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Implementing the 
Family PACT 

Program:

A Training Guide for 
New Family PACT 

Providers

Presenter
Presentation Notes
On behalf of the California Department of Public Health, Office of Family Planning, I would like to welcome you to the on-line self study module entitled, Implementing the Family PACT Program: A Training Guide for New Family PACT Providers.
This module is designed for new Family PACT Providers and will give you the necessary information to assist you in successfully implementing the Family PACT Program and/or integrating Family PACT services into your existing clinical setting.  In general, this module can be viewed as a training guide that will assist Clinic Administrators and Managers in understanding the training needs of all levels of staff who will be involved with providing Family PACT services.  As you move through this module, think about how you would address, in your own site, the implementation issues that we will raise.   
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 All documents referenced in this module, 
including the module evaluation form are 
available for you to download from the 
familypact.org website.

 Prior to beginning the module, you can 
print the documents by clicking on the list 
located just below the actual module link.

 You can also access documents via the links 
as indicated within this module.

Accompanying Documents for  
this Module

Presenter
Presentation Notes
Before we begin, let me explain how you can access the accompanying documents for this module.  All documents referenced in this module, including the module evaluation form, are available for you to download from the familypact.org website.  Prior to beginning the module, you can print the documents by clicking on documents from the list located just below the actual module link.  You can also access documents by clicking the links as indicated within this module.  The links will take you directly to the documents and you can view or print the documents at that time.  



Navigation Tips

 Click links to view documents at the 
end of the narration for each slide.

 Close document with ‘Back’ arrow to 
return to the module.

 Close all other Internet windows and 
applications before starting the module.

 Use arrow keys on keyboard to manually 
advance or reverse slides.

Presenter
Presentation Notes
Here are some navigation tips for this module.  For optimal module performance, we recommend that you click the links to view documents at the conclusion of the narration for each slide, when the narrator says “you can now open the document link”. 
To return to the module after viewing linked documents, just close the document by clicking the Back arrow in the top left corner.  If you get a Powerpoint box next, click ‘Open’ and you will be returned to the module.  Please make sure to close all other Internet windows and applications, such as Word or Adobe Acrobat Reader, before beginning the module.  Failure to do this will keep the linked documents from opening and closing correctly.
If you must interrupt your viewing of this module, you can use the arrow keys on your keyboard to manually advance or reverse slides to get back to the place where you left off.  
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Objectives

1. Identify what organizational systems need to 
be in place prior to implementation of the 
Family PACT Program

2. Understand the roles and responsibilities of 
staff in the Family PACT Program

3. Determine training needs of staff working in 
the Family PACT Program

4. Identify resources that can assist you in 
successfully implementing and maintaining 
the Family PACT program

Presenter
Presentation Notes
There are 4 objectives that outline what will be covered in this module.  At the conclusion of this module, you will be able to:
Identify what organizational systems need to be in place prior to implementation of the Family PACT Program;
Understand the roles and responsibilities of staff in the Family PACT Program;
Determine the training needs of all levels of staff working in the Family PACT Program; and
Identify resources that can assist you in successfully implementing and maintaining the Family PACT program.




5

Processes and Systems Necessary for 
Successful Implementation of the 

Family PACT Program

Getting Started

Presenter
Presentation Notes
Let’s begin by looking at several larger systems that need to be in place in your organization in order to successfully implement the Family PACT Program.  These systems should be carefully examined before you begin implementation to ensure that your organization has the capacity to successfully provide Family PACT services according to the program Standards of Care.
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 Registration

 Operations

 Billing

 Technology

Systems to Examine Prior 
to  Implementation

Presenter
Presentation Notes
First, let’s discuss your organization’s registration system. Remember that initial eligibility determination and enrollment of Family PACT clients takes place at your site when they come in for an appointment. You will want to examine your current process for registering new clients.  For example, do you have a specific person who assists clients in filling out eligibility forms?

Your operations system is something you will also want to look at carefully because it will affect how you implement the Family PACT Program.  For example, you will need to consider your clinic flow; how quickly you can schedule clients for appointments; what staff members will be involved with offering and providing Family PACT services; and your ability to purchase supplies and dispense on-site.

As with other programs, your billing system is critical to assess prior to implementing Family PACT.  In order to have your claims paid in a timely and accurate fashion, all levels of your billing staff will need to be familiar with the Family PACT program, particularly with the unique billing codes used in the Program, and the process for filing claims.

You should also examine your agency’s overall technological capabilities.  You will need to consider such things as the capacity of the computer system you use; your internet access capabilities; your billing software system; and the access your staff members have to computers and the internet.  Increasingly the Family PACT program communicates with its providers via email and makes up-to-date information available 24-hours a day through the Family PACT website at www.familypact.org.  Utilizing resources via the internet is key for optimal program success according to some of the most successful Family PACT providers.
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 Physical space

 Supplies

 Access and Referrals to Ancillary 
Services

 Staffing and staff development

Other Considerations:

Benefits Grid
Family PACT 101, Module Three-Provider Referral and Outreach

Presenter
Presentation Notes
You will want to think about the physical space you have available in your organization.  For example, you need to have secure areas for discussing sensitive client information that ensure client confidentiality in your waiting room, counseling rooms, and examination rooms.

