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Practice Transformation: Piloting Change through the
Patient-Centered Medical Home Initiative

A year ago the Center for the Advancement of Primary
Care (CAPC), in collaboration with the Medical
Management Department (now part of the Office of
Clinical Integration), hosted the kickoff of the system’s
Patient-Centered Medical Home (PCMH) initiative,
launching practice transformation at four UMass
Memorial Health Care pilot practices and two practices
participating in the statewide initiative. 

In their PCMH transformation, the practices — Barre
Family Health Center, Benedict Pediatric Primary Care,
Hahnemann Family Health Center, Hahnemann Medical
Group, Nashaway Pediatrics and Plumley Village Health
Services — are aligning closely with the UMass
Memorial roadmap that is taking our system from
delivery of volume-based care to providing value-based
care. 

The move to the medical home is about the creation of
a 21st century model of care that:  

• Plans and manages care

• Tracks and coordinates care

The practices are aligning closely with the
UMass Memorial roadmap that is taking our
system from delivery of volume-based care 
to providing value-based care. 

UMass Memorial
Patient-Centered Medical Home
Where the focus is on you and your health

Asthma Control Test Comes to Nashaway
Pediatric/Clinton via Benedict Pediatrics

A July 2011 Prime Time Conversations webinar
presented by Beverly Nazarian, MD, of the Benedict
Pediatrics practice caught the attention of the Nashaway
Pediatrics/Clinton participants. Dr. Nazarian discussed
the use and benefits of an Asthma Control Test and
asthma action plans to improve care. 

At Nashaway Pediatrics/Clinton all patients with asthma
are identified in the new patient registry, which

• Provides self-care support and community resources
(patient activation and engagement)

• Provides enhanced access and continuity

• Identifies and manages patient populations

• Is data driven

Now, one year into the PCMH initiative, the following
are examples of transformation activities at the pilot sites,
including the tools that are becoming a part of our
practices’ work with their patients.  

UMass Memorial Patient-Centered Medical Home

Identifies and Manages Patient
Populations

Continued on page 2
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Patient Registries Become Key Tool

Patient-centered care treats the entire population of
patients within a practice rather than focusing on those
patients who are on the schedule for the day. Patient
registries allow practices to identify and focus on patients
in distinct ways:

• Patients who are overdue for visits, labs and screenings 

• Patients with chronic conditions

• Patients with co-morbidities that may impact his/her
overall health 

• Patients who are identified for services as a result
pre-visit planning

The registry, a powerful tool for supporting
patient-centered care, was developed for practices
participating in the CAPC Diabetes Collaborative.
Enhanced by the Office of Clinical Integration, registries
are now in the hands of 120 primary care practices,
across UMass Memorial Health Care, tremendously
increasing their ability to manage patient populations,
drive continuous quality improvement and provide
value-based care across our system.

Hahnemann Medical Group Capitalizes
on Allscripts Function 

Hahnemann Medical Group uses the “Registry and
Task” function in Allscripts to efficiently manage patients
lost to follow-up. Benefits of this Allscripts function
include:

• Elimination of Excel spreadsheets creation and/or
documentation in the patient's chart. 

• Ability to date the task for the future to determine if
the patient has completed the requested testing or
visit. If the request is not complete, the task is flagged
red and the patient is contacted again.

• Documentation of needed services and coordination of
care at the next visit as completed task becomes part of
the patient’s medical record. This enhances patient
outreach activities and helps prevent missed
opportunities when a patient presents for care. 

Thanks to the success of the task function for follow-up
improvement, Hahnemann Medical Group is expanding
its use of the function to track referrals, consults and
CT/MRIs.

Plans and Manages care — Continued from page 1

spotlights those patients who need tighter management
of their chronic condition. The word “Asthma” appears
on the banner in Allscripts so that patients are easily
identified by medical staff during their visits. 

At every visit, patients with asthma are administered the
asthma control test (ACT). The ACT measures the level
of control the patient has been experiencing with
his/her asthma over the prior weeks. Once the ACT is
administered, the physician scores it, reviews the results
with the patient and makes necessary clinical
adjustments. The score is added to the pulmonary flow
sheet for future comparison. 

