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Minutes of November 29, 2021
San Joaquin County Clinics Board of Directors — Quality Committee

Board Members Present:

Charson Chang (SJCC Board Member); Farhan Fadoo (SJCC CEOQ); Monica Fuentes (SJCC Board Member); Jessica
Hernandez (SJCC Board Member); Karen Lee (SJCC Board Member); Bernadette Pua (SJCC Board Member)

Board Members Excused Absent:

None

Board Members Unexcused Absent:

None

SJCC Staff: Alice Souligne (COO); Padmaja Magadala; Dena Galindo; Betty Jo Riendel (SJGH Staff); Michael Allen (Board
Clerk)

1. Call to Order (Charson Chang, SJCC Board Member) No attachments No action required
The meeting was called to order at 4:05 p.m. A quorum was
established for today’s meeting.

2. Approval of Minutes from 2/23/2021, 5/24/21 & 8/30/21 Quality Committee Charson motioned to accept
(Charson Chang, SJCC Board Member) Meeting Minutes from minutes from February and
Minutes from February 2021, May 2021 & August 2021 were February 23, 2021, Monica seconded; Monica
all approved unanimously. May 24, 2021 & motioned to accept minutes

August 30, 2021 from May and Jessica

seconded; Charson motioned
to approve minutes from
August and Jessica
seconded; all minutes from 3
sessions were approved

unanimously

3. Introduction of New Quality Committee Members No attachments No action required
Charson introduced herself to the group and talked about her
previous community work. Bernadette introduced herself to
the group and noted her nursing and teaching background.

Jessica introduced herself and discussed her experience
with the pediatric clinics.

4. Clinical Quality Report (Padmaja Magadala, SJCC Staff) Board QA-Ql Charson motioned to approve
Quality improvement activities were introduced, including Committee Meeting the Quality Committee report
gap clinics (women’s health, chronic disease management, 11.19.21 and Bernadette seconded.
well child visits, etc.), flu vaccine clinics, Cerner (SJCC’s Report was approved
EMR) documentation support to providers (quality metrics, unanimously.

codes, orders, etc.), data integrity, Cerner updates, and
clinical indicators.

Described Healthcare Effectiveness Data and Information
Set (HEDIS) as a program of National Quality Committee for
Quality Assurance (NCQA) and some of the measures we
track in partnership with Health Plan of San Joaquin (HPSJ)
and HealthNet. Noted that data comes from administrative
functions (claims & encounters), as well as chart reviews.

Chronic disease management data was reviewed for July,
August & September 2021.
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Padma reviewed the outreach process, including automated
calls and engagement by the Call Center staff. Automated
call tracking was noted as well.

5. Access Improvement & OASC Report (Dena Galindo, OASC FQHC Board No action required
DFQHC Continuity Productivity
Aug Sept uly Aug Sept July Aug. Sept
Total
Appointments 8984 | 9723| o495| 8984| 9723 | og49s| 8984 | 9723| gu9s| 91,387
2% 74% 75% 72% 74% 75% 2% 74% 75% 72.4%
Same Day Open
Same Day Filled
45% 86% 92% 80% 102% 261% 87.7%
Phone Center Statistics
2021 JANUARY | FEBRUARY | MARCH | APRIL | MAY | JUNE | JULY | AUGUST | SEPTEMBER | OCTOBER | TOTAL
Calls Received 30,320 24,897 | 27,732 22,752| 20,690 | 23,385 23,598 28,178 23,148 20,733 | 245,433
Calls Answered 25,902 24,214 26,774| 22195| 19,784 | 21,979 21,715 23,910 21,096 15,151 | 226,720
Calls Missed 4,418 683 958 557 906 1,406 1,883 4,268 2,052 1,582 | 18,713
Percent Missed 14.60% 2.70% 3.50% 2.40% 4.40% 6.00% 8.00% 15.15% 8.86% 7.63% 7.62%
Avg Answer Time-SPA 197 a1 49 36 37 92 117 201 119 97 99
2020 JANUARY | FEBRUARY | MARCH | APRIL MAY JUNE JULY | AUGUST | SEPTEMBER | OCTOBER | TOTAL
lls Received 19,250 17,475 18,751 15,904 17,656 24,649 28,778 21,792 20,869 22,830 | 207,954
Calls Answered 18,838 17,010 18,309 15,606 17,038 23,808 26,941 21,289 20,300 21,858 | 200,997
Calls Missed 412 465 442 298 618 841 1,837 503 569 972 6,957
Percent Missed 21% 2.7% 2.4% 1.9% 3.5% 3.4% 6.4% 2.3% 2.7% 4.3% 3.2%
Avg Answer Time-
ENG 21 18 23 21 26 38 7 29 25 39 31
oozl il ]l o] sl ml  wl  w o ol

6. Press Ganey (Betty Jo Riendel, SUGH Staff) Press Ganey No action required
Patient comment summaries from August, September & Comments Aug-Oct
October were reviewed. Areas of concern are wait time, as 2021
well as unprofessional support staff and providers.

Karen asked about the follow-up process for complaints.
Betty Jo noted that if enough identifying information is
provided, we check in with the patient and/or the staff.

Dr. Fadoo noted that we are setting up a provider experience
committee to work alongside patient experience.

7. CROs & Patient Complaints (Carla Bomben, SJGH Staff) No attachments No action required
Carla was not in attendance to present this item.

8. Adjournment No attachments No action required
There being no further topics of discussion, Charson Chang
adjourned the meeting at 5:04 p.m.

500 West Hospital Road, French Camp, CA 95231 ¢ (209) 468-7837 « www.sjcclinics.org




