
© 2020. Kaiser Permanente International. All Rights Reserved. This presentation is for educational purposes only and cannot be modified, used, or distributed for any other purpose. 

Closing Care Gaps: Team, Technology, Space

Nolan Chang, MD
Regional Medical Director, Business Management
Southern California Permanente Medical Group



© 2020. Kaiser Permanente International. All Rights Reserved. This presentation is for educational purposes only and cannot be modified, used, or distributed for any other purpose. 2

Team   Space Technology
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OUR WORLD TODAY
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CHANGE IN HEALTHCARE
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CHRONIC DISEASE
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				Cohort		1		2		3		4		5		6		YTD

				Outreach Begin Date		3/6/14		5/16/14		7/18/14		8/28/14		10/10/14		12/1/14

				Active		6		13		9		7		18		20		73

				Control		0		0		10		54		0		0		64

				Discharged		3		0		1		0		0		0		4

				Inactive		9		15		8		10		10		31		83

				Referral		0		0		0		0		1		1		2

				YTD		18		28		28		71		29		52		226
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Member
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Today
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Create a system of 
care that supports 
both the member 
and the physicians by 
creating more 
meaningful 
relationships and 
interactions between 
the member and the 
care team. 

System Design
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Team   Space Technology

Next Generation Medical Office Update

Team-based care that problem 
solve together

Camaraderie

Patients centered care from the 
ground up

Large group practice with the 
“feel” of a private practice

Open space provides physicians 
ability to collaborate with 
colleagues and lead teams

Calming, user-friendly 
environment

Improves communication 
between care teams and patients

Integration of technology into 
care delivery: mobility, telehealth

Transparency for patients
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Facility Vibe
Health Hub’s architecture is intentionally designed to form connected, dynamic, vibrant and functional spaces. Traditional 
lines are blurred – between the inside and outside, between Kaiser Permanente and the community. The vibe exudes 
energy, empowerment, and humanity.
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Embody Thrive
HEALTH HUB is a physical reminder that 
exposure to healthy living can help our 
members and staff change their future

– Comfortable & familiar
– Vibrant & active
– Invites participation
– Wellness & well-being
– Restorative
– Inspiration & encouragement
– Intuitive
– Cues for behavior
– Service experience
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– Collaborative

– Vibrant & productive

– Clear sight lines

– Technology enabled

– Telehealth capable

– Encourages conversations

– Facilitates patient self-health advocacy

– Real-time education

– Comfortable & less clinical

Productive & 
Collaborative
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Complete Care Model
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Complete Care Functions and Systems
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Complete Care Eco-system
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Information Systems
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Regional Outreach

• Panel/Care Management
• Reminder letter, e-letters, calls
• Colorectal Cancer Fit Kits/Live 

Calls
• Regional Surenet
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Outreach
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Outreach Structure

Ongoing 
operations

New and 
seasonal project 

launch

Functional 
innovations and 

pilots

19
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Populations 
needing 

Preventive Care

Chronic 
Populations

Disaster-Affected 
Populations

Employer Groups New and Low-
Contact 

Populations

Diverse Organizational Expertise

20
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Proactive Care
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Goal of Proactive Encounter

• Improve consistency and quality of patient care 
experience care by;

• Activating all members of the healthcare team in providing a 
proactive patient care experience,

• Embedding processes to support preventive and chronic care 
needs into standard workflows, and

• Utilizing information technology tools for identification of patient 
care gaps
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Three Pillars of POE
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Proactive Encounter Approach

• Results in: 
• Consistent support to physician practice

• Panel ownership and performance

• Empowered and engaged staff

• Better partnership between physician and health care 
team

• Improved quality and patient care experience 
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Proactive Checklists
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Proactive Office Encounter Team Agreement

For Provider –
MA/LVN/RN

“Our Cause is 
Health.  Our 

Passion is 
Service.  

We’re Here to 
Make Lives 

Better”
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Successful Opportunities Target Met < 30 Days
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Clinical Strategic Goal Improvement

Clinical Strategic Goal
Pre-POE 

2006
POE Piloted 

2007

POE 
implemented 

Regionally 
2008 2012 2013

%Improved 
(2006-2013)

Breast Cancer Screening(Ages 52-74) 85.6 88.1 88.7 88.6 87.1 1.5
Colorectal Cancer Screening 52.5 65.5 69.7 76.6 81.5 29.0 
Cervical Cancer Screening (Ages 21-65) 82 85.6 86.6 87.1 92.4 10.4
Diabetes Lipid Screening (profile) performed 88.6 91 90.4 93 93.1 4.5
Diabetes HbA1c testing 88.8 90.8 91.2 95 95 6.2
Diabetes BP control < 140/90 mm Hg 76.1 74 79.5 84.4 86.5 10.4
Diabetes Eye exam (retinal) performed 61.6 56.3 66.5 77.9 93.1 21.5
Controlling high BP (ages 18-85) 70.4 72.8 79.6 86.5 88 17.6
Osteoporosis Management in Woman who had 
Fracture 60.7 67 86.4 86.8 26.1
Osteoporosis Testing in Older Women 49.7 56.3 74.2 93.1 95.6 45.9
Influenza immunization rate (members 65+) 60.2 62 62 63.8 70.3 10.1
Chlamydia Screening 68.3 67.3 68.8 69.9 69.2 0.9
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Questions?
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Thank you!
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