Supplies that you will need may also impact the physical space that you have available.  As a Family PACT Provider, you must have the capability to provide certain supplies and resources on-site such as condoms and other contraceptive supplies, some contraceptive methods, pregnancy tests, and printed educational materials.  You will need to consider the storage or inventory space that is available for these items.  If you don’t already provide these supplies on-site, there may be some start-up costs associated with obtaining these supplies.  Of course, all covered items are reimbursable when dispensed to clients. The Family PACT Benefits Grid is available by clicking the link.

Once you have assessed that you can provide the required services onsite, you may discover that other covered services will have to be provided to clients by referral.  Prior to offering Family PACT services, you must have relationships in place with labs, pharmacies, radiologists, colposcopists, urologists, etc. to enable you to offer the remaining covered services by referral to another Family PACT or Medi-Cal provider.  You will also need to know other providers in your area that provide services beyond the scope of Family PACT, such as primary care services and local organizations that provide mental health, domestic violence, and substance abuse services.  Prior to implementing the Family PACT Program, make sure you have a current referral system in place.  For more information about how to create a referral network for your practice, see the online training entitled ‘Family PACT 101, Module Three-Provider Referral and Outreach’.  You can access this online training module at www.familypact.org or by clicking the link.  

Perhaps one of the most important things to consider before implementing the Family PACT Program in your agency is your staffing capability. You should examine the roles and responsibilities of all levels of staff who will be involved with providing Family PACT services; consider the staff training that may be necessary; and think about general coordination within your agency.  Let’s move on to talk in more detail about staff training needs. You can now open the links.





http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/bengrid_f00.doc�
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Training Basics:

What ALL Staff 
Need to Know

Presenter
Presentation Notes
Initial and on-going staff training is critical for successful implementation of the Family PACT Program.  Let’s look at some basic things all of your staff should know and then move on to look at the specific roles and responsibilities of particular staff members and what their training needs will be.
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 Philosophy and Goals of Family PACT

 Family PACT Standards of Care

 Family PACT Scope of Services

 Family PACT Policies, Procedures and 
Billing Instructions (PPBI)

What Your Staff Should 
Know

Family PACT Standards 
Policies, Procedures and Billing Instructions
Family PACT Overview
Comprehensive Family Planning
Starting Up Family PACT in Your Practice

Presenter
Presentation Notes
Before you begin providing Family PACT services, there are certain things that all of your staff should know.  You might want to consider providing an in-service training to all staff to familiarize them with certain aspects of the Family PACT program.
First, all staff should have an understanding of the basic philosophy and goals of Family PACT. They need to be aware that Family PACT is a comprehensive family planning program and that these services should be provided in an un-biased manner.  
They should also understand the Family PACT Standards of Care and the Family PACT Scope of Services.  Obviously some staff members such as clinicians and billers will need to be more familiar with the detailed services offered by Family PACT, but all staff should be familiar with the basic services offered and understand who may be eligible to be a Family PACT client.  The Family PACT Standards detail the services that are included in the program and the expectations for implementation for enrolled Family PACT Providers.  The Standards are available by clicking the link.
All staff members should also be familiar with the Family PACT Policies, Procedures and Billing Instructions Manual (or the PPBI), as this manual contains the Standards that we just discussed, as well as all of the information needed to successfully implement your Family PACT Program.  Make sure all staff know where to find your hard copy of the manual or how to access it online at the Family PACT website, www.familypact.org.  The PPBI is also available by clicking the link.  Other useful handouts to help orient your staff to the Family PACT Program are Family PACT Overview, Comprehensive Family Planning, and Starting up Family PACT in Your Practice, which are also available by clicking the links. You can now open the document links.





http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/progstand_f00.doc�
http://familypact.org/en/Providers/policies-procedures-and-billing-instructions.aspx�
http://www.familypact.org/_Resources/Documents/PR_FamilyPACTOverview_0208.pdf�
http://www.familypact.org/_Resources/Documents/PR_ComprehensiveFamilyPlanning_0208.pdf�
http://www.familypact.org/Files/PE_StartingUpFamilyPACTInYourPractice7-16-2008.pdf�
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Communication Is Key

 Internal Communication among Staff

 Communication with Clients

 External Communication with 
Community Partners

Presenter
Presentation Notes
Communication is a key component of the Family PACT Program. All staff members involved with the Family PACT Program will need to recognize the importance of good communication. You will need to examine your internal communication system between staff in your agency; how your staff communicates with clients; and the communication your agency has with ancillary services and other agencies in your community.
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Internal Communication

 Between front office and back office 
staff

 Between back office staff and 
clinicians

 Between clinicians and billers

 Between administrators and all staff

Presenter
Presentation Notes
First, let’s talk about internal communication.
To provide the best possible services for your Family PACT clients, it is imperative to have good communication amongst your staff.  Front office staff need to communicate the client’s general information as well as the reason for the visit to back office staff and clinicians.  In turn, back office staff need to communicate with and assist clinicians to provide comprehensive services to the client during their visit.
In addition, in order for services to be accurately documented and to have claims submitted successfully, clinicians need to communicate with billers through your Superbill and other methods to make sure that billers are clear about exactly what services were provided to clients.  Billers also need to have a good communication system set up to discuss any questions they might have, to gain clarification of services from clinicians, or to provide feedback on denied claims so that clinicians can correct information that is being submitted to billers for billing purposes.
Lastly, administrators need to make sure to communicate with all staff to ensure that staff members are updated on changes in the Family PACT Program and provide a mechanism for staff to be able to get questions answered if necessary.
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Communication with 
Clients