After the process was implemented at Nashaway, the
practice measured the percent of asthma patients who
received the ACT at subsequent visits and found it close
to 100 percent! At Benedict Pediatrics, close to 70
percent of their persistent asthmatics receive an asthma
action plan. The Benedict Pediatric care manager
observed that the form sparks a discussion during which
questions can be answered and concerns addressed.

UMass Memorial Patient-Centered Medical Home

Tracks and Coordinates Care

The registry, a powerful tool for supporting patient-centered care, was

developed for practices participating in the CAPC Diabetes Collaborative.

Enhanced by the Office of Clinical Integration, registries are now in the hands

of 120 primary care practices across UMass Memorial Health Care.
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At the first SMA each patient’s vital signs, weight, blood
pressure, BMI and labs were reviewed within the group.
Blood pressure cuffs were provided to patients to use
during the program if needed. The weekly meetings
included information on self-monitoring, nutrition,
physical activity and goal setting; a cooking
demonstration and grocery shopping tour were also
offered. At the three-month follow-up visit, progress was
assessed by reviewing patients’ labs and self-monitoring
sheets and discussing their behavior changes. 

Patient satisfaction among the participants was high and
Hahnemann Medical Group is planning for another
session in the fall. Dave, an SMA participant, said: “The
program got me motivated to be more serious about
taking my medications, watching what I eat and
exercising. I learned some good recipes and how to cook
healthier.”

By the end of the program, many of the participants had
improved their A1c, blood pressure, lipid levels and BMI
or stayed the same.

Hahnemann Family Health Center
Enhances Mammography Services

Providing timely preventive services is a key component
of patient-centered care. And current and new
pay-for-performance arrangements with payers, such as
the Blue Cross Blue Shield Alternative Quality Contract
(AQC), pay providers such as UMass Memorial Health
Care based on quality metrics related to the delivery of
preventive services.

Hahnemann Family Health Center identified access to
timely mammography services as an area of importance
to their patient population. The practice collaborated
with the UMass Memorial Medical Center Radiology
Department to offer same-day mammography
appointments. In the first two months, 45 women were
served. The enhanced access improved both staff and
patient satisfaction.

UMass Memorial Patient-Centered Medical Home

Provides Enhanced Access and Continuity

Plumley Village Health Services Offers
Group Visits for Family Wellness 

UMass Memorial Health Care, Cooking Matters™, a
program of the national nonprofit Share our Strength,
which is working to end child hunger in America, and
the Regional Environmental Council collaborated to
offer a six-week cooking class for residents of Plumley
Village at their Wellness Center. The classes gave families
the skills, knowledge and confidence they need to make
healthy and affordable meals. 

With the help of volunteer culinary and nutrition
experts, and a registered dietitian from the CAPC, the
eleven participants learned how to select nutritious and
low-cost ingredients and prepare them in ways that
provide the best nourishment to their families. 

At the conclusion of the Cooking Matters course, Maria,
a class participant, said, “I learned to better use the
nutrition label for reading and look for the percentage of
sugar, fat and salt. I learned to cook healthier and buy
healthier things like fruits and vegetables.”

Shared Medical Appointments Improve
Health at Hahnemann Medical Group

At Hahnemann Medical Group, Shared Medical
Appointments (SMA) are held for its patients with
diabetes and other chronic conditions. Recently, an SMA
brought ten participants together for six weeks, followed
by weekly telephone calls, with the goal to monitor and
improve daily blood sugar levels, blood pressure and
BMI. 

UMass Memorial Patient-Centered Medical Home

Encourages Patient Engagement

“I learned to better use the nutrition label for

reading and look for the percentage of sugar, fat

and salt. I learned to cook healthier and buy

healthier things like fruits and vegetables.”
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chronic care issues, the reason for a visit to the
emergency room and the frequency of visits there. 

Plumley Village Health Services and Hahnemann
Family Health Center share a care manager. At Plumley
Village, she participates in group visits on Monday
evenings. At Hahnemann, she uses a high-risk registry, in
which patients are stratified based on a number of
metrics to target interventions indicated by the patient’s
score on the registry as well as the physician’s

recommendation. Through
data from Soarian, our
inpatient EMR, she is working
to identify strategies to address
patients with repeated ED
visits. 

