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Introduction

This toolkit is meant to be helpful to the people who assist with the administrative tasks at a school-based
health center (SBHC). In this toolkit, we refer to these staff as "Clinic Coordinators" or just "Coordinators."

Join us! Their job might involve:

Clinic Coordinator
Community of Practice
A great opportunity to connect with
others, learn new things and find better
ways to support SBHCs in Washington.
Reach out to the WA SBHA to learn more.

» Keeping track of appointments and greeting patients at the clinic
Being the main SBHC point of contact for the school
Tracking new patient referrals and organizing medical records

« Arranging ways to reach out to potential new patients
Managing the supplies the clinic needs

This guide is here to help SBHCs at different stages, whether they're just starting or have been around for a
while. If an SBHC is well-established, this guide can help them improve how they do things, standardize
their processes, or train their staff more easily. It can also be useful for training new Coordinators or helping
organizations create this role. But keep in mind, this guide doesn't replace the policies and procedures your
sponsoring organization might have. It's a source of information to help you figure out your own way of
doing things within your sponsoring organization’s parameters. Neither your sponsoring organization, the
Washington School-Based Health Alliance, nor Public Health—Seattle & King County should require you to
follow this guide.

Toolkit setup

Each topic will start with the following table to provide context:

Values Please reference the Guiding Values section for more information.

These will be the key partners that would be involved in the creation and
Stakeholders maintenance of any procedure or workflow. The Coordinator is a
stakeholder for each of the topics in this Toolkit.

How Often Recommended timeframes for the Coordinator to review with their team.

The guiding topics are here to make you curious and encourage you to think more deeply about what you
do. If you're not sure about something, just ask yourself, "Does this have to do with my work and my
clinic?" It might not, and that's okay. You can also talk to your Program Manager if you're not sure. There
are often no right or wrong answers here.

All “Worksheet” activities are designed for you to complete yourself. We have added content to the
worksheets, and you might find that some of the content doesn't quite fit your situation. The Toolkit
Worksheets download contains customizable versions of the tables and worksheets.

Quick Tip We've offered some worksheet suggestions and examples in jtalics. >
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Key SBHC Contacts

(]

Fill out the contact sheet to familiarize yourself with key players within your SBHC. Add any additional roles

that may be relevant.

Please note that there may be people who play multiple roles.

Role

Position/Job Title

Name/Contact Details

Direct Supervisor of Clinic Coordinator

Budget, scope & contract
management

Program Manager

Supervisor of providers

Medical Director

Supervisor of support staff

Medical provider(s)

Dental provider(s)

BH provider(s)

Fill in other key contacts

© 2023 WA SBHA & PHSKC
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Guiding Values

Every Coordinator is unique, with their own priorities and skills. This activity can assist a Coordinator or
SBHC team in figuring out the main principles they'll rely on when dealing with complex situations.
Coordinators can talk about this with their supervisors to understand how the Coordinator might make
decisions on their own when appropriate. Coordinators can talk with their supervisor to understand
what opportunities the Coordinator might have to make decisions.

Values Exercise

Scenario: You, the Coordinator, are the only one in the clinic today. A school staff member comes in
looking for help with a potential patient who has complicated needs. Some of the services may be
provided at the SBHC; others may require a referral to an external resource.

Here some example values that the authors of this toolkit are using to guide their work:

Accountability

* When you ask a person to do something, make sure you're clear about what you need, what they
should do, and when it should be done.

* If a person agrees to do something, it's their job to finish it by the deadline or let you know if
something is stopping them.

* It's okay to make mistakes sometimes. When that happens, admit it and try to make things right.

Collaboration

* You're stronger when you work as a team. In a team, everyone supports each other instead of just
passing tasks around.

* Teamwork can include teachers, school staff, students, parents/guardians, and community partners.
* Everyone has their own priorities, and that's okay. It's a chance to make things better for everyone.
Respect what each person knows and their experiences.

Communication
* People have different priorities, and it can be hard to get quick answers from them. But don't let that

stop you from talking to your partners. If you have an unanswered question, send polite reminders.
* Don't wait for a problem to get really bad before you tell your supervisors or others. Whenever
possible, let them know as soon as you spot an issue.

© 2023 WA SBHA & PHSKC Clinic Coordinator Toolkit | Guiding Values



Compliance
* All federal, state, and local laws must be followed.

* SBHC processes should meet the same standards of infection control, record keeping, and
auditing as the rest of the sponsoring organization.

* Protocols from the sponsoring organization that cannot be followed by the SBHC (e.g.: no
negative pressure room, no onsite internal custodial staff, etc.) will be reviewed and modified to
suit the SBHC.

Confidentiality

* No information should be shared without patient and parent/guardian permission (depending on
the service and consent required), even if documentation is not required by HIPAA (Health
Insurance Portability and Accountability Act).

* In any partner-sharing information system, there should be a point where patient consent and
disclosure is confirmed before proceeding.

Equity
* Healthcare systems have been historically unjust and built on principles that make it difficult for the
most vulnerable populations to receive care. SBHC’s help to improve health equity and access to
care by:
* Allocating resources in ways that prioritize services to under-represented, under-resourced,
and marginalized youth and families
* Providing secondary access to youth and families that may utilize other healthcare
services

Patient and Family Agency
* We only do things if the patient and parent/guardian agree (depending on the service and consent

required). They have the final say.

* When we need to refer a patient to another service, we ask if it's okay with them first.

* If patients or parents/guardians don't want our help, we respect that and make it easy for them to
decline our services.

