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65,000 voices



§ Evidenced-based, generational change reducing family violence

§ 36% drop in both ER visits and hospital admissions from 2000-2015

§ 75-90 percentile on many HEDIS outcomes

§ Benchmarked data nationally and internationally showing top in class
performance in utilization, quality and satisfaction

§ Employee turnover rate decreased 15% from 2007-2015

§ 96% customer satisfaction and 95% staff satisfaction

§ 2011 Recipient of Malcolm Baldrige National Quality Award

Why listen to our story



Vision
A Native Community that enjoys physical,
mental, emotional and spiritual wellness

Mission
Working together with the Native Community to

achieve wellness through health and related services



Goals
S hared Responsibility
C ommitment to Quality
F amily Wellness



Story Behind Our Eyes



Customer-Ownership



Operational Principles



We Changed Everything



Hitting The Target: Rock vs. Bird



Who really makes the decisions?

Acuity

“Control”

0 Low High

100%



Providers and Customer-Owners
in Shared Responsibility



Customer-owner changes
§ We are active
§ We are responsible
§ We seek information
§ We ask questions
§ We seek advice and options
§ We become a partner with the provider

Key Improvement



§ No longer gives orders
§ No longer just prescribes medications
§ No longer our hero
§ No longer controls

§ Provides customer with options
§ Provides customer with resources
§ Provider becomes our partner

Health care provider changes

Key Improvement



Provider

Chronic
Disease
Monitoring

Preventive
Medical

Intervention

Mental Health
Provider

Referral to
Specialist

after
Assessment

Medication
Refill

Certified
Medical
Assistant

Case
Manager

New Acute
Complaint Test Results

Healthcare
Support
Team

Traditional Methods of Managing Workflow



Healthcare
Support
Team

Chronic
Disease
Monitoring

Preventive
Med

Intervention

Behavioral Health
ConsultantProvider

Medication
Refill

New Acute
Complaint

Certified Medical
Assistant

Case
Manager

Test
Results

Point of
Care

Testing

Acute Mental
Health

Complaint Chronic
Disease

Compliance
Barriers

Parallel Work Flow Redesign



Integrated Care Teams

Case Management Support

RN Case Manager

Dietician

PCP

Coverage
NP/PA

CMA

BHC



§ Primary Care Provider
• (1,100-1,400 empaneled

customers)

§ 1 RN Case Manager : 1 PCP
§ 1 CMA : 1 PCP
§ 1 CMS : 1 PCP

§ 1 Coverage PA/NP : 3 PCP
§ 1 BHC : 3 PCP
§ 1 PharmD : 6 PCP
§ 1 RD : 6 PCP
§ 1.5 CNM : 1 PCP

Integrated Care Team Ratios



Clinical Levels of Integrated Care



§ Flexible communication
§ Recruiting/training
§ Orientation and training of

primary care providers
§ Maintaining strong connection

to behavioral health

§ Proximity
§ Charting
§ Level of consultation/referral
§ Operational

Behavioral Health Integration
Key Elements



Sustained Improvements

95 96
% Employee
Satisfaction

% Customer
Satisfaction

36 36
% Reduction

ER Visits
2000-2015

% Reduction
Hospital Admissions

2000-2015



• Board certification
• Annual Diabetes HBA1C
• Diabetes care: Poor Control

75th - 90th percentile compared nationally in HEDIS (measured ongoing)

• Cervical and breast cancer screening rates
• Cardiovascular disease LDL screenings
• HPV Vaccinations

At or Exceeds 90th percentile compared nationally in HEDIS (measured ongoing)

• Cardiovascular: Annual LDL2014

• Diabetes Care: LDL <100 mg/dl2014*

• Cardiovascular: LDL<100 mg/dl2014*

Sustained Improvements



§ Psychiatry integration
§ Medical into behavioral health
§ Wellness care plans (high

utilizers)
§ Data, data, data
§ Learning circles

§ Huge investment in
organizational structure
• Innovation at every level
• Workforce development
• Core Concepts
• How to do relationships
• Entry model
• Succession planning
• Strategic planning

Other Topics

Listening and letting customers drive



Questions?



Upcoming Nuka Events
Training Dates

Alaska Conference June 19-23, 2017

Quality Management Courses Aug. 28-Sept. 1, 2017

London and Manchester
Masterclasses October 2 & 5, 2017

Oregon Conference October 23-24, 2017

www.scfnuka.com
@SCFNukaSCFNukaEvent@scf.cc907-729-Nuka (6852)

Contact Us:



Thank You!
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