 Cultural and Linguistic Competence

 Client-Centered Counseling

 Talking with Males

 Talking with Teens

Cultural Competency Toolkit
Cultural Competency Newsletter
Checklist: Is Our Clinic Welcoming to Teen and Male Clients?
Meeting the Family Planning Needs of Adolescents and Males Webcast

Presenter
Presentation Notes
Next, let’s talk about communication with clients.  Good communication with clients is always important and there are specific things that need to be considered when communicating with Family PACT clients. First, it is important to remember that one of the Family PACT standards is Cultural and Linguistic Competence.  This means that all visits must be provided in a manner that is sensitive to the cultural and linguistic needs of your clients.

It is also important for your staff to know that Family PACT requires counseling with clients to be done in a client-centered manner.  This means communication with the client must start with identifying what the client wants to get from their visit. Providers and staff should then encourage clients to participate in their own care. This can be accomplished by giving clients information that helps them make decisions about their family planning care and to choose the method that is right for them.

The Family PACT Program serves a number of special populations including males and teens.  Talking with male and adolescent Family PACT clients poses specific challenges.  Both have particular needs that have to be taken into consideration when communicating with them about family planning services.  For example, male clients may not be comfortable in a clinic setting and may not know exactly how to ask for what they need.  Your front office staff can make coming to your practice a good experience for that male client by being friendly and extra helpful when finding out the reason for his visit and during the client enrollment process.  Likewise, teens may need to be assured that their visit will be confidential and that they can consent for Family PACT services without involving their parents.   Make sure your staff are sensitive to the needs of all Family PACT clients, including males and teens.  

There are several resources that are available to assist you in providing culturally competent care to your clients.  The Family PACT Program has developed a Cultural Competency Toolkit that provides assessment tools and development strategies for this purpose.  There is also a Family PACT newsletter on this topic, as well as a handout entitled ‘Checklist: Is Our Clinic Welcoming to Teen and Male Clients?’.  In addition, there is a webcast presentation entitled ‘Meeting the Family Planning Needs of Adolescents and Males’ which is available for review on the Family PACT website. These resources are available by clicking the links. You can now open the document links.



http://familypact.org/en/Providers/CulturalCompetency.aspx�
http://www.familypact.org/_Resources/Documents/NL_CulturalCompetency19-11-2007.pdf�
http://www.familypact.org/_Resources/Documents/PR_TeenMale-FriendlyChecklist.pdf�
http://familypact.org/en/Providers/provider-training/family-pact-previously-recorded-webcasts/MeetingTheFamilyPlanningNeedsOfAdolescentsAndMales.aspx�
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External Communication

 Referrals
 Laboratories
 Pharmacies
 Other Medi-Cal or Family PACT Providers
 Other community agencies

Tips for Referring and Rendering Providers
Family PACT Referral
Sending a Family PACT Client to the Pharmacy and Sample Letter
Sample Pharmacy Letter
Sending Family PACT Client Information to the Lab
Primary Care Provider Listing

Presenter
Presentation Notes
As mentioned earlier, referrals are required for specific Family PACT services if you do not provide certain services on-site.  Good communication between your agency and laboratories, pharmacies, radiologists, and other medical or psychosocial service providers is imperative in order to provide comprehensive care to your clients. For example, making sure a lab test of a contraceptive method is a benefit of the program. Remember, according to the Family PACT Standards of Care, if you do not provide certain Family PACT services on-site you will need to be able to refer your clients to another Family PACT or Medi-Cal Provider to receive that care.  Again, this will require that you have an effective referral system in place.

There are several documents that we have developed that can assist you with making effective Family PACT referrals to your community partners.  These documents offer tips to ensure that clients get the family planning care that they are seeking, and that rendering providers are clear about how to provide Family PACT services and receive reimbursement.  The following documents are available by clicking the links: 

Tips for Referring and Rendering Providers;
Family PACT Referral;
Sending a Family PACT Client to the Pharmacy
Sample Pharmacy Letter;
Sending Family PACT Client Information to the Lab; and
Primary Care Provider Listing.

Module three of the Family PACT 101 Trainings also provides more detailed information on how to develop and utilize a comprehensive referral network.