Sustainability

* SBHCs allocate resources in sustainable ways that allow in-scope services to be offered
consistently each time for each patient. If a service is out of the clinic’s scope, it is decided as a
team whether to make an exception, and it is provided equitably to patients and families most in
need.
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Worksheet: Key School Staff

Role/Responsibility j:;itrii:z Name/Contact What To Ask
Head of school Principal

Contracts/leases

School health School nurse

Instructional assistant supervisor

School office lead

Attendance

New student enroliment

Academic need(s)

Student discipline

Social/emotional and mental health

Special education

Janitorial

Building and IT network access

Family support/resources

Student truancy

Transportation

Student careers

Nutrition services

Athletics

Health education

After school programs

Associated Student Body (ASB)

McKinney-Vento

English Language Learners (ELL)
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Building Systems with the School

Collaboration
Values Sustainability

Equity
Stakeholders School Administration & Program Manager
How Often Annually

Understanding school culture

» What are the general attitudes and perceptions about the school’s culture?
Spend time getting to know school staff, families, and students. Think about how they talk about their
relationships with each other and with the community. How do school representatives show what they
believe in? Do these beliefs match yours? Be mindful of and respectful towards how these differences
might affect your relationships.

 Are there written and unwritten norms that shape and influence how the school functions?
Some schools might have specific jobs for certain tasks, while others might assign tasks based on
personal relationships and connections. The relationship-based approach can be flexible and trusting,
but if the person in charge changes, it can take a lot of time and effort to rebuild those relationships. As a
Coordinator, you might not be able to change how the school works, but it's helpful to approach any
problems caused by staff changes with understanding and curiosity.

Setting and keeping boundaries
Schools can be a place where families facing tough times come for help, and many people at the school
are willing to go the extra mile to assist. At the same time, as an SBHC, you need to set and stick to
boundaries to make sure patients get care within the SBHC's scope. Sometimes this means you can't do
everything, which might lead to difficult conversations and resistance. Thinking ahead about situations
where you might need to set boundaries can prevent misunderstandings with school partners, patients,
and families.
* How do | make sure | keep my promises?
There are limits to what you can do within the clinic's services. If a person asks for something you're not
sure about, it's okay to say you need to check with your team first. Clarify with your manager about
when you will need to consult with them.
* Where can the clinic be flexible?
It's important for you and the SBHC team to know where you can be adaptable when responding to
school and patient needs. Discuss program priorities with your team. Knowing your priorities will help
you understand when you can adjust to meet families' needs and work around systems that don't serve
them well.

© 2023 WA SBHA & PHSKC Clinic Coordinator Toolkit | Systems of Support



Open lines of communication

* Who are your main points of contact?
As the Coordinator, the school might naturally come to you with questions. Do you have a designated
contact person at the school? You or your Program Manager can ask the school to appoint a person as
your contact to make communication smoother.

* Is there a preferred way to communicate?
Some schools prefer paper records and documents. Other schools rely on online platforms or programs
like SharePoint. It may also depend on what’s being communicated, or with whom. Adapt your
approach accordingly.

* Who are the school staff that students really trust?
Sometimes it's not the people in charge but those who interact closely with students, like lunchroom
staff, assistants, or volunteers. Pay attention to who students talk to and create ways to connect with
these staff members.

* How do you loop in school partners?
It is the school’s responsibility to make sure their student body is safe and well while they are at school.
Consider how you can make your referral system transparent to the school community and ensure any
incoming referrals include whoever needs to be made aware of the referral or its outcome as allowable
by law and permitted by the patient/parent/guardian (e.g.: School Nurse, counselors).

* How do you protect confidentiality?
School staff should know that your clinic follows the Health Insurance Portability and Accountability Act
(HIPAA). Your clinic team should be on the same page about these laws, when to share information with
school staff and partners (Release of Information), and who should handle that communication.

* How do you use academic information?
Healthy kids learn better. By operating in a school setting, SBHCs are a critical tool in supporting
patients’ academic success. Academic information about a patient can be helpful in guiding SBHC
treatment plans and holistically supporting patients’ health and well-being. For the SBHC to have
access to academic information in support of care and treatment, a patient (18 years old or older) or
their parent/guardian must sign a Family Educational Rights and Privacy Act (FERPA) release. You can
provide a FERPA release at the first visit or with enroliment paperwork. It may help to note who has
completed a FERPA release in your electronic health record (EHR) or maintain a tracking system (see
Appendix 2,_Section A).

Note: FERPA allows for disclosure of “directory information” without a FERPA release. Directory
information is information that “would not generally be considered harmful or an invasion of privacy if
disclosed” (see Additional Links and Resources, Link G). Each school district will have its own
interpretation of what that includes.

For more information on building partnerships with schools, please see Additional Links and Resources,,
Links F and H.

© 2023 WA SBHA & PHSKC Clinic Coordinator Toolkit | Systems of Support



Outreach and Engagement

Collaboration

Values Sustainability
Equity
School family engagement staff
Stakeholders School administration/ Program Manager
How Often Semesterly (or quarterly, depending on the school calendar)

Enrollment and registration access

Ideally, you want to sign up patients for the SBHC when the school year begins. It helps to work with
school leaders to include SBHC registration packets in "Welcome Packets" or during "Back to School"
events. Talk to your school administration early to ensure the school website has the right SBHC forms
and extra registration materials available at the school office. You can create small sheets with QR codes
or links to online registration forms (if available, like DocuSign). See examples in Appendix 3, Section A.

The SBHC can offer families support in completing enrollment documents. Coordination and collaboration
with your stakeholders are key to assisting potential patients and families with enrolling at the SBHC. For
example, if the school’s front office identifies a person in need of SBHC services, they can walk them over
to the clinic or call the SBHC so clinic staff can do an introduction with the proper documents to register.
Collaborate and initiate a workflow between clinic and school regarding who will direct potential patients to
the clinic when they register later throughout the year (e.g.: School Family Liaison, School Registrar).

Once all the enroliment paperwork is done, let the patient and parent/guardian know they can use SBHC
services now. Show them how to schedule an appointment. Some SBHCs might offer an "intro to care"
appointment so patients and parents/guardians can learn about the SBHC and what services are available.
It's also a good time to explain your policies, procedures, state laws about their care (including privacy), and
their rights.