The care manager at
Hahnemann Medical Group and Nashaway Pediatrics
developed a list of community resources to share with all
practices. She identified several patients where care
management interventions have reduced ER visits and
hospitalizations. For example, for one 71-year-old
widowed female living alone who had six ER visits and
nine hospitalizations over nine months in 2011, the care
manager developed a program of phone support
administered by her and the physician to reduce the
patient’s calls to 911. The patient’s comfort level rose in
the six months following the care manager’s
involvement, while her ER visits and hospitalization
declined significantly. 

PCMH Sites Provide Care Management

Each of the care managers at the PCMH sites reaches
out to various patient populations, providing care
planning and coordination, as well as care monitoring. 

At Barre Family Health Center, the clinical care
manager calls all her patients
discharged from UMass
Memorial Medical Center and
Wing Memorial Hospital. She
also focuses on the more than
500 diabetics in the practice,
estimating that about 25
percent are at high risk. When she discovered that some
diabetics weren’t getting regular lab work but were
faithful about their podiatrist visits on Tuesdays, she
worked with the podiatrist to capture those patients for
lab work while they were on site.

Each pediatric patient at Benedict Pediatric Primary
Care who has visited the Medical Center’s emergency
room or been discharged from a Medical Center
inpatient stay receives a call from the clinical care
manager. She has a protocol she follows regarding the
number of attempted contacts she makes based on

UMass Memorial Patient-Centered Medical Home

Plans and Manages Care

Each pediatric patient at Benedict Pediatric

Primary Care who has visited the Medical 

Center’s emergency room or been discharged

from a Medical Center inpatient stay receives a

call from the clinical care manager.
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News Briefs 
Pilot Adds Adult Urgent Care to 
Existing Pediatric Program

Building upon the urgent care services provided to
pediatric patients on Saturdays, Benedict Urgent Care
Services on the University Campus of UMass Memorial
Medical Center now serves adult patients from 9 am to
1 pm. Both pediatric and adult patients are seen on the
first floor of the Benedict Building, in the Family
Medicine location. This adult urgent care program is a
pilot aimed at enhancing access for our patients and
decreasing unnecessary emergency room visits. The
service is not currently a walk-in clinic and is available
to patients of selected primary care practices during this
pilot phase.  

The planning team includes physicians, nurses and
administrators from Benedict Primary Care, Benedict
Family Medicine, Benedict Pediatrics, the Community
Medical Group, Medical Center Ambulatory Care 
and CAPC.

MD•Access Is Now Care Connection
Center

Referring physicians across the region
now have a quicker way to ensure their
patients receive specialty care at UMass
Memorial Medical Center through the
UMass Memorial Care Connection
Center, an enhanced service that
evolved from the MD•Access program. 
The Care Connection Center’s
emergency and critical care nurses

manage all logistics related to bringing a patient into the
Medical Center and check on patients and families after
admission, providing direct feedback and updates to the
referring physician. The center is also responsible for
coordinating time-sensitive activations such as STEMI,
stroke and code rupture. Details: Visit the website. Note:
The telephone number remains the same as the former
MD Access: 888-334-4111. 

2012 Quality Scholars Graduate in June

This year’s class of Quality Scholars included physicians
from across the UMass Memorial Health Care system,
who designed, implemented and analyzed the results of
quality improvement projects. Graduation took place
June 21 for the scholars pictured here, front row:
Shahrzad Shidfar, MD (Hospital Medicine), Elise Pyun,
MD (Rheumatology), Richard Lerner, MD (Internal
Medicine), Marie Sosa, MD (Internal Medicine); middle
row: Bronwyn Cooper, MD (Anesthesiology), Jennifer
Reidy, MD (Palliative Medicine), Christine Donahue,
MD (Hospital Medicine); back row: Ted Shoemaker, MD
(Family Medicine), David Geist, MD (Dermatology),
Peter McConarty, MD (Family Medicine)

Medicare Wellness Visit Tools Now
Available on OurNet

Physicians now have easy access to the three forms
needed for Medicare wellness visits. If completed, these
forms meet the care and documentation requirements set
forth by Medicare for appropriate billing. Go to OurNet
by clicking here. For those without access to OurNet,
please contact Jennifer Masoud at CAPC —
Jennifer.Masoud@umassmemorial.org