Now, let’s move on to some specific training needs for particular staff members. You can now open the document links.









http://www.familypact.org/_Resources/Documents/PR_ReferringandRenderingProviders_0208.pdf�
http://www.familypact.org/_Resources/Documents/PR_FamilyPACTReferral_0208.pdf�
http://www.familypact.org/_Resources/Documents/CE_Client_to_the_Pharmacy_7-07.pdf�
http://familypact.org/Files/PR_SamplePharmacyLetter10-08_11-21-2008.pdf�
http://www.familypact.org/_Resources/Documents/PR_ClientInformationtotheLab_0208.pdf�
http://familypact.org/Files/PR_PrimaryCareProviderListing8-6-2008.pdf�
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Front Office Staff:

Roles and 
Responsibilities

Presenter
Presentation Notes
First let’s look at the roles and responsibilities of your Front Office Staff.  Front Office staff play one of the most important roles in your Family PACT Program because they are often the first person a prospective or active Family PACT client will speak with when they call on the telephone or when they come in for an appointment.  As such, front office staff are often the “point of entry” into the Family PACT Program and should have a clear understanding of who is eligible for the program and what services are offered.
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 Customer Service Skills

 How to Maintain Confidentiality

 Who is Eligible for the Family 
PACT Program?

 Family PACT Scope of Services

What Do Front Office Staff 
Need to Know?

1-2-3’s of Enrolling Clients

Presenter
Presentation Notes
First, in order to best serve Family PACT clients, front office staff must have good customer service skills, both on the telephone as well as face-to-face.  Help these staff understand that they are the face of your agency and what an important role that is.  Friendly, informative service helps clients feel more comfortable at your site.  

Front office staff need to be particularly knowledgeable about how to maintain confidentiality. Although all medical services should be kept confidential, maintaining confidentiality for Family PACT clients is particularly important.  Therefore, your front office staff must understand the sensitive nature of family planning services, and how important it is to Family PACT clients to maintain their confidentiality.  This includes asking the reason for their visit, as well as discussing personal financial information while determining eligibility, in a way that keeps others from hearing.

Front office staff must also know who is, and who is not, eligible to receive Family PACT services.  Remember that initial screening for eligibility in the Family PACT Program is often done over the telephone and then completion of the eligibility process takes place when the client comes in for an appointment.  Therefore, front office staff must know the Family PACT eligibility criteria and the scope of Family PACT services in order to determine whether or not a client calling for a family planning appointment is eligible for the Program.

The handout entitled ‘1-2-3’s of Enrolling Clients’ can be used to introduce staff to the basics of enrolling potential Family PACT clients and is available by clicking the link. You can now open the document link.



http://www.familypact.org/_Resources/Documents/CE_1_2_3s_of_Enrolling_Clients_7-07.pdf�
http://www.familypact.org/_Resources/Documents/CE_1_2_3s_of_Enrolling_Clients_7-07.pdf�
http://www.familypact.org/_Resources/Documents/CE_1_2_3s_of_Enrolling_Clients_7-07.pdf�
http://www.familypact.org/_Resources/Documents/CE_1_2_3s_of_Enrolling_Clients_7-07.pdf�
http://www.familypact.org/_Resources/Documents/CE_1_2_3s_of_Enrolling_Clients_7-07.pdf�
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 Scheduling Family PACT Clients 
for Appointments

 No Cost to Client for Services

 Client Eligibility Certification 
(CEC) Form

 Health Access Program (HAP) Card 
Activation

What Do Front Office Staff 
Need to Know?

Identifying and Scheduling Family PACT Clients
Client Eligibility Certification (CEC) Form English/Spanish
Client Eligibility Certification Module

Presenter
Presentation Notes
Front office staff will need to know how to schedule Family PACT clients for appointments.   They must be aware of what the Family PACT Standards have to say about scheduling timely appointments for clients.  Every effort should be made to break down barriers that keep clients from getting the family planning care that they need.  The Access to Care Standard states that appointments for clients shall be available within a reasonable time period. The handout entitled ‘Identifying and Scheduling Family PACT Clients’ is a resource that you can use to train front office staff on the basics of identifying, scheduling and enrolling potential Family PACT clients. 

Make sure that your front office staff understand that there is no cost to the client for family planning services if they are eligible for the Family PACT Program.

Depending on the roles and responsibilities of your front office staff, they may need to know how to specifically assist clients with filling out the Client Eligibility Certification (or CEC) Form, and how to activate and deactivate a client’s Health Access Program (or HAP) card. You can download a copy of the CEC form by clicking the link. The Office of Family Planning has developed an online self-study module entitled ‘Client Eligibility Certification and Enrollment’ to assist your staff in understanding how to accurately complete the CEC form.  You can access this module by clicking the link. You can now open the links.








http://www.familypact.org/_Resources/Documents/Receptionist_Decision_Tree_v10.pdf�
http://familypact.org/en/Providers/ClientEligibilityEnrollment.aspx�
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 How to Discuss Emergency 
Contraception (EC)
 Who is a candidate for EC?

 Client indicates problem with their method
 Client asks for EC

 Schedule clients for EC appointments 
the same day

 Refer to office protocol for clients that 
cannot come in to the office

What Do Front Office Staff 
Need to Know?

