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Today’s Agenda Items

1. To get an update on:

• HSF Enrollment Numbers

• Updated Application Assistor Tools

• SF PATH FPL Changes

• SF PATH Split Households



Agenda Items

2. To Review:

• One-e-App Build 

• HSF Application Assistor Inquiries



Agenda Items

3. To learn about:

• Community Behavioral Health Access

• HSF Technical Assistance Project



HSF PROGRAM UPDATES



HSF Enrollment Numbers

As of November, there are  44, 741 participants 
enrolled in Healthy San Francisco!



Updated Application Assistor Tools



Updated Application Assistor Tools
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Updated Application Assistor Tools



Updated Application Assistor Tools
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SF PATH FPL Change

• Effective November 14, 2011, the income eligibility threshold for new SF 
PATH applicants will decrease to 25% of the Federal Poverty Level (FPL) 
($226/month for a family size of 1). 

• This change is being made due to some key changes in the program's 
expected costs due to regulatory changes. 

• However, all applicants who are currently participating in or previously 
participated in the SF PATH program will maintain a FPL threshold of 
200% FPL for the life of the SF PATH program. ($1,816 for a family size 
of 1). 

• Just as a reminder: new applicants who are not eligible for SF PATH due 
to this change in eligibility rule may still be eligible for HSF. We strongly 
encourage all Application Assistors to submit an application in One-e-
App. 

• The One-e-App system will be updated with these changes between 
November 9th and November 13th 
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SF PATH Applicants and            
Split Households

• SF PATH applications can only be enrolled into SF PATH by a San Francisco 
Department of Public Health (SFDPH) employee, due to federal requirements. 

• If you are not a DPH employee, and you encounter an "in progress application" or a 
"submitted application, pending verification" where at least one of the applicants in the 
household was already determined preliminarily eligible for the SF PATH program by a 
DPH eligibility worker and suspended, you must refer the household to the EEU for 
final application completion. 

• Effective November 14th, 2011, a pop-up message will appear in the One-e-app system 
advising non-DPH users who attempt to pick-up an application in this circumstance. 

“At least one household member in this application is eligible for the SF PATH program. 
Please advise the applicant to continue their application with a San Francisco 
Department of Public Health application assistor.” 

• This flow will ensure that the applicant can enroll in SF PATH and that the program is in 
compliance with federal regulations. 

• If you are a DPH employee and have an application where one of the household 
members is seeking Kaiser or Brown and Toland as their HSF medical home and their 
spouse is eligible for and would like to enroll in SF PATH, please alert your supervisor, 
Raul Alarcon, for assistance with this unique case. 
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ONE-E-APP OCTOBER BUILD



One-e-App October Build

Export Search Reports to Excel 

• Users can export One-e-App “Search Results” to Microsoft Excel. This may aid 
assistors in tracking their application volume 



One-e-App October Build

• After clicking the “Export Results to Excel” link, a box will appear –
click “open or save” to proceed 
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One-e-App October Build

• Click “Yes” on the next pop-up box

• Once the export has been completed your Excel document will open with the 
search results that you requested. The headers that the result contains are: 

Applicant Name Submitted date Application ID 

Program Name Application Status 

Submitted By Person ID Date of Birth 
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One-e-App October Build
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Reminder: One-e-App March Build

HSF Assistors, Health Plan 
Provider Relations Users,
Health Plan Users, and
System Administrators can
use the new menu item "HSF 
Medical Home Status" to 
view the current open/closed
HSF Medical Home Status.
This feature enables users to
view the real-time status of a 
medical home prior to 
beginning an application, in
case the applicant is only 
interested in applying if a
certain site is open to new 
patients. 

Medical Home Open/Closed Status



HSF APPLICATION ASSISTOR INQUIRIES



HSF Application Assistor Inquiries

1. If an applicant claims to be disabled, do they have to show proof?

• No- but they will be asked to provide proof at the Medi-
Cal office.  Please remind the client of the formal 
definition for disability as well.

