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Learning Objectives
At the conclusion of this activity, the participant will be able to:
1. Review scheduling and curriculum requirements of medical and pharmacy 

residents in a Ryan White HIV clinic.
2. Describe how to maintain continuity and patient satisfaction in a residency 

learning environment.
3. Implement processes that allow for consistent documentation between 

multiple providers  



OSU-CHS 10-15 years ago



OSU Center for Health Sciences
Founded in 1972 as the Oklahoma College of Osteopathic Medicine and Surgery
Classes began in 1974
Current campus in 1976
One of 34 COCA-accredited osteopathic medical colleges in the United States and 
the only one in Oklahoma
526 employees and 142 faculty members
Graduate about 115 medical students each year
3014 alumni from our osteopathic program



OSU-CHS today



OSU-CHS expansion-Tandy building



Simulation models



OSU Internal 
Medicine Specialty 

Services Clinic

*Established in September 1996 by 
Thomas Stees, DO

*Cared for over 3000 HIV-positive 
persons since 1996

*Coverage of the eastern half of the 
state



World AIDS Day 2017



Oklahoma Service Areas



Clinic vs U.S. Demographics - Gender
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Clinic vs U.S. Demographics - Race 
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Clinic vs U.S. Demographics – Risk
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Clinic Demographics - Insurance
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Clinical Assistant Professors



Internal Medicine Residents



Medical Resident Schedule 
• Curriculum 

• https://www.hiv.uw.edu/
• Required modules in PGY1 year
• Lunch and Learn
• Academics 

• ½ day/week continuity clinic 

• PGY1 Clinic month 

https://www.hiv.uw.edu/


Pharmacy Staff

Christina Connel, PharmD, AAHIVP Pharmacy Residents



Clinical Pharmacy Team 
• Clinical Pharmacist 

• One full time clinical pharmacist 
• Oversee pharmacy team
• Review all resistance testing
• Clarify nursing questions 

• Refills 
• Patient calls 

• Pharmacy Residents 
• 2-PGY1 residents 
• 2 PGY2 residents 
• Adherence visits 
• New patient/Switch counseling 
• Drug information 

• Pharmacy students 
• 2-P4 students/month 
• Adherence 
• Assisting with annual lab monitoring 



Pharmacy Resident/Student Schedule 
Pharmacy Residents
• Curriculum 

• Assigned reading from DHHS 
guidelines 

• Primary literature as appropriate
• PGY1 – residents 

• Two ½ days per week 
• PGY2 – residents

• One ½ day per week 
• One month rotation  

Pharmacy Students 
• Curriculum 

• Assigned reading/discussions of 
DHHS guidelines 

• Journal club assignment 
• Patient case presentation 

assignment

• One month rotation



Clinic Workflow
• Open floor plan
• Integration of pharmacy and 

medical training 
• Pharmacy students assess 

adherence/medication issues prior 
to physician 

• Collaboration in medication 
decision making

• Proximity of attending and 
resident physicians 



Consistency - Assessing Barriers  
• Medical residents address

• Substance abuse 
• Nutrition 
• Mental health 

• Pharmacy address
• Medication adherence 
• Nutrition resources 



Adherence question Scoring system 



Consistency – Annual Labs
• Completed by pharmacy 

students
• Ensures annual labs are 

ordered appropriately
• An additional avenue for 

pharmacy-physician 
communication



Retention in Care – Refill policy 
• To obtain refills patients are required to have: 

• Continuity in the clinic (office visit within the last 6 months)
• Scheduled appointment with a physician 
• Recent laboratory testing in chart 

• Refills at office visits 
• Are not to exceed their next schedule appointment 



Case Managers

Sarah Maxey Bill Wong

Stan TuneTonya Busby

Tracie Martin,
Outreach CM 

& Tier 1 clients



Case Managers
• Intake appointment for HDAP
• Follow up with patients every 6 

months for HDAP renewal
• Referrals
• Outreach CM for hospitalized 

patients
• Tier 1-3 Acuity Scale for 

management

Tier 1
• Newly diagnosed (< 1 year)
• Not in care or not on ART
• Non-adherent
• Hospitalized
• Pregnant