Presenter
Presentation Notes
As a Family PACT Provider, you are required to provide clients with Emergency Contraception.  As the first point of contact, your front office staff will need to be trained on how to discuss emergency contraception with clients on the telephone or at the front desk.   Front office staff should be trained to recognize clients that might need EC, even if they don’t ask for it outright.   A client is probably a candidate for EC if they call and say “The condom broke last night!” or “I missed 3 birth control pills this week and I had sex without a condom! ”, or “I missed my Depo shot this week and I had sex last night”.  They also may simply call and ask for Emergency Contraception or ‘The Morning After Pill’.   
Front Office Staff should know the importance of scheduling an appointment for clients who request emergency contraception on the same day.  They should also know what to do if the client says they are unable to come into the clinic.  Your office should have a protocol in place that instructs front office staff who to transfer these types of EC calls to.  Other clinical staff can assist these clients in getting the Emergency Contraception that they need.
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Back Office Staff:

Roles and 
Responsibilities

Presenter
Presentation Notes
Now let’s move on to talk about the roles and responsibilities of your back office staff.  Similar to front office staff, back office staff also have specific training needs.
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 Scope of Services/Benefits Grid

 Knowledge of all Family Planning 
Methods

 Maintaining Confidentiality
 Counsel clients in private area

 Protect clients’ written information

 Refrain from discussing clients’ care 
with other staff in open areas

What Do Back Office Staff 
Need to Know?

Benefits Grid

Presenter
Presentation Notes
Back office staff will need to be trained on the Family PACT scope of services and benefits grid.  These staff usually assist the clinicians and some are counselors that explain the different family planning methods to help the client choose the method that is right for them.  Therefore they should be knowledgeable about all of the family planning methods that are available in Family PACT.  The Family PACT Benefits Grid is available by clicking the link.

Like all staff, back office staff should be trained on maintaining confidentiality.  This includes discussing personal medical and sexual history and the reason for the client’s visit in a confidential area, such as an exam room. Protecting the client’s written information is also important.  Charts should always be in a secure place  and should be placed in door pockets face-in so that names are not visible to other clients walking down the hall.  Staff should refrain from casually discussing the details of a client’s care in open areas where other clients can hear.  Because of the sensitive nature of family planning services, it is important for all staff to understand their role in maintaining client confidentiality. You can now open the document link.







http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/bengrid_f00.doc�
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What Do Back Office Staff 
Need to Know?

 Education and Counseling
 Client assessment
 Explanation of procedures and services
 Family planning method education
 Pregnancy test results counseling
 Psychosocial counseling issues

 Referrals and Follow-Up

 Medical Record Documentation

 Superbill
Family PACT Standards-Education and Counseling Services
Family PACT Superbill

Presenter
Presentation Notes
Certain members of your back office staff will be providing education and counseling.  They should be trained on how to conduct appropriate, client-centered counseling sessions.  The Family PACT Standards provide guidelines for required education and counseling services for women and men to promote optimal reproductive health and to help clients clarify personal family planning goals.  Education and counseling services include client assessment and personal history taking; explanation of clinical procedures and services, including STI services; family planning method education; pregnancy test results counseling.  This standard also includes screening of psychosocial issues such as domestic violence, substance abuse or other mental health issues.  Clients who require additional counseling for psychosocial issues should be referred to appropriate agencies that provide those services.  Education and Counseling services can be provided by any trained member of your staff for reimbursement.  For more information, you can review the Family PACT Education and Counseling Standards by clicking the link.  Scroll down to item G where the Education and Counseling Standard begins.

Back office staff should also be well versed in your referral system, including knowledge of your local referral network, how to make an effective referral, where clients are referred, documenting referrals made and the follow-up process your agency has in place to ensure that referrals were completed.  

Back Office staff also need to be trained on proper medical record documentation, including how to document services on your agency’s superbill.  The Superbill is an important communication tool in the Family PACT program.  All program benefits and services are listed on the Superbill. A sample Family PACT Superbill that you can modify is available at www.familypact.org and is also available by clicking the link.

All of these Back Office systems should be considered by your Family PACT program administrator and clinical director to make sure that your back office is set up to provide quality comprehensive Family PACT services to your clients. You can now open the document links.







Embed:
Education and Counseling


http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/progstand_f00.doc�
http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/progstand_f00.doc�
http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/progstand_f00.doc�
http://familypact.org/Files/Provider/Provider Resources/Superbill_2008_111408v.xls�
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Clinicians:

Roles and 
Responsibilities

Presenter
Presentation Notes
Clinicians are key to back office operations and key to providing Family PACT clinical services to clients.  All clinicians need to be trained in specific clinical areas related to the program.
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 Scope of Services

 Benefits Grid

 Evaluation & Management

 Education & Counseling

 Referrals

What Do Clinicians Need to 
Know?

Benefits Grid
Benefits Update Workshop

Presenter
Presentation Notes
In order to provide appropriate family planning care to clients, clinicians need to be familiar with the scope of Family PACT clinical and preventive services.  These services include family planning methods and related services, sexually transmitted infection screening and treatment, screening mammograms, management of abnormal pap smears, and management of urinary tract infections for female clients only. 
It is important that all Family PACT clinicians become familiar with the Benefits Grid, which is a user-friendly tool that quickly identifies covered services in Family PACT.  The Benefits Grid is available by clicking the link.
Most clinicians are already familiar with evaluation and management codes, (or E & M codes) for office visits.  In Family PACT, counseling visits can also be documented with education and counseling codes, (or E & C codes). Clinicians should be aware of how to use both E & M and E & C codes to accurately characterize visits and to receive maximum reimbursement.  Additional training for clinicians on program benefits is available in the online training module ‘Benefits Update Workshop’ at www.familypact.org.  You can also access that module by clicking the link.
Clinicians should also be aware of your agency’s referral system.  This includes the ancillary services and community agencies that are available for referrals for Family PACT services that are not offered at your site or other services that are beyond the scope of the program. You can now open the links.

http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/bengrid_f00.doc�
http://familypact.org/en/Providers/provider-training.aspx�
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 Clinical Practice Alerts

 Family PACT Bulletin Updates

 Medical Record Documentation

 Use of Superbill

What Do Clinicians Need to 
Know?