To transfer a patient, 

simply call: 

888-334-4111 
24/7

UMassMemorial
Health Care

Care Connection Center

http://ournet.ummhc.org/C16/C1/Medicare%20Wellness%20Visits/default.aspx
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Reaction to Supreme Court Ruling on
Affordable Care Act

UMass Memorial Health Care President and CEO John
O’Brien wrote to physicians and staff on June 28 as the
details of the Supreme Court’s decision regarding the
health care reform law became known. As the law’s
components unfold nationally in the coming months,
Mr. O’Brien wrote, “We will continue to focus
aggressively on providing even better quality and
affordable health care for the patients in the communities
we serve. Reshaping our current health care delivery
system will remain critical to the future of our
organization, and we are well underway with this
endeavor.”  

Accolades and Awards

Katharine Barnard, MD, medical
director at Plumley Village Health
Services, a Patient-Centered Medical
Home initiative practice, is featured
in a video that set the stage for a
recent UMass Memorial Health Care
system leaders retreat titled “Inspiring
the Change.” The video focuses on
our changing health care system, and

Dr. Barnard addresses the transformation of primary care
practices to meet the future of care. Watch the video by
clicking here.

n

Grants from the Affordable Care Act are helping to
build, expand and improve community health centers
nationwide. Funding of more than $728 million will
support 398 renovation and construction projects,
boosting health centers’ ability to care for additional
patients and creating jobs. The awards are part of a series
of capital investments that are made available to
community health centers under the Affordable Care

Act, which provides $9.5 billion to expand services over
five years and $1.5 billion to support major construction
and renovation projects at community health centers. At
UMass Memorial, the Family Health Center of
Worcester was awarded $5 million and Fitchburg
Community Health Connections received $400,000.

n

Each year, members of our active medical staff are
nominated by their colleagues for recognition of their
excellence in patient care. This year many highly
respected physicians were nominated and the 2012 Peer
Recognition Awardees were announced at the Medical
Staff Meeting in May. Primary care awardees are
Stephen Earls, MD, medical director, Barre Family
Health Center, and Sameh Said, MD, internist,
Community Medical Group practice at One West
Boylston Street, Worcester. 

Stephen Earls, MD

Katharine Barnard, MD

Sameh Said, MD
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Consumer Reports/MHQP Ranks PCP Practices Highly 
UMass Memorial Health Care and its hospitals are committed
to delivering high-quality, safe and affordable patient care. We
continually hear from our patients about the care they receive
from our nurses and physicians: They write letters and emails
to us and complete patient satisfaction surveys after they leave
our hospitals. They also respond to surveys conducted by
outside sources that publish reports. 

In June, Consumer Reports and Massachusetts Health Quality
Partners (MHQP) released a survey it conducted of patients
of primary care practices throughout the Commonwealth.
The Consumer Reports/ MHQP report confirms many
things we already know — our primary care physicians and
their staffs are top notch, communicating well with our
patients, effectively coordinating their care, truly learning
about their patients and family history, providing them
timely information and appointments, and offering
courteous and respectful customer service.

In fact, of the 487 practices ranked by Consumer
Reports/MHQP in its report, 14 of our practices received
a four rating (the highest) in all five categories described
above, placing them in the top three percent of practices statewide.
Plus, 25 practices (including two of our private practice teams) received a rating of four in four categories, placing
them in the top eight percent statewide. Our rankings outpaced other highly regarded organizations, including
Lahey Clinic, Harvard Vanguard and Massachusetts General Hospital. You can view the full report here. 

210 Lincoln Street, Worcester
Medical School: Universidad del
Noreste, Tampico, Mexico
Residency: Berkshire Medical
Center 

Welcome New Colleague
Philip Adamo, MD

Matthew Collins, MD, now practices family medicine at
Edward M. Kennedy Community Health Center,
Worcester. Dr. Collins previously practiced at Family
Health Center of Worcester. 
Medical School: Howard University College of
Medicine
Residency: UMass Medical School/UMass Memorial

Colleague on the Move
Matthew Collins, MD

http://c354183.r83.cf1.rackcdn.com/MHQP%20Consumer%20Reports%20Insert%202012.pdf