Reporting concerns/feedback

You can find out what patients and families think about your SBHC services in several ways. One idea is to
have surveys where they can share their thoughts. There can be boxes where they can drop their surveys
confidentially, and clinic staff can check these boxes every day and address any concerns. Talk to your
supervisor or team leader about how to handle any sensitive feedback you receive.

It's a good idea to talk to your school administration about how to address questions or concerns that
parents/guardians may have about SBHC services. Ensure that school staff and the SBHC are sending the
same messages about services provided in the SBHC and relevant privacy laws, school staff know when to
refer parents/guardians to the SBHC with questions, and you know who on your SBHC team can talk to
parents/guardians to answer questions and discuss concerns.
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Partnership engagement

At the beginning of each school year, take time to remind school staff and partners about the clinic's
services and who it serves. Explain how students can enroll and register (see Appendix 3, Section B for
examples and ideas). Collaborate with school leaders to find and connect with important partners,
especially those responsible for organizing school events that involve the school community. This is a
chance for you to align your efforts with their plans for involving and reaching out to people. You might
also want to create a calendar to keep track of the events you plan to attend.

Building these partnerships will help the SBHC stay connected with potential patients and families. Often,
school staff are the first to notice when a person needs help, so it's important to make sure they know what
services the SBHC offers. You can work with your school leaders to make sure you're involved in
opportunities to introduce yourselves to the school staff and the wider community of partners.

For more specific ideas, see the Beginning of School Year Checklist later in this toolkit or Appendix 3 for
more information.

© 2023 WA SBHA & PHSKC Clinic Coordinator Toolkit | Systems of Support



Worksheet: Your Clinic’s Frequently Asked EI
Questions (FAQs)

You'll come across some questions that you'll have to answer frequently, especially when working with
the school and other community partners. It's important to talk to your team and program leaders to
make sure everyone is saying the same thing when these common questions come up. Each school-
SBHC collaboration will look different, so answers will vary site to site.

Online, in person, etc

© 2023 WA SBHA & PHSKC Clinic Coordinator Toolkit | Systems of Support
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Working with Community Partners

Collaboration
Equity
Patient agency

School Administration
School community partners

Annually

Casting a wide net

Schools often collaborate with different community-based organizations (CBOs) that offer various services to
students and families, like sports, tutoring, or assistance with basic needs. It's a good idea to arrange initial
meetings with these partners at your school.

Creating space

Community partners can be a vital source of information on student needs, so having established modes of
communication and expectations with them can help your school community work together to meet those
needs. Throughout the year things like regular school partner meetings can create opportunities for the
school to learn about their students’ lived experiences and trends in students’ behavior. They can also be
platforms to problem solve and avoid redundancies and duplication of services. It can be hard to prioritize
setting time aside if there are not specific concerns to address, but you never know what opportunities you
may learn about.

Supporting deeper connections

You may discover that you work with some CBOs more than others. If you find that you frequently make or
receive referrals from certain partners, there may be a benefit to developing a more streamlined process
that would be outlined in a document like a memorandum of understanding (MOU) between your sponsoring
organizations.

Centering the student

HIPAA prevents the clinic from sharing a patient's personal information without an appropriate release of
information. If the SBHC would like to refer a patient to an outside organization, be sure to get the
appropriate consent. This will also help maintain trust between the patient/family and the SBHC.

Worksheet: Community Partners

Sports, food, assistance, financial
assistance, arts education, funding
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Referrals to the SBHC

Collaboration
Confidentiality
Equity
Sustainability

Values

School administration

School support professionals (i.e: School nurses, counselors, social workers,
athletic director

Community partners

Stakeholders

How Often Semesterly

Setting up a referral process

You will need to implement a process for how your SBHC will receive referrals (e.g.: complete registration
forms, complete a referral form, walk-in, email/call SBHC staff, and/or other options). When possible,
standardize the referral processes across all your services (medical, behavioral health, dental, etc.) to help
prevent mishaps. Additionally, plan for how your SBHC will address referrals for confidential services (see
Patient Consent & Confidentiality section for more information). SBHC staff may need to guide potential
patients seeking these services on how to ask for help or fill out the paperwork. Make sure your space is
prepared to have private conversations about this when necessary, and that every SBHC staff member
knows the guidelines and is prepared to answer any questions from families or the school community.

Including school staff

After the patient has a consent form in place for services with the SBHC, key school staff such as the
School Nurse, Counselor, or the person who referred the potential patient to the SBHC may be able to
provide background related to the referral. They may also be better positioned than SBHC staff to help
students navigate additional resources outside SBHC services. Preparing an overview workflow to share
with the school community can help facilitate trust and increase transparency. (See Appendix 2, Section B
for more examples on forms to use and workflows to share.)

However, it is both important and (in most cases) legally required under HIPAA for the SBHC to make a
patient, or patient’s parent/guardian, aware of and ask them to consent to this information-sharing before
it takes place. If your providers find it appropriate, they can ask for a Release of Information to include
school staff in a patient's medical care when it may have an impact on their experience at school.

See Clinical Administration section of the toolkit for more information about when to complete a Release
of Information.

Tracking SBHC referrals

As you set up your referral processes and workflow, consider how you will keep track of referrals.
Implement a system within your SBHC team (see examples in Appendix 2, Section C) and maintain a
referral tracking tool (see Appendix 2,_Section B).
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» Do referral management roles change depending on
the referral method or type of referral (i.e.: mental
health referral versus dental referral)?

« What happens if a student declines services?

Worksheet: Referral System Overview

Patient self-referral

Parent/guardian referral

School staff referral

Community partner referral

Other
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Attendance

Values Collaboration
Confidentiality
School administration
Stakeholders School attendance staff
Patients
How Often Semesterly (or quarterly, depending on the school calendar)

School staff collaboration
* Record keeping
Work with your school's attendance staff to understand attendance rules and
processes. Find opportunities to match the SBHC's attendance and no-show policy with school
procedures.

Request a copy of your school's "student locator," a list of all students and their classes. This is usually
considered "directory information" under FERPA guidelines, but your school partner might be cautious
about sharing this detailed data. It's a handy tool for scheduling or rescheduling appointments and
coordinating with the attendance office to call students from class for time-sensitive care.

