
NOT ALL 

HEROES WEAR 

CAPES:

CUSTOMIZING THE FRONT DOOR & 

ADDING COMMUNITY HEALTH 

WORKERS TO AAA’S



•
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• Brief history of the agency: programs & staffing

• What changed?

• How our agency adapted

• Technology & funding

• Community Health Workers and the future

• Q & A

 



When we started in 1974, 
we were like Cap here - 

stronger than the 
average person but still 

just a Super Soldier. 



Growth and Impact 

1990
PASSPORT

2004 
Assisted Living Waiver

2017
OBLTSS LIVE

1989
Non-profit agency

1996 
Essentials 

2013
Hawkins Corner 2015 

Ohio Home Care Waiver

2016
Specialized Recovery Services

2008

LEVY



LOCATION, LOCATION, LOCATION

AT A BUSY 

INTERSECTION
ON A BUS LINE, 

WITH A STOP OUT 

FRONT

CLOSE TO 

SHOPPING, DINING 

& HOSPITALS
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FRONT 
DESK AND 
INTAKE 
STRUCTURE



Consumer 
Intake Flow



WE ARE IRON MAN!



Then March 

2020 

Happened……

This Photo by Unknown Author is licensed under CC BY-SA-NC

https://www.film-rezensionen.de/2018/04/avengers-infinity-war/
https://creativecommons.org/licenses/by-nc-sa/3.0/




What people needed, changed…

 UNEMPLOYMENT HELP

  SOCIAL SECURITY RETIREMENT

 SOCIAL SECURITY DISABILITY

 INITIAL MEDICARE A & B

 MEDICARE APPEALS

 MEDICAL BILLS APPEALS

 FUNERAL EXPENSES DUE TO COVID



LET’S CHANGE WHO ANSWERS THE PHONE AND 

GREETS PEOPLE

LET’S BUILD ON OUR TECHNOLOGY TO IMPROVE  

THE REFERRAL PROCESS

LET’S FIND NEW FUNDING SOURCES TO SUPPORT 

THE TEAM



CHANGING WHO ANSWERS THE PHONE

We had 1 full time and 1 part time person that answered the phones 

and greeted people.  

      Problem #1: Erroneous Call Transfers

      Problem #2: Assisting Walk ins

      Problem #3: Communication between Teams



1Front 

Door 

Team



NEW  
FRONT 
DOOR 
TEAM 

STRUCTURE



New
Consumer 
Intake Flow



Improving our technology and
 referral process

What are the pain 
points when receiving 
referrals?

What is missing in our 
current process?

What do we have now 
and what can we 
expand on?

How can we use 
technology to improve 
Customer Satisfaction?













LET’S FIND 

ADDITIONAL 

FUNDING FOR 

MORE 

NAVIGATORS



How it started How it’s going 



Benefits Enrollment Centers (BEC)

ALIGNS WITH OUR 

VISION

TARGETS OUR 

POPULATION

EMPHASIS ON 

SNAP, HEAP, 

MEDICAID, MSP, 

and EXTRA HELP



   All problems solved! Everything is 

absolutely perfect!



Community Health Workers



What are CHW’s 
and who can 
become one?



Who needs 

barriers 

smashed?



Proven Outcomes & Processes Targeting our Populations

MINORITY 
POPULATIONS    

AGING 
POPULATIONS                   

LOW 
INCOME 

INDIVIDUALS

ADULTS 
LIVING WITH 
DISABILITIES           

RURAL 
INDIVIDUALS                               



21 Pathways

Adult Education                       Employment 

 Family planning                       Pregnancy

 Postpartum                               Food Security  

 Substance Use                          Transportation

 Health Coverage                     Mental Health

 Medical screening                  Oral Health

 Medication adherence           Housing

 Medication reconciliation       Learning

 Social Service Referral             Medical Home

 Development Referral              Medical Referral

 Immunization Referral



How we 

changed 

our 

Navigator 

Structure to 

include 

CHW’s

NAVIGATOR 1- ½ time at 

Front Desk, ½ time doing 

screening/intake

NAVIGATOR 2- Hybrid of 

Navigator 1 and 3- not 

CHW certified

NAVIGATOR 3- Certified 

CHW, limited Front Desk 

time, limited intake



FUNDING THE 

CHW WORK
GRANTS,  DONATIONS, MANAGED 

CARE MEDICAID, PRIVATE 

INSURANCE REIMBURSEMENT, 

MEDICARE



FUTURE PROJECTS AND CHANGES

EXPANDING 
OUR SERVICE 

COORDINATION

VETERANS 
DIRECTED CARE

ADDITIONAL 
COMMUNITY 

HEALTH 
WORKERS

MY CARE 
EXPANSION



OUR TEAM OF 

SUPERHEROES



QUESTIONS?
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