2. Are applicant’s with Medicare part A eligible for HSF? 

• No

3. What should a participant do if they receive a bill from an 
ambulance company?

• Participants must comply with the terms of the HSF 
Application Acknowledgement form and apply for the 
company’s free/reduced fee program AND contact HSF 
Customer Service for assistance.
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BEHAVIORAL HEALTH 
ACCESS CENTER 



HEALTHY SAN FRANCISCO 
TECHNICAL ASSISTANCE 

PROJECT
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The Value of Retention

• Healthcare Reform and Medi-Cal Expansion

• Reduced access to necessary services. 

• Disrupted relationships between patients and 
their health care providers.

• Gaps in coverage may lead to serious health 
problems.

• Longer coverage results in lower average 
monthly expenditures. 



DPH Efforts to Promote On Time 
Renewal

Activity Description Launch Date Site
Mailed Renewal Reminder Notices  Mailing reminder notices 90, 60, and 30 days to participants prior to term 

end
April 2008 All

Monthly Retention Reporting Creating monthly retention report with subgroup statistics for leadership 
and to support targeted improvements in retention

April 2008 NA

Renewal Auto‐Calls Launching automated phone reminders to participants who have not yet 
renewed 45 days from term end

June 2009 All

Renewal call list feature in One‐e‐
App

Creating tool for enrollment sites to generate ad‐hoc customized calls lists 
of participants eligible for renewal to facilitate reminder calls

June 2009 All

Renewal Incentive Lottery Creating bi‐weekly lottery for $25 grocery store gift card for renewing 
participants.

April 2010 All

Renewal Reminders for Medical 
Appointments

Creating pop‐up message in DPH medical appointment scheduling system 
prompting staff to remind callers in their renewal period to schedule a 
renewal appointment

June 2010 DPH only

Renewal Question for Health 
Access Survey

Adding question to application questionnaire for renewing participants to 
discern the precise reason why they are coming to renew that day

July 2010 All

Live Renewal Call Center Making live calls to participants who have not yet renewed 15‐45 days from 
term end.  Call center directs participants to appropriate medical home for 
renewal and answers any questions.

September 2010 All

Live Renewal Call Center‐
Targeted Renewal Case 
Management

Inviting participants in specific demographic subgroups with low retention 
rate based on monthly reporting to renew at the San Francisco Health Plan, 
in addition to their medical home

November 2010 All

Live Renewal Call Center‐
Disenrollment Transfers

Allowing participants who indicate they do not intend to renew due to 
eligibility reasons (obtained insurance, moved out of county) to complete a 
disenrollment over the phone.

February 2011 All

Technical Assistance On‐site 6 week engagements with enrollment staff and clinic leaders at 3 
pilot sites to implement best practices in retention (e.g. operations 
management, reminder calls)

January 2011 2 sites 

Recording Communications 
Preferences in System of Record

Adding question to application system to allow applicants to indicate their 
preferred mode of contact (e‐mail, text, phone, mail) to facilitate 
customized renewal outreach for Fall 2011

July 2011  All



Recommendations

1. Establish a Standard Renewal Workflow

2. Establish Metrics & Reports

3. Modify Staffing Model

4. Establish a Transparent Enrollment 
Assistance Schedule 

5. Increase HSF Presence at Clinic



1.Establish a Standard Renewal 
Workflow

Patient Enters 
Clinic

Complete Clinic 
Registration

Clinic 
Registration 

Expired?

Appintment 
with CAA?

CAA Available?
Put on CAA 

Schedule as Walk-
In

NO

YES

YES

YES

Check-In PatientNO

NO

CAA 
Workflow 

Begins Here

INTEGRATING FRONT DESK INTO 
ENROLLMENT/RENEWAL PROCESS

Front Desk 
Protocol to 
Schedule 

Appt



2. Establish Metrics & Reports



Next Steps

NEXT REFRESHER TRAININGS:
• February 2012
• CAA Appreciation Week: January 17th -20th

• GGHI December Luncheon – December 16th
• RSVP: pong@sfhp.org
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Next Steps

• Continue to look for monthly HSF Assistor 
Updates

• Any suggestions or feedback?  Let your 
training leads know.

• You will receive an evaluation via Survey 
Monkey. Your feedback is appreciated!

Thank you!
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