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Outline

• Implementation of the Tele-adherence Counseling (TAC) Program 
using PL Cares® as an Ending the HIV Epidemic (EHE) Initiative in West 
Palm Beach, Florida, a Part A Eligible Metropolitan Area (EMA) 

• Features of PL Cares®, an evidence-based mobile phone platform, 
designed for persons with HIV

• Success of the TAC Program in improving viral suppression among 
participants 
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Implementation of the                  
Tele-adherence Counseling (TAC) 
Program
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Background of the TAC Program

• Ending the HIV Epidemic (EHE) from a care perspective requires 
reducing viral loads among persons with HIV (PWH), as HIV cannot be 
sexually transmitted among those with an undetectable viral load

• In West Palm Beach, Florida, a Part A/EHE Eligible Metropolitan Area 
(EMA), a literature review was conducted on interventions with 
proven success to reduce viral loads, and PositiveLinks, a mobile 
phone platform, was identified

• Palm Beach County worked with Warm Health Technology, Inc. to 
bring the platform, which is licensed as PL Cares® outside University 
of Virginia, through a sole source contract 
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West Palm Beach EMA
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n=2,089 Out of Care Clients
Not Suppressed

West Palm Beach EMA 
Continuum of Care
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West Palm Beach EMA                  
New Diagnoses 
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Not Suppressed at 
Diagnosis



88%

n=225n=332

88% Not 
Suppressed

The largest gaps for West 
Palm Beach EMA Ryan 
White Part A/MAI are 
clients who were not virally 
suppressed (n=332), 
followed by clients who 
were not retained (n=255)

Ryan White Part A/MAI 
Continuum of Care



Implementation of the TAC Program

• The TAC Program launched in October 2021 with bilingual Tele-
adherence Counselor staff (English/Haitian Creole)

• The program enrolls individuals who are:
oNewly diagnosed with HIV
oOut of care coming (back) into care 
o In care but not virally suppressed

• Individuals who do not have a smartphone are provided one
• Participants who achieve a 71% monthly participation rate on daily 

check-ins receive phone and data plan support up to $60 USD 
monthly for up to 24 months
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From left to right:
Andres Correa, Casework Supervisor;                                                      
Sean Conklin, EHE Program Evaluator;                                                 
Daisy Krakowiak Wiebe, Quality Management Clinician;                
Carline Blanc, Tele-adherence Counselor

Tele-adherence Counseling 
(TAC) Team



Tele-adherence Counseling

• Tele-adherence Counseling is provided individually with clients 
oVia personal message (text within app)
oPhone calls
oVirtual/in-person meetings 

• The focus is on improving participation in the app and improving 
adherence to medication

• Other needs/barriers are often brought up, most commonly housing 
needs
o The Tele-adherence Counselor works to address with housing case managers 

in Ending the HIV Epidemic
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Hi, it’s Carline. How are 
you? I’m calling to check 

in to see how you are. 
You haven’t checked in 

on the app in a few 
days. Is something going 

on? How can I help?

I noticed that every 
Tuesday, you aren’t 

in a good mood. 
What’s going on 

every Tuesday that 
could causing this?

Oh, and I also 
noticed that your 

last lab was 5 
months ago, do you 

have a doctor’s 
appointment soon?

It’s been great talking 
with you. I’ll check in 
again in a few days. 

And in the meantime, 
call me if you need 

anything.
Carline Blanc

Tele-adherence Counselor



Tele-adherence Counselor 
Other Responsibilities

• Receive and acknowledge referrals from case managers
• Enroll clients into PL Cares®, including User Agreement Form 

completion with participants, smartphone set-up, and app installation
• Post on community board, including Motivational Monday 

inspirational quotes, events of interest and polls on various topics
• Oversee monthly phone and data plan credits for clients achieving 

71% participation in the app, with a 3rd party fiscal agent and local 
telecommunications providers
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Administrative Portal
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Focused Referral Brochures
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Features of PL Cares®
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Self-Monitoring Features of PL Cares®
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Support Features of PL Cares®
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Lab Result Features of PL Cares®
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Success of Tele-adherence 
Counseling (TAC) Program
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Enrollment Results
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Demographics of Participants: 
Gender & Age
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Cisgender Male
58%

Cisgender 
Female

37%

Transgender 
Female

5%

Gender
65+ years

5%

55-64 years
23%

45-54 years
22%

35-44 years
29%

25-34 years
16%

18-24 years
5%

Age



Demographics of Participants: 
Race/Ethnicity & Language
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Black/African-
American

