hour. Our staff meets them when they arrive and they are escorted upstairs to
the Center. | sometimes escort clients but also need to monitor last-minute changes and
be able to address glitches such as a missed pick-up.

“The morning shift participants begin to leave at 11 and the afternoon participants begin to
arrive around 11:30, so things can get a bit hectic. By 4 PM most clients have left, though

sometimes a pick-up will be late, so | need to follow up. (Zoe and Joelle each work from 7
AM to 5:30 PM four days a week.)

“In everything we do we prioritize the needs of clients to arrange the transportation they
need. Most importantly we want them to be safe. | sometimes think of my loved ones and
how I'd like them treated if they attended our Center.” Zoe Amenewolde, Social Work
Assistant, Mission Creek Day Health.

Transportation Services for Enhanced Care Management Clients

The transportation services of the Enhanced Care Management (ECM) program are
entirely different than those of the Day Health Centers. Emily Vera, ECM Program
Manager, explains.




“Our program assists clients by ensuring they
have a safe and reliable way to travel to their
health care appointments and helping them
navigate that process. Most of our clients need
transit support, including staff accompaniment
and many need it multiple times every week. This
is because the people we serve have complex
medical needs and health conditions, both
physical and cognitive, that make it difficult for
them to manage on their own.”

“We primarily use Uber Health which is
contracted with our ECM program. This allows us
to schedule pick-ups and have direct rides for our
clients. Uber Health offers different levels of
service with trained staff and the ability to
accommodate people in wheelchairs. Sometimes we use non-emergency medical transit
(NEMT) which also provides high level of support and can accommodate wheelchairs and
gurneys if needed.”

“Many ECM clients would have difficulty making their medical appointments without our
support. This is why we accompany them during the transportation as well as to their
appointment to have continuous support from start to finish. We want them not only to get
to their health appointments but have them be as informative as possible for them.”- Emily
Vera, ECM Program Manager.

Diana Almanza, SteppingStone’s Chief Programs Officer,
provides an overview of the challenge transportation
services poses below.

“Transportation services are a critical need for our clients,
something they cannot do without. As we saw clearly
during the COVID pandemic, if clients can't attend our
centers and have difficulty making other health
appointments their health is negatively impacted.

“The transportation services SteppingStone provides
through the ADHC and ECM program both reduces
isolation and provides access to health care. This results in improved health care
outcomes for clients.

“Our staff has become expert in arranging transportation, so much so that | refer to them
as Transportation Jedi. They know how to use the complex set of options available to help
clients get to where they need to go. And they do so while providing the level of service
needed to keep them safe.” Diana Almanza, Chief Programs Officer, SteppingStone
Health.

Transportation is so integrated into SteppingStone’s operation that it can become hidden
behind the many other direct service activities the agency undertakes. But it is a
fundamental service that program participants urgently need, and which must be provided
in a manner that is appropriate for each of them. This newsletter has hopefully provided a
brief look at how SteppingStone meets that need.

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 visit our website at
steppingstonehealth.org or call us at 415-974-6784.

Photos: (Masthead) Adult Day Health program participant arriving at their center on a group
van.




(Top righty ECM client using Uber Health to go to a medical appointment. (Accompanying
staff member not shown.

(viddle 1) Daniel Gallegher, SteppingStone, CEO.

(middle 2) Madeleine Barry, Program Director, Mission Creek Day Health.

(middle 3) Zoe Amenewolde, Social Work Assistant, Mission Creek Day Health.

(middie 4) Emily Vera, ECM Program Managetr.

(Bottom) Diana Almanza, Chief Program Officer, SteppingStone.
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