Contact every 30 days



Case Managers
Tier 2

• VL > 200 or CD4 < 500/40%
• Social isolation
• Medicaid or no insurance
• Unstable housing or transport
• Recently incarcerated
• Substance abuse
• Domestic violence, legal issues

Contact every 90 days

Tier 3
• VL < 200 and CD4 > 500/40%
• Adheres to ART and follow up
• Stable housing and transport
• Insurance or current HDAP
• Stable mental health without 

substance abuse
• Stable support system

Contact every 6 months



Nurses

Cathy White, LPN
Nurse Supervisor

Amber Factor, LPN

Taylor Fox, LPN & Nicole Wilbourn, RMA



Staff

Lisa Jenkins,
Program Coordinator

Melissa Cox,
Practice Administrator

Holly Spencer,
Accounting Specialist

Kim Rector,
Resident Coordinator

Angela Bloxham-Wilkerson,
Data Entry Coordinator



Screening Questions



Clinical Quality Improvement
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New Patient History



Preconception Counseling



HIV Template
Flowsheet



HIV Template –
Epic



Laboratory Data
on Template Note



Laboratory Data



Clinical Quality Improvement
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Depression Screening – PHQ-9



Behavioral Health Staff

Dr. McElwain
Psychiatrist Lisa Harrison, LPC

Erica Quick, LPC
Collaborative Care



Collaborative Care



Peer Advocates
• Assist with new patients and lost-to-care 

patients for retention

• Call prior to appointment for 
introduction

• Follow up face-to-face at appointment

• Follow for 6 months

• Offer resources and support groups

• State assists with transport to 
appointment for newly diagnosed Chuck & Susan



Patient Satisfaction Surveys
• Acute visits available daily
• Morning appointments available
• Continuity care
• Reminder appointment calls by front desk, 

instead of automated system
• Customer Service Training
• HIV Orientation for new residents
• Peer advocates
• Quarterly newsletters
• Apps for MyChart and Rx refills for OU Pharmacy



Patient Satisfaction Surveys
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Telemedicine



Telemedicine



Project ECHO
• Extension for Community Health Care Outcomes
• Expert teams use multi-point videoconferencing to conduct virtual clinics with 

community providers
• Case-based collaborative learning
• Small didactic session for CME credit



HIV ECHO
TEAM



Patient Service Representatives

Becky Terry Revati Nkosu & Kristin Stephens



Patient Service Representatives - Retention
• Weekly follow up calls for missed lab or physician appointments
• Utilize CareWare to determine lost-to-care patients twice a year
• Utilize Accurint service to obtain accurate information on lost-to-care patients
• Schedule new patient appointments with verification/proof of positivity
• Schedule follow up appointments with appropriate resident to maintain 

continuity
• Reminder calls for appointments 1 day in advance



Scheduling Resident Continuity Clinic



Clinical Quality Improvement Committee
• Team includes medical and assistant medical directors, clinical pharmacist, 

program coordinator, practice administrator, nurse, patient service 
representative, case manager, chief resident, and peer advocates

• Work plan for clinical quality management
• Chart audits
• Patient Satisfaction Report
• HIV Certification Exam
• Work flow for prescriptions, rooming patients, scheduling, etc.



Retention In Care 2014-2017
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Retention in Care



Red Nose Day 
2017

• On-site Walgreens Specialty Pharmacy

• Thanks to OSU IMSS staff, medical and 
pharmacy residents, students, 
physicians, and most importantly our 
patients!



Obtaining CME/CE Credit
If you would like to receive continuing education credit for this activity, please visit:

http://ryanwhite.cds.pesgce.com 
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