Clinical Practice Alerts
Family PACT Bulletin Updates
Family PACT Superbill

Presenter
Presentation Notes
The Office of Family Planning publishes Clinical Practice Alerts, which are guidelines about key clinical issues in the Family PACT Program.  The Clinical Practice Alerts provide clarification or additional information to that found in the PPBI.  Clinical Practice Alerts are distributed about four times per year and are available on the Family PACT website, or by clicking the link. 
Clinicians also need to be made aware of changes that occur in the Family PACT Program, particularly to services that may be added or services that are no longer available. This information can be found in the monthly Family PACT Bulletin Updates.  It is imperative that all staff, including clinicians are kept abreast of changes in the program. You can view recent Family PACT Bulletin Updates on the Family PACT website at www.familypact.org or by clicking the link.
Lastly, clinicians need to make sure that they understand how to document services on the superbill and that they understand the required medical record documentation for the Family PACT Program.  Medical records should include sufficient detail to document the services that the client receives, and justify the time that is spent with the client.  This documentation also justifies the claims that are submitted for reimbursement.  It is the responsibility of the clinician to mark on the Superbill all of the services provided to the client.  Many Family PACT agencies create a separate Family PACT Superbill that lists only Family PACT services.  This helps clinicians provide family planning services in accordance with Family PACT benefits and can reduce mistakes that lead to denials for submitted claims.  A sample Superbill that you can modify for your site is available by clicking the link. You can now open the document links.





http://familypact.org/en/Providers/clinical-practice-alerts.aspx�
http://files.medi-cal.ca.gov/pubsdoco/all_bulletins.asp?Type=fpact�
http://familypact.org/Files/Provider/Provider Resources/Superbill_2008_111408v.xls�
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Billing Staff:

Roles and 
Responsibilities

Presenter
Presentation Notes
Billing staff play an important role in the Family PACT Program and have very specific training needs.  Let’s review the roles and responsibilities of billing staff in Family PACT.
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 Scope of Services

 Benefits Grid

 Uniqueness of Family PACT 
billing/coding

 How to use Superbill

 Claims Submission 

 Feedback to clinicians

What Do Billing Staff Need 
to Know?

Benefits Grid
Family PACT Superbill

Presenter
Presentation Notes
Your billing staff need to know the Family PACT Scope of Services, meaning what is a covered benefit and what is not.  They should be familiar with the Benefits Grid and know how to find benefits related to specific methods or other program services on the grid.  They should also understand the uniqueness of the billing S-codes used in the Family PACT Program.  
Your billing staff will need to know how to use a superbill to fill out claim forms. In addition, your billing staff will need to know about Family PACT claims submission and how to deal with claims that may be denied.   As mentioned earlier in this module, billers need to have a way to communicate effectively with clinicians about superbill documentation and how it affects the claim completion and reimbursement process. This kind of feedback to clinicians will help reduce the number of mistakes on Superbills and can help reduce the number of denied claims for your agency.  Again, the Benefits Grid and Superbill are available by clicking the link. You can now open the document links.





http://files.medi-cal.ca.gov/pubsdoco/publications/masters-mtp/fpact/bengrid_f00.doc�
http://familypact.org/Files/Provider/Provider Resources/Superbill_2008_111408v.xls�
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Clinic Administrators/
Managers:

Roles and 
Responsibilities

Presenter
Presentation Notes
Since clinic administrators and managers are usually responsible for implementing the Family PACT Program and/or integrating Family PACT into existing services, let’s recap what information is necessary for administrators and clinic managers to be familiar with. 
Generally, administrators and managers are also responsible for disseminating appropriate Family PACT information to all levels of staff.  As such, they need to be trained on all areas of the Family PACT Program.
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 Family PACT Standards

 Policies, Procedures and Billing 
Instructions

 Scope of Services

 Clinical Practice Alerts

 Education and Counseling

 Medical Record Documentation

What Do Clinic 
Administrators/Managers 

Need to Know?

