TOOLS FOR TRAINERS

Disability Literacy Module

for
Primary and Specialty Care Practitioners—Medical Office Staff
Introduction

Beginning June 1, 2011, the state of California will require mandatory enrollment in managed care of people with disabilities and seniors who are Medi–Cal beneficiaries and who reside in designated two-plan counties.  What does this mean for primary and specialty care practices and their medical office staff?  

It is likely that new patients with disabilities and who are seniors will be enrolling in many primary and specialty provider practices that are part of your Plan’s network during the 12-month period beginning June 1, 2011. Some of these individuals will have functional and activity limitations, which means they will require specific accommodations such as physical access, Sign Language Interpreters, print materials in alternative formats including Braille, digital, and audio, accessible equipment such as weight scales, as well as care coordination.  As trainers, you can use the information provided in this module to introduce basic disability literacy to the medical office staff in your network in order to assist the practice to improve its capacity to provide effective healthcare to this new group of enrollees. 

Training for Primary and Specialty Care Providers–Medical Office Staff

The following material can be used to provide a brief, 15 to 30 minute overview and orientation for medical office staff that will help them understand how to improve services for people with disabilities and seniors who have specific functional and activity limitations. Materials are available to download and print, or to refer to online using a laptop computer.
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USING THE TRAINING MATERIAL 

The following four topics can be presented during a 15 to 30 minute orientation session with primary and specialty care medical provider staff:

· Profile of seniors and people with disabilities who are Medi–Cal beneficiaries

· Barriers to accessing care and priority solutions 

· Adopting policies and procedures

· Coordinating accommodations, services and supports with the front office staff 
The content for each topic is presented in PowerPoint slides, handouts, or other materials, and the instructional outline contains specific, learning goals.  Material can be presented in a conversational format that allows for questions and answers. Trainers can present information either one-on-one with medical staff, or in small groups. Most slides contain notes for trainers that elaborate on the points presented in the slides.


PROFILE OF SENIORS AND PEOPLE WITH DISABILITIES WHO ARE MEDI-CAL BENEFICIARIES 

Profile of seniors and people with disabilities who are Medi-Cal beneficiaries. (PowerPoint slides that can be shown on a laptop, using an overhead digital projector, or handed out in print.)
Begin the orientation by explaining that disability involves the interaction of the physical, sensory, or cognitive impairment with environmental factors.  Provide a brief overview of the characteristics of the population of people with disabilities and seniors who will be mandatorily enrolled in managed care. Briefly introduce specific healthcare disparities experienced by this group and introduce the idea that sometimes health disparities occur because people with functional or activity limitations encounter barriers to care. This introduction sets the stage for discussion of accommodations that people with disabilities and seniors who have specific activity and functional limitations may require in healthcare settings.

LEARNING GOALS

1.  Understand that patients who are enrolling in their practice are likely to experience a variety of functional or activity limitations caused by individual or multiple chronic conditions or diseases 
2.
Understand the relationship between functional activity limitations and barriers to healthcare that may contribute to health disparities among people with disabilities and seniors

3.
Understand that barriers must be removed or reduced in order to provide effective healthcare 

PROBLEMS AND BARRIERS PEOPLE WITH DISABILITIES AND SENIORS ENCOUNTER ACCESSING HEALTHCARE AND PRIORITY SOLUTIONS
Problems and barriers people with disabilities and seniors encounter when they come to the doctor’s office and priority solutions (PowerPoint slides list typical barriers and provide examples of accommodation solutions that patients with disabilities and seniors may require.)
Introduce the idea that some patients with disabilities and seniors will require specific accommodations in order to benefit from healthcare services.  Using the illustrations provided, explain that sometimes misinformation and stereotypes about disability can affect treatment decisions.

LEARNING GOALS

1. Understand that a person with a mobility impairment may require accessibility features in the medical building and doctor’s office, a height adjustable examination table, and/or assistance to get on the table, a wheelchair accessible weight scale, or other assistance
2. Understand that an person who is deaf or hard of hearing may require a Sign Language interpreter or other aid such as an assistive listening device in order to communicate effectively with the doctor or other healthcare provider in the practice

3. Understand that an individual who has a visual impairment or who is blind may require printed medical information such as prescriptions, treatment instructions, and medical releases in formats that are accessible to them such as audio, digital, or Braille

4. Understand that an individual with a cognitive or intellectual impairment may require additional time in order to communicate effectively with a healthcare provider or that information be presented at a language level that they can understand
5. Understand that misperception, misinformation and stereotypes about disability affect healthcare treatment decisions
POLICIES AND PROCEDURES
Written policies and procedures ensure that the practice has established mechanisms for responding to patient accommodation needs and requests (See sample Policies and Procedures in Handouts.) 

Policies and Procedures are tools that provider offices can adopt that spell out methods for acquiring and providing accommodations for patients with functional and activity limitations. Introduce the sample policies and procedures and explain their purpose. Indicate that the sample policies and procedures can be added to a current manual of procedures or adapted for online use. 

LEARNING GOALS

1. Understand the benefits of adopting policies and procedures that set forth step-by-step methods that describe how accommodation needs of patients with activity and functional limitations will be met

2. Understand that policies and procedures identify personnel within the practice who are responsible for arranging and acquiring accommodations that may be required

3. Understand that the sample policies and procedures can be modified to meet the specific needs of the practice

4. Understand how the Health Plan can help 

COORDINATING ACCOMMODATIONS, SERVICES, AND SUPPORTS WITH THE FRONT OFFICE STAFF 

Provider front office staff must be aware of and understand the specific needs of patients with disabilities and seniors. Medical staff must convey to the front office any specific accommodation information they acquire during a patient’s visit in order to augment or update the patient record and Accommodation Check Sheet.
Front office staff will likely have responsibility for making administrative arrangements to ensure accommodations are provided when patients require them, therefore clear communication between medical provider and front office staff is essential. For example, a wheelchair user may require the exam room that has a height adjustable examination table or a person with developmental disabilities may require longer appointment times to ensure effective communication with provider staff. Medical staff must ensure this information is readily available to front office staff so arrangements can be made in advance of the patient’s visit.

LEARNING GOALS 

1.    Understand the importance of communicating and coordinating accommodation needs with front office staff
2.    Understand the need to update the patient record to reflect any new or changed accommodation requirements

3.
Understand that the provider’s policies and procedures should set forth mechanisms for communication between front office staff and medical staff regarding accommodating patients with disabilities and seniors
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