Set up a system with your school's attendance office to mark absences due to appointments as
excused. Remember, you can't discuss appointment details with school staff without patient and/or
parent/guardian consent. HIPAA allows for certain disclosures, like sign-in sheets, as "incidental
disclosures." Consult your sponsoring organization's policies and procedures for guidance.

* Pulling patients from class

It's crucial for the school to know where students are during the day, so whatever method you use to
get students to the clinic, whether it's through the school or your own system (like texting or passes), it
needs approval and support from the school administration. If you have your own way to call students
to the clinic, consider creating a guide for school staff so they know what to do when a student
presents it in class, and they can be excused to go to the clinic.

See Appendix 2, Section D for an example.

Scheduling with the patient
* Timing
When scheduling appointments at the SBHC, consider when classes start and end, as well as the
following:
* Lunch
* Transportation to and from school
* Test/exam schedules
* Assemblies/events
* Field trips

If a patient needs an appointment during class time, check with them about which class period might
be best. Be aware that the school may prefer students not be pulled from their core classes too often.
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* Reminders

What ways does your SBHC use to remind patients about their appointments (like hall passes, text
messages, delivering passes to their class on the same day, or phone calls)? It's a good idea to have
a least two options and ask each patient how they prefer to be reminded of an appointment. It's also
important to be clear about who is in charge of communicating with patients. Having a clear plan can
prevent any missed messages. See examples in Appendix 4, Section A.

Parent/Guardian involvement
SBHCs actively promote parent and family engagement and parent/guardian involvement in their

child’s health care. This includes ensuring appropriate consent for care and communication
between providers and parents/guardians, supporting communication between adolescents and
their parents/guardians, and encouraging parent/guardian participation before, during, and after
visits. Because some patients will be present for visits unaccompanied by their parent/guardian,
this communication may occur virtually, by phone or text, or via students’ electronic health
records.

Parent/guardian engagement and communication is essential. If an adolescent patient initiates their
own appointment, know how your clinic will communicate with parents/guardians regarding follow-up
or treatment plans. Remember to reference minor consent laws regarding confidential services (see
Ad(ditional Resources and Links, Link D).

Most school districts have an automated system that contacts parents/guardians (e.g., by phone, by
text) when a student is late or absent from class. It is important to collaborate with your school
administration to develop a protocol for getting absences excused on the same day of an SBHC
appointment. You can let patients know of the protocol. The provider may want to talk with patients
about the chance of their parents/guardians inadvertently hearing about a confidential visit, as part of
a broader conversation about how the provider can support communication between the patient and
their family about their care.
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SBHC
Administration




Clinical Administration

Values Compllan.ce .
Communication
Clinic operations manager

Stakeholders Program manager
Providers

How Often Annually

Documentation

* Does the SBHC program need its own consent form?

Based on capacity, a SBHC might develop their own SBHC registration and consent forms or may use
the same registration forms as the sponsoring organization for a time.

» When is the appropriate time to complete a health care Release of Information (ROI)?

The Coordinator needs a signed ROI to share any information with the school, including appointment
records and referrals. Filling out an ROI during registration may make it easier to communicate and
collaborate with the school. Always be sure that the person signing the ROI (patient or parent/guardian
depending on consent required) understands their privacy rights and is comfortable with the
information to be shared. This is critical for building trust with patients and their families.

Decide whether to use a broad ROI or a narrower one (one that only allows specific information to be
shared with a particular person for specific services during a limited time).

Providers can share information with other service providers (like the School Nurse) without an ROI if
it's needed for "care coordination" under HIPAA guidelines (see Additional Links and Resources, Link
/). Providers must make this determination and get clarity with the School Nurse about what could or
should not be included in the patient’s school record to protect student privacy.

Schedule management

* How does a provider block their schedule when they are unavailable?

Clearly outline when and how a provider should communicate their availability. If your sponsoring
organization uses an online calendar (like Outlook or Google) and a scheduling platform, make sure
providers update them, and check regularly for any periods they might have forgotten to mark as
unavailable.

* Who do | need to contact to get significant school event information?

Examples of important dates to keep track of include fire/emergency preparedness drills, all-staff
meetings, ASB events, school assemblies, and school closures/early release days.

* How often does the SBHC team check in with each other?

Schedule time for the clinic team to talk about clinic workflows, procedure changes, specific patient
needs, and program updates. Block off this time so it doesn’t conflict with patient appointments. This
would be the time to utilize quality improvement tools to evaluate processes, problem-solve, and
adjust for efficiency, outcomes, and patient experience (see Appendix 1 for a quality tool). Consider if
there are any partners who should be involved (e.g., School Nurse). Keep in mind that when school
staff are present, HIPAA might require an ROI before discussing patient care details.
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Billing practices
* Does your clinic bill insurance?
Ensure that all registration and insurance collection procedures match those of your sponsoring
organization. Decide which insurance plans will be accepted and establish a process for patients
without insurance. Make sure you can access the following websites to verify eligibility:

* ProviderOne (Medicaid)

* OneHealthPort (CHPW)_

* Availity (Coordinated Care, Molina, Amerigroup)

* UnitedHealthCare Provider Portal

* What happens if your patient receives a bill for SBHC services?
Find out if your clinic charges patients for expenses not covered by their insurance (if applicable). If a
patient gets an unexpected bill, know who to contact for billing inquiries and resolutions.

Inter-clinic collaboration

* How do you connect your patients to a primary care provider (PCP) in the community if they
don’t have one?

Can you reach out to a nearby community health center to assist patients who need additional primary
care services? Is there a way to simplify the process of scheduling an appointment with the
community provider if needed?

* How do you get clinical logistics support?

Use the worksheet below to list the primary contacts for clinical functions.