76%

Hispanic/Latinx
14%

White/Caucasian
10%

Race/Ethnicity

English
82%

Creole
14%

Spanish
4%

Language



PL Cares® Reports

• Weekly report
oAggregate member activity
oResponse rate
oMood results
o Stress results
oMedication adherence results

• Retention report
oClients not completing check-ins in the prior week 

• Viral suppression report
• Member activity
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Averages May 17 – May 23 Apr 26 – May 23

Average Response Rate 73.7% 73.2%

Average Med Adherence 73.6% 72.4%

Average Mood 3.5 3.5

Average Stress 2.3 2.4

Average Community Posts 0.1 0.5

Community Posts 7 32

Average Quiz Responses 1.4 1.4

Average App Launches / week 5.1 4.8

Messages Received 10 124

Messages Sent 7 65

Member Activity (n=77)







Viral Suppression Results from 
Abstract

From December 1, 2022 to November 30, 2023, 78.6% of active members with 
available lab results achieved a suppressed viral load of <200 copies/mL (44/55 
PWH) and among those 72.7% achieved an undetectable viral load of ≤ 20 
copies/mL (32/44 PWH) 
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Virally 
Suppressed

79%

Not 
Suppressed

21%

Undetectable
73%

Detectable
27%



More Recent Viral Suppression 
Results

In a more recent 12 month period (June 1, 2023 – May 31, 2024), 80.8% of active 
members with available lab results achieved a suppressed viral load of <200 
copies/mL (63/78 PWH), and among those 76.2% achieved an undetectable viral 
load of ≤ 20 copies/mL (48/63 PWH)
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Virally 
Suppressed

81%

Not 
Suppressed

19%

Undetectable
76%

Detectable
24%



Testimonial

“This [PL Cares® ] app is life changing. I have been living with HIV the 
last 29 years and I have had this app for about two years. It helps me 
understand HIV on another level. I am able to talk with other 
individuals with HIV on the app and it makes me understand why I have 
to take my meds. I learn from them and they learn from me. I used to 
forget my medication, but now I check my phone, and I see, I have to 
take my med. I see my labs, I see my appointments. It helps me live 
better and with my HIV. I have a structure to it.” 
 - PL Cares® client living with HIV for 29 years
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Testimonial Continued

• It’s [PL Cares®] like a friend to me, I can interact with other clients, 
they say how they feel, how to live better even though we have HIV. 
We still have lives and maintain positivity in our lives in order to be on 
the right track – and not use alcohol, drugs, and other things. I have a 
friend on the app she has been positive for 30 years and she has one 
extra year of experience that I can learn from. My lab results, my 
numbers, have gotten better, as I have taken my medications more 
regularly. I now have an undetectable viral load. ”

 - PL Cares® client living with HIV for 29 years
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Lessons Learned

• Logistics
o Challenge: Payments for phone and data plans can be challenging if the program is 

operating out of a government entity as access to a credit/debit card may be 
restricted

o Solution: Contract with a 3rd party fiscal agent
• Enrollment

o Challenge: Enrollment into the program was slow at first
o Solution: Created a Quality Improvement Project (QIP) for Ryan White Part A/MAI for 

active linkage and referral into TAC using non-virally suppressed client lists
• Technology

o Challenge: Some clients were not very tech savvy and wary of participating
o Solution: Hands-on support from Tele-adherence Counselor to teach, demonstrate 

and remind how to use the app
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Contact Us

Daisy Krakowiak Wiebe, PhD, MPH
Quality Management Clinician
Ryan White Part A/MAI Program
Ending the HIV Epidemic Initiative
Palm Beach County Community 
Services

Address: 810 Datura Street
West Palm Beach, FL 33401
Email: dwiebe@pbc.gov
Office: (561) 355-4760
Pronouns: She/Her/Hers
Published under: Krakowiak, 
Krakowiak Wiebe
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Initiative
Palm Beach County Community 
Services

Carline Blanc, BA
Tele-adherence Counselor
Case Manager II
Ending the HIV Epidemic Initiative
Palm Beach County Community 
Services

Address: 345 S Congress Ave
Delray Beach, FL 33445
Email: sconklin@pbc.gov
Office: (561) 274-1096
Pronouns: He/His/Him

Address: 810 Datura Street
West Palm Beach, FL 33401
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Questions?

Brochures at the back of the room
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