Presenter
Presentation Notes
Clinic administrators and managers should be aware of the Family PACT Standards, as they provide the framework and parameters for expected provider performance, service delivery, and quality improvement.  The Standards also establish the scope, type and quality of care required by the Family PACT Program and the terms and conditions under which the services will be reimbursed.  As a Family PACT provider, you have entered into a contract with the State of California to provide the services according to these Standards.
Administrators and managers should also be familiar with the format and contents of the Policies, Procedures and Billing Instructions Manual or the PPBI.  This is the first place to look when you have questions about the program.  Administrators should also make sure that key staff members know where to access the PPBI for reference about the program.  Staff should have access to a hard copy in the office or will need computer access to view it online.
Administrators should be a resource for other staff by being knowledgeable about the Family PACT Scope of Services, Benefits Grid, and Clinical Practice Alerts.   It is also important that they understand the difference between evaluation and management visits and education and counseling visits, as well as the advantages of using either.  Administrators and managers should be clear about the necessary medical record documentation required by the Family PACT Program.  As stated previously, medical records should include sufficient detail to justify the time that is spent with the client and the scope of services provided to the client.  This is reiterated here to emphasize that clinic administrators should create a systematic way to train all staff regarding these requirements and to create a system to periodically review charts and Superbills, etc.  for accuracy and completeness.
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Clinic Administrators/Managers  
(Cont’d.)

 Referrals
 Referral Network Sheet

 Referral Network Sheet Instructions

 Outreach Strategies

 Communicate Information to Other   
Staff Members

Referral Network Sheet
Referral Network Sheet Instructions
Tips for Effective Outreach
Reaching Out for Success: Family PACT Provider Guide for Effective Outreach

Presenter
Presentation Notes
As mentioned elsewhere, clinic administrators and managers will need to be aware of how to develop a comprehensive referral network. This will ensure that Family PACT clients receive comprehensive care in addition to the family planning services offered through the Family PACT Program.  Family PACT has developed a useful tool called the Referral Network Sheet (plus a Referral Network Instruction form) that you can use to develop your referral network.  Administrators need to designate a staff member to research local resources for Family PACT services that you don’t provide, as well as other primary care or social services that are beyond the scope of Family PACT.  This designee should update the list at least every 6 months to make sure that it stays current.   The Referral Network Sheet and Instructions are available by clicking the link.

Administrators and managers may also be responsible for developing outreach strategies to market Family PACT services to the appropriate client population and to assist in increasing your Family PACT client base. Family PACT has developed several resources to assist you in your outreach efforts, including a handout entitled ‘Tips for Effective Family PACT Outreach’ and a comprehensive guide entitled ‘Best Outreach Practices – Reaching Out for Success: Family PACT Provider Guide for Effective Outreach.’ These resources are available by clicking the link. 

Perhaps most importantly, clinic administrators and managers need to develop ways to communicate information about the Family PACT Program to all other staff members and ensure that staff are receiving appropriate updates and information on any changes in the Family PACT Program. Often times, this can best be achieved by discussing the Family PACT Program on a regular basis at staff meetings or clinic team meetings.  Let’s discuss program updates in more detail. You can now open the document links.







http://www.familypact.org/Files/PR_ReferralNetworkSheet7-14-2008.xls�
http://www.familypact.org/Files/PR_ReferralSheetInstructions7-14-2008.pdf�
http://www.familypact.org/_Resources/Documents/RE_Outreach_Tip_Sheet_2007Sep14.pdf�
http://www.familypact.org/_Resources/Documents/061117 Best Outreach Practices -  submitted to OFP.PDF�
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Clinic Administrators/Managers  
(Cont’d.)

 Communicate Family PACT Bulletin 
Updates to Staff
Obtain monthly bulletin at 

www.familypact.org
Update your hard copy of the PPBI
Distribute information to staff 
front and back office staff
clinical staff 
billing staff

Family PACT Bulletin Update

Presenter
Presentation Notes
A very important system for clinic administrators and managers to consider is the timely dissemination of updated Family PACT Program information to all appropriate staff.  As previously stated, all changes to the Family PACT Program are communicated to providers monthly through the Family PACT Bulletin Updates.  This is the official mechanism that is used to communicate updates in the program to all Family PACT providers.  Administrators should create a system where they, or their designee check the Family PACT website, www.familypact.org, once a month and download a copy of the Family PACT Bulletin Update.  
Administrators should read and be familiar with all information contained in the Bulletin.  They should then review the last page of the Bulletin and identify the pages of the PPBI that will need to be replaced to reflect the changes outlined in the Bulletin.  Then administrators, or their designee, should update all hard copies of the PPBI in your office by replacing the identified pages.  
Distribute changes to all staff members and emphasize information as appropriate to different levels of staff.  Some changes will affect front or back office operations.  Changes in medical services need to be given to your clinicians.  Make sure to provide them with an updated Benefits Grid and Superbill to ensure that they are ordering services in accordance with the revised covered benefits. 
And lastly, distribute all changes to billing staff so that they are sure to use the most updated information to submit your claims for reimbursement.