Worksheet: Clinic Contacts/Account Management

Contact for billing/coding issues

Contact at nearest community clinic

Call center contact

Lab contact

Interoffice delivery contact

Technical support

Waste management (biohazard pick up)

Fill in other clinic/account
management contacts
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Team Dynamics

Accountability
Communication
Collaboration

Program manager
SBHC team members

Annually

Use the worksheets below to figure out who does what and how they communicate. There will be
unexpected requests, so decide who can make decisions and create a communication plan for when a
person needs to make a judgment call.

Worksheet: Clarifying Roles and Responsibilities

Divide the clinic tasks between the Coordinator and your program leadership. You can use the
following list as a starting point but add any additional tasks as necessary. Some tasks may involve
multiple roles.See Appendix 4, Section A for an example of a detailed document.

» Attend student support N » Reporting/data
, « Insurance enrollment/eligibility
meetings , » Schedule management
o « Interpersonal conflicts . .
« Attendance communication IT support « School leadership check-ins
. u
» Contract/lease management .pp . » Scope of services
) » Medical supply ordering ) )
» Courier needs _ _ _ » Vaccine ordering and
] o » New patient registration o
» Custodial communication : , receiving
) . _ » Office supply ordering _ _
« Daily vaccine fridge « Vaccines for Children (VFC)
« Referrals from school staff
temperature checks ) ) i ) renewal
] . » Relationships with community- o
» Equipment maintenance L « WA-IIS record reconciliation
) . based organizations
« Infection control/compliance » Workflows and procedures
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[=]

Worksheet: Tasking Cheat Sheet

Task Who to ask How and what to include

Email with subject: “Schedule request time frame”,
Clinic coordinator including travel time. If within the week, instant message
to notify of email.

Example: provider
scheduling blooks

Provider scheduling blocks

ER vaccine inventory

WA-IIS errors

Ordering vaccines

Vaccine incident

Ordering medical supplies

Ordering office supplies

Specific purchasing
requests

Insurance application

Workflow questions

Referrals to specialists

Patient scheduling errors

IT issues

Request for program
partnership

Feedback from school

Fill in others tasks
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Task Lists & Keeping Organized

Accountability
Compliance
Sustainability

Program Manager

Semesterly (or quarterly, depending on the school calendar)

Coordinators have a lot to manage. These worksheets help Coordinators establish systems to ensure
important clinic tasks are done. Whenever a Coordinator is assigned an extra project or there will be a
long absence, use the Coordinator Task List to ensure there's proper coverage or to clearly
communicate when priorities are changing.

Worksheet: Coordinator Task List

Clinic schedule management, registration, tasking, emails, next day reminders, deliveries

Incoming information, record keeping, referrals and patient case management, supply management

Database updates, quality improvement reporting, meetings, vaccine management

School communication, provider template, trainings

See more detailed examples in Appendix 4, Section B.
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Worksheet: Beginning of New School Year Checklist

If possible, prioritize these items in August before the school year starts. If necessary, do at the end of
the previous school year. Review annually and update as needed.

Intentional start with school staff

[1 Ask Principal for a short amount of time to do a brief training and introduction at the first available

all-staff meeting
[J Prepare a quick guide to clinic services to give out to staff (electronic and paper)
[J Schedule periodic check-ins with school staff throughout the year to go over FAQs and address

questions

Forms and materials

Prepare and/or review the following:
[ Referral forms
1 Paper copies (if relevant)
L1 Electronic version (have previous irrelevant entries been archived and cleared?)
[0 Registration packets

[J Any documents that are year sensitive have been updated
L] Translations into key languages
[J Review any updates

[ Outreach materials

LI Brochures/business cards
[ Incentives for new students

Administrative

[1 Remove paperwork for patients who have transferred schools/graduated
L1 Arrange for deep clean of clinic

Outreach

[0 Arrange to table or be present at:
* Back-to-School nights (school-organized or community-organized)
* New student orientation
* Resource nights

[J Who is the point person for the events?
Quick Tip Have a contact sheet for _pgople to sign up for SBHC foIIov_v-up at
outreach events in case it is too busy to have a conversation. .
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Worksheet: Inventory Checklists

For each of these items, work with your team to determine what supplies need to be at the clinic and
how much to maintain so you do not run out. Review annually and update as needed.

Clinical

Supply Amount to maintain

1-inch needles

5/8 inch needles

Band-Aids

Hot packs

Cold packs

Gauze

Alcohol swabs

Ace swabs

Fill in other clinical supplies

Office

Supply Amount to maintain

Printer paper

Pens

Highlighters

Sticky notes

Labels for EHR

Fill in other office supplies
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Vaccine Management

Compliance
Values Sustainability

Program manager
Stakeholders Medical staff
How Often Annually

Most SBHCs in Washington state use the Vaccine for Children (VFC) program to manage their vaccine
inventory. The Washington State Department of Health's Childhood Vaccine Program Vaccine
Management Plan (see Additional Links and Resources, Link E) has more detailed information about
this program. This section of the toolkit will focus on how to implement this program in an SBHC.

* Which vaccine supply can | use?
In Washington state, VFC vaccines can be used for any patient aged 18 and younger, even if they
have insurance. If providing vaccines to patients aged 19 and older is relevant to your student

population, discuss with your manager or health care agency to determine available resources for

this group.
Worksheet: Vaccine Inventory
School Required Recommended
Amount Vaccine Amount Vaccine
Hepatitis B Hepatitis A
IPV HPV9 (age 9 and older)
MMR MCV4 (age 11 and older)
Varicella Men B (age 16 and older)
Tdap (age 7 and older) Influenza
TD (catch up, age 7 and older) COovID

dTap (age 6 and younger)

MMRYV (age 12 and younger)

Quick Tip

© 2023 WA SBHA & PHSKC

For VCF supply, a shipping email from CDCNotifications@mckesson.com will confirm
your order. Notify school staff you expect a shipment and ask them to inform you of

delivery to prevent vaccine waste.

__
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Patient Consent and Confidentiality

Patient agency
Values Confidentiality

Patients
Stakeholders SBHC staff
How Often Annually

Consent for Services

SBHCs actively promote parent and family engagement and parent/guardian involvement in their child’s
health care. This includes ensuring appropriate consent for care. Students must be registered by their
families to receive the full range of services provided by the SBHC. These include services like well-child
exams, sports physicals, care for chronic conditions, and acute care.

Patients under 18 can self-consent for certain health care services in Washington state (see Additional
Links and Resources, Link | for guidance). These laws apply to all health care settings, including
SBHCs that provide these services. It's important to have a system to easily identify if a patient is a
minor who has consented to their own care to prevent accidental disclosure. If the minor patient self-
consented to these services, they would be the person to sign a release of information (ROI). If a
patient wants a specific person to be able to inquire about their visits or appointments, follow your
sponsoring organization’s protocol for collecting an ROI and noting details in the EHR.

See Appendix 4, Section C for examples of how to note these visits.

* How do we keep patient information secure?

Discuss confidentiality with patients and explain the circumstances under which confidentiality might be
breached in your clinic. Confidentiality must be breached for mandatory reporting and intervention if A
patient is being harmed/abused or if they are planning to hurt/harm themselves or others.

Check with your sponsoring organization about systems (in your EHR or elsewhere) for noting when
services are received confidentially. If only some services the student is receiving are confidential, how
is that recorded? What safeguards are in place to prevent disclosure?

See Appendix 4, Section C for an example of a form to use when obtaining consent for these kinds of
services.

* How do | respond to someone asking about services, including confidential services, a patient
has received at the SBHC?

Every member of your SBHC team should be ready for questions about services, including when
someone seeks information we cannot legally disclose. As a team, discuss the workflow for these
situations in advance.

* Who will speak to school staff and parents/guardians who have questions?

* When should the clinic coordinator refer to or seek support from the SBHC leadership team?

* Have a clear discussion with school administration about their role. How will the school and SBHC
collaborate, and when should the school refer people to the SBHC with questions?
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It's important to remember what we can and cannot discuss according to the law. If a parent/guardian
contacts or visits the clinic inquiring about their child's confidential care, this messaging might be

helpful:

Patient
Age

Underlying Law

Messaging

Next Steps

18 years
or older

In Washington state,
people 18 or older can
consent for their own
health care. No
parent/guardian

permission is required.

As a health care facility, SBHCs follow all
local, state and federal laws, including
consent and confidentiality laws, like
every other health care provider in the
community.

In Washington state, patients who are 18
and older can consent to all aspects of
their health care. Without explicit consent
from a patient 18 or older, health care
providers cannot say if they have been
seen or share anything about their care.
SBHC providers encourage patients 18
or older to include family in their care
plans and work to collaborate with
families as permitted by the patient.

Under 18
years old

In Washington state,
minors (under 18) can
self-consent to limited
health services (see
Additional Links and
Resources, Link D for
more information)

As a health care facility, SBHCs follow all
local, state and federal laws, including
consent and confidentiality laws, like
every other health care provider in the
community.

Washington state law allows minors to
self-consent for limited health services.
Without explicit consent from a patient, a
health care provider cannot say if they
have been seen for a confidential service
or share anything about confidential
care.

SBHC providers encourage minor
patients receiving confidential services to
include parents/guardians in their care
plans and work to collaborate with
families as permitted by the patient.

If necessary, and
according to the
workflow the SBHC
team has
developed, the
clinic coordinator
can ask a member
of the SBHC
leadership team to
talk further with
those seeking
information about a
patient’s care.

See Additional Links and Resources Link D for a guide to providing health care to minors under

Washington law.
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Referrals to Qutside Providers

Confidentiality
Patient agency
Compliance

Program manager
Providers
Patients

Annually

While we wish we could offer all the services our patients need at our SBHC, there will always be
some things we can't provide. Referring our patients to another provider or clinic can be complex in an
inequitable health care system.

Standardize practices

If you are part of a larger health care organization, you likely have existing policies and procedures for
referring patients to specialists. Whenever possible, use the same workflows to ensure you follow the
right protocols for sharing patient information.

Centering the patient

Always ensure that the patient and/or their parent/guardian (depending on the consent required)
knows you are sharing information with other providers. HIPAA doesn't require this for referrals to
clinical specialists, but it's crucial for building trust. Patients and their families may have various
priorities and needs, so it's essential to let them set the pace and decide if they're ready to seek
assistance. If it is urgent, communicate that to the patient, but they must commit to following through.
Navigating the health care system

Different providers may have various methods for following up on received referrals. Some may
expect the patient to call, while others may contact the patient. You can use the following worksheet to
keep track of providers you refer to and information on their practices to help you inform your patients
about what to expect.

For an example of a detailed workflow on external referrals see Appendix 4, Section D.

Worksheet: Qutside Providers

Example Fax Patient needs to call Pediatric specialties
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Glossary of Terms

Clinic Coordinator: A staff member in a school-based health center (SBHC) who typically handles the
everyday administrative tasks of the clinic. This can include tasks like scheduling, enroliment,
partnership coordination, ordering supplies, and outreach.

Confidentiality: In a healthcare setting, this means keeping a patient's information, health status, and
healthcare services private and secure. Washington State laws about confidential services for minors
can be found in Additional Links and Resources, Link D.

Electronic Health/Medical Record (EHR/EMR): An electronic system that stores a patient's health
and health care records. This record is maintained by their care team and includes important
administrative and clinical data such as demographics, progress notes, problems, and medications.
Some clinics use the same system for scheduling and appointments (like EPIC), while others use
different applications (like NextGen).

FERPA: Family Educational Rights and Privacy Act. A federal law that protects student educational
records (United States Department of Education). "Directory information" includes details that can be
released without needing signed consent, but each school district may interpret what information falls
under this category differently.

HIPAA: Health Insurance Portability and Accountability Act of 1996. A federal law that protects patient
health information (Centers for Disease Control and Prevention).