You can view a recent Family PACT Bulletin Update by clicking the link. You can now open the document link.


http://www.familypact.org/�
http://files.medi-cal.ca.gov/pubsdoco/all_bulletins.asp?Type=fpact�
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On-Going Staff 
Development

Presenter
Presentation Notes
Now let’s briefly discuss the need for on-going staff training.  Due to staff turnover or changes in the program that need to be relayed to current staff, there is always a need for on-going training and staff development.
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On-Going Trainings

 Create system for staff training
 Conduct regularly scheduled meetings 

and in-services
Carve out specific amount of time to discuss 

Family PACT
Review Family PACT Bulletin Updates
Ask each level of staff to give brief update
Ask billers to discuss common denials
Periodically review charts and provide 

feedback to staff

Presenter
Presentation Notes
Most successful Family PACT Providers create systematic staff training activities that are ongoing and inclusive of all staff.  Conducting regularly scheduled meetings where all staff come together to discuss issues and to disseminate information is critical.  Some agencies meet weekly, some bi-weekly and some monthly.  Whenever you meet, carve out a specific amount of time to discuss Family PACT.  Review the Family PACT Bulletin as a group and discuss how you will implement the changes that are addressed.  Have each level of staff give a brief update of how things are going in their area of the program.  Ask billers to discuss common denials and brainstorm ways to improve your documentation and communication between staff. Administrators should periodically review charts to make sure that documentation is in order and provide feedback to staff as needed.  These simple suggestions have improved the way that many agencies implement their Family PACT program.   These agencies have increased the efficiency of the services offered and have improved their reimbursement rates by staying current on program changes and program policy as detailed by the Office of Family Planning.
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 Provider Orientations

 Provider Regional Forums

 Special Interest Trainings

 Audio Teleconferences

 On-Line Trainings

 On-Line Educational Modules

On-Going Trainings

Family PACT Training Opportunities 

Presenter
Presentation Notes
Another way to train your staff is to take advantage of the training opportunities that are available to all enrolled Family PACT Providers.  The Office of Family Planning has designed a number of training events and training tools that can be used by an agency to assist in meeting staff training needs. You can now open the document link.

First, there are Provider Orientation and Update Sessions held throughout the year in different areas of the state.  These day long trainings are open to any level staff member and offer an overview of the administrative and clinical aspects of the Family PACT Program.  Separate afternoon sessions cover the Clinical Practice Alerts and administrative and billing issues.

Provider Regional Forums are four hour face-to-face trainings held throughout the year in different areas of the state that focus on particular topics relevant to the Family PACT Program.

Special Interest Trainings are held either in a face-to-face venue or via webcast and are generally clinical in nature.  The Office of Family Planning also conducts various audio teleconferences throughout the year to disseminate current information to providers.  Past webcasts and audio-teleconferences are available on the Family PACT website as online trainings.

In addition to these previously recorded trainings, there are a number of self-study online modules that have been developed by the Office of Family Planning to assist in your training needs and are available on the Family PACT website.  You can access information about all of the training opportunities that are available on the website by going to Providers, then Provider Training at www.familypact.org, or by clicking the link.



http://familypact.org/en/Providers/provider-training.aspx�
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Other Important Resources

 Family PACT Website:  
www.familypact.org
Client Education Materials
Cultural Competency Toolkit
Training Calendar of Events
Training Registration Information
Newsletters
Family PACT Statistical Information

Presenter
Presentation Notes
The Office of Family Planning provides a number of other important resources for Family PACT Providers.  In addition to provider training resources, there are many other resources and information on the Family PACT website, www.familypact.org.  It is suggested that all staff become familiar with the website.  Examples of what you will find on the website are:
printable client educational materials, 
the Cultural Competency Toolkit, 
the current training calendar of events
registration information for all upcoming training events, 
Family PACT quarterly newsletters containing relevant topics about the Family PACT Program that can be shared with all staff, 
as well as all statistical information on the Family PACT Program, such as the Family PACT Annual Report or other research studies about various aspects of the program.

http://www.familypact.org/�
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Provider Support Services
 Toll-Free Provider Resource Line   

1-877-FAMPACT

 Office of Family Planning                 
1-916-650-0414

 Office of Family Planning – Email      
fampact@cdph.ca.gov

 EDS (Electronic Data Systems)         
1-800-541-5555

Presenter
Presentation Notes
In addition to the Family PACT website, there are several other Provider Support Services available to Family PACT Providers.  For general questions, you can call the Toll-Free Provider Resource Line at 1-877-FAMPACT.  For program or policy questions you can call the Office of Family Planning at 1-916-650-0414.  The preferred method of contact for the Office of Family Planning is via email at fampact@cdph.ca.gov.  And for assistance with billing, claims, Internet or POS device problems, or HAP card issues, you can contact EDS at 1-800-541-5555.  

mailto:fampact@cdph.ca.gov�
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Upon exiting this module, if you have 
not already done so, please download 
the Evaluation Form by clicking the 
link below and email the completed 

form to:

familypact@cfhc.org

Or fax the completed form to:
(213) 368-4428

Thank You!
Evaluation Form

Presenter
Presentation Notes
You have now completed  the module Implementing the Family PACT Program: A Training Guide for New Family PACT Providers. We hope this has been a useful guide to help you assess your readiness to implement the Family PACT Program and to help develop some training guidelines for your staff.  Upon exiting the module, if you have not already done so, please download the Evaluation Form by clicking the link.  Email your completed form to familypact@cfhc.org or fax your completed form to 213-368-4428 to receive your certificate of participation.  Thank you! You can now open the document link.



mailto:familypact@cfhc.org�
http://www.familypact.org/Files/Implementation Module/OM_IMP_ImplementationModuleEval_8-08_8-22-2008.doc�
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