Minor Consent: In a health care setting, this refers to allowing a person under 18 years of age to
receive medical, mental health, or other health care-related services. Specific laws in Washington
State outline when a minor can consent to their own health care services, and you can find more
information about these laws in Additional Links and Resources, Link D.

Multi-Tiered System of Support (MTSS): A framework for providing consistent and fair support to
students in a school. It helps students receive the help they need (Washington State Office of the
Superintendent of Public Instruction).

PDSA: Plan-Do-Study-Act method. A process for testing changes for the purpose of quality
improvement (Agency for Healthcare Research and Quality).

* Plan for the change

* Do the steps to implement the change

* Study the result of the change

* Act on what you learned from the process
Protected Health Information (PHI): Information in a patient's health record protected by the Health
Insurance Portability and Accountability Act (HIPAA; United States Department of Health and Human
Services).
Release of Information (ROI): A legal document that grants access to health information to specific
people.
School Culture: The shared values, beliefs, and norms in a school that affect how it operates and how
people interact. (The Glossary of Education Reform).
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SDOH: Social Determinants of Health. Factors in the places where people live and work that impact
their health (United State Department of Health and Human Services, Healthy People 2030).
Stakeholder: People or groups with an interest in the SBHC's success, such as school staff,
healthcare partners, and patients' families. This may include (but is not limited to):
* Members of the school community (i.e.: school/district administration, School Nurse, school
counselor, community-based organizations working in the building)
* Health care partners (i.e.: SBHC sponsoring organization, other health care agencies in the
community)
* Clientele (i.e.: patients, families)
SWOT Analysis: A process where a group looks at its strengths (S) and weaknesses (W) from within
and the opportunities (O) and threats (T) from outside.
Tiering/Tiers: Refers to matching resources to a person's social, emotional, and behavioral health
needs. It's used in both mental/behavioral health and educational settings (i.e.: Multi-Tiered System of
Support).
Trusted Messenger: People who are seen as reliable sources of information in a community.
Underserved/Marginalized/Furthest from health and educational justice: People who have faced
greater barriers to health and education due to factors like race, ethnicity, language, disability,
geography, gender identity, and/or sexual orientation.
Workflow: A process that takes work from start to finish.

What other terms come up in your SBHC? Add your own below.

Term Definition
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Appendices

The following appendices are real-life examples from health care organizations that
collaborated on this toolkit. You can use them as they are or change them to fit your
needs. Some processes have multiple examples to demonstrate different
approaches. As some of the workflows can be long, we've saved them as separate
files. Click on the link or copy and paste it into your web browser to access them.




Appendix 1: Plan-Do-Study-Act Tool

See Appendix 1 PDFs for additional examples.

Appendix 2: Tracking Systems Between the School and
SBHC

Section A: FERPA tracking
1) EHR alert example

MextGen Alerts

# SBHC: EVMC FULL REG 10/12/22
Attends: Evergreen HS

*FERPA CONSENT SIGNED 10/18/2022"

N |
A Y el Tl s a DAY (= i
et Y =1 B .H'\.I - b

Y rSlidjng Fee
[P-01] This patient belongs to the patient-level encounter-based sliding fee
schedule.discount = 20.00%; family size = &, annual income = $84000.00; venfy date = 10,
% Sliding Fee
[P-01] This patient belongs to the patient-level line-item-based sliding fee schedule. discount
= 20.00%: family size = 8: annual income = $34000.00; verify date = 10/12/22.
% Percent Of Poverty
Percentage of Poverty: 158.00°%; Poverty Category: 200; Family Size: 8; Annual Income:
$84000.00;

See Appendix 2 PDF for additional examples.
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Section B: SBHC referral resources for the school
1) Example referral form to SBHC

ORGANIZATION LOGO

ORGANIZATION
ADDRESS
PHONE NUMBER

MOTE: Please complete all sections below and email your referral to the designated clinic provider. Health
center staff can be reached at (206)XXX-XXXX with any questions. Be aware that your referral will be
discussed with the student, and the student must consent to health center services prior to receiving care.
To protect patient privacy, health center staff are not permitted to follow up about referrals by email.
Instead, staff will contact you at the phone number you provide below to provide an update on the status

of the referral.

Referring staff (name and phone number):

Student Name DoB

Student’s Direct Phone Number:

Is parent/guardian involved in referral? I:I Yes I:I No
If yes, please list parent/guardians Name Phone Number:
This referral is for (check all that apply): I:I Medical care I:I Behavioral health care

Reason(s) for Referral:

Please confirm the following prior to sending a referral:
I:l The student is aware of this referral, is interested in receiving services in the health center, and agrees

to be contacted by health center staff.

I:I The student was provided with the health center phone number (206)XXX-XXX and encouraged to call
to schedule an appointment.

I:I Appropriate school staff (counselor, administrator, and/or other key staff involved in supporting the
student at school) are aware of this concern and this referral.

I:I The student does not need immediate mental health crisis response. (crisis resources can be accessed
by calling Crisis Connections at 1-866-4CRISIS)

See Appendix 2 PDFs for additional SBHC referral resources.
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Section C: Managing SBHC referrals

School Staff Referral Workflow Example
1) Teacher or other school staff member identifies student who would benefit from health center
services.
2) Teacher or other school staff member refers student to appropriate school support staff or school
health professional (i.e.: school counselor, School Nurse, school psychologist, or building administrator).
3) School support staff or school health professional evaluates student need, completes SBHC’s
“referral to services” form, and submits form to health center staff.

See Appendix 2 PDFs for additional resources for managing SBHC referrals.

Section D: Appointment reminders and passes

1) Text message example:
“Hello [Patient Name], you have an appointment tomorrow at 10:30 at the School Clinic. You will receive
a pass from the office 10 minutes before your appointment time, please come to the clinic at that time.”

See Appendix 2 PDFs for additional clinic pass examples.

Appendix 3: Outreach

Section A: Outreach and engagement with students and families

Outreach and Engagement Examples for Potential Patients and Families

Send home SBHC enrollment and consent forms in back-to-school packets

Provide classroom presentations

Attend school-sponsored events

Collaborate with clubs/committees/support groups (i.e: student health council, health advisory committee, peer
education group, athletic club, affinity groups) to engage youth around health needs and services

Conduct monthly cold calls to registered patient s and/or their parents/guardians that have never received
services

Post about SBHC services and related health campaigns/events on social media or website (i.e.: join school
Facebook group, create an SBHC social media page, submit information to include in school district virtual
newsletters and blog posts)

See Appendix 3 PDF for additional resources on outreach and engagement with students and families.

Section B: Outreach and engagement with school staff

See Appendix 3 PDF for additional resources on outreach and engagement with school staff.
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Appendix 4: Clinical Workflows and Task Lists

Section A: Front desk workflows

Section B: Task lists
See Appendix 4 PDF for front desk workflows and task lists resources.

Section C: Maintaining confidentiality

1) Confidentiality notice examples

If a minor patient registers at the SBHC on their own:

* Alert in electronic practice management system:
o Include subject: “SBHC (insert clinic abbreviation here): CONF ONLY (date reg. signed)”

extaen A

[ g
& sBHC

lerts

e Alertin EHR:

¢ |n confidential section: Enter additional alert and label “CONF SERVICES ONLY@SBHC”

erts

TJHC: CONF ONLY
Attends Thomas Jefferson High School

@ Pis Nds Sliding Scale 2010
Pt left form blank.

o]_ast MName Change
Pts last name used to be Alturas [per mother it is her middle name. not last name. ]

@ Cancelled™No Show Appointments
The patient has 13 no showi(s)
The patient has 8 cancellation(s)

W Sliding Fee
Patient's head of household family size and annual income are missing or expired; sliding
fee schedulaes cannot be applied unless family size and annual income values exist and are
current.

B Percent Of Poverty

Patient's head of household family size and annual income are missing or expired. Percent

of Poverty and Powverty Categories cannot be applied unless family size and annual income
values exist and are current.

» At any time, medical providers can use discretion to remove confidential medical alerts
o Set “Break the Glass” in EPIC EHR under the FYI function.

FYI

Date and Time
10/26/22 21.52
10/19/22 1718

09/28/22 12:26

DT DT 4R

Contact
10/26/2022 - Office Visit
10/19/2022 - Office Visit

W2B/2022 - Office Visit

QDA SN2 - OfFfns Wieit

User

Winnie E Lee
Winnie E Lea
Winnie E Lee

Winaia F ! oo

Type
Encounter Lavel BTG
Encountar Level BTG

Encounter Lavel BTG

Frmnimfor | oual BT

See Appendix 4 PDF for minor consent form example.
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Summary
Break the glass to view the full content of this flag.
Break the glass to view the full content of this flag.

Break the glass fo view the full content of this flag.
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Additional Links and Resources

A. WA SBHA: School-Nurses-and-SBHCs-WA-11.20.pdf (wasbha.org)

B. National School-Based Health Alliance: Resource-Guide-to-HIPAA-FERPA-06-26-23.pdf (wasbha.org)

C. Center for Disease Control and Prevention: HIPAA vs FERPA

D. Washington Minor Consent Laws: Washington Law Help, Department of Health

E. Washinton State Department of Health: Childhood Vaccine Program Vaccine Management Plan

F. National School-Based Health Alliance Blueprint: The Blueprint

G. U.S. Department of Education: Directory Information

H. WA SBHA: Frameworks & Planning_for Strong_School-SBHC Collaboration

I. WA SBHA: Consent and Confidentiality,
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https://www.sbh4all.org/wp-content/uploads/2023/06/Resource-Guide-to-HIPAA-FERPA-06-26-23.pdf
https://www.sbh4all.org/wp-content/uploads/2023/06/Resource-Guide-to-HIPAA-FERPA-06-26-23.pdf
https://www.cdc.gov/phlp/docs/hipaa-ferpa-infographic-508.pdf
https://www.washingtonlawhelp.org/resource/i-am-under-age-18-can-i-get-health-care-without-an-adults-consent#:~:text=If%20you%20are%20under%20age%2018%2C%20you%20can%20get%20healthcare,situations%20if
https://doh.wa.gov/you-and-your-family/sexual-and-reproductive-health/state-laws
https://depts.washington.edu/uwhatc/PDF/guidelines/Minors%20Health%20Care%20Rights%20Washington%20State.pdf
https://depts.washington.edu/uwhatc/PDF/guidelines/Minors%20Health%20Care%20Rights%20Washington%20State.pdf
https://doh.wa.gov/sites/default/files/2022-02/348-223-VaccineManagementPlan.pdf
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https://doh.wa.gov/sites/default/files/2022-02/348-223-VaccineManagementPlan.pdf
https://www.sbh4all.org/resources/the-blueprint/
https://studentprivacy.ed.gov/content/directory-information
https://wasbha.org/wp-content/uploads/2022/02/Toolkit-SBHC-Frameworks-Planning-for-Strong-School-SBHC-Collaboration.pdf
https://wasbha.org/wp-content/uploads/2022/02/Toolkit-SBHC-Frameworks-Planning-for-Strong-School-SBHC-Collaboration.pdf
https://wasbha.org/wp-content/uploads/2022/03/Toolkit-Consent-Confidentiality.pdf

Thank You

Washington School-Based Health Alliance and Public Health-Seattle
& King County would like to extend gratitude to SBHC Clinic
Coordinators across the state for their unwavering dedication and
tireless efforts in ensuring that children have access to the health
care they deserve. Your work is important, as it not only impacts the
lives of these young individuals but also paves the way for a
healthier and brighter future. Your commitment to bridging the gap
in healthcare access is admirable, and we are truly thankful for the
difference you make in the lives of these children and their families.
Your professionalism and compassion shine through in everything
you do, and we are proud to be a part of a community that values
such essential work. Thank you for your valuable contributions.

For feedback or questions, please contact info@wasbha.org
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