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CASE STUDY SPOTLIGHT
Zufall Health Community 
Health Centers  

Type
Federally Qualified Health Center

Location
Dover, NJ

EHR
eClinicalWorks

41,497
patients

 ■ 87.9% of patients at or below 200% 
Federal Poverty Guideline

 ■ 66.4% of patients are best served 
in a language other than English

 ■ 51.6% of patients are uninsured

Patient Strategies Clinician/Staff Strategies

 ■ Patient reminder or recall/in reach
 ■ Patient education 
 ■ Reducing client out-of-pocket costs
 ■ Navigator/Community Health Worker
 ■ Automated campaigns
 ■ Patient incentives

 ■ Provider reminder or recall 
 ■ Provider education
 ■ HIT interventions dashboard
 ■ Standing orders
 ■ Follow up to abnormal (positive) FIT

Background
In 2015, Zufall Health Community Health Centers’ 
(Zufall Health’s) colorectal cancer (CRC) screening 
UDS rate was 50%. Zufall Health prioritized CRC 
screening after engaging with the Screen NJ 
Initiative and identifying a burden on individual 
providers managing the entire CRC screening 
process on their own.

Results
By employing CRC screening navigators as 
additional support for providers, completing 
follow-up colonoscopies, and provider feedback/
assessments, the health center increased its UDS 
CRC screening rate to 65% in 2019. 
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Evidence-based Strategies and Innovations
Zufall Health used multiple strategies to improve its CRC screening rates and processes. The health 
center credits employing six CRC screening navigators who dedicated r time to providing support to 
the practice in conducting outreach, education, and follow-up of patients due for CRC screening as 
essential to their success. Additional patient-focused strategies include patient education, reminders, 
reducing out-of-pocket costs, and patient incentives. Clinician and staff-focused strategies include 
educating staff and providers and using dashboards to track progress. The health center shared the 
following summary of solutions and lessons learned while improving CRC screening in their practices:

CRC Screening Navigation

Over the last several years, Zufall Health has been funded to provide CRC screening and navigation 
at seven of their locations by Screen NJ, an initiative between Rutgers Cancer Institute of New Jersey 
and the New Jersey Department of Health to increase CRC screening rates. Zufall Health’s six CRC 
screening navigators are medical assistants (MAs) who receive special training to conduct outreach, 
communicate with, and follow up with patients throughout all steps of the CRC screening process. 
The CRC screening navigators also work very closely with and provide additional support to the 
primary care providers. Navigators receive specialized training on the importance of CRC screening, 
current practice guidelines, health center screening rates, and practice workflow for ordering tests, 
communicating with patients and providers, and following up with patients with their test results.

Reducing Patient Out-of-pocket Costs

The Screen NJ Initiative also helps subsidize the cost of FITs and colonoscopies so that the cost is not 
a burden to the patient.

FIT Champions

The CRC screening navigators are empowered to remind providers about patients who are due for 
CRC screening. They reinforce the Clinical Decision Support System (CDSS) alerts in the EHR, which 
identify patients due for screening. They also remind providers to order the FIT or colonoscopy by 
entering the standing orders for the providers when rooming the patient.

The CRC screening navigators receive specialized training that enables them to speak with patients 
about the importance of CRC screening. When the provider meets with the patient, the educational 
message is reinforced, and that helps patients to better understand why they should complete the 
screening test.

https://screennj.org/
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Peer Learning and Mentoring

The CRC screening navigators meet at least quarterly to discuss how best to encourage patients 
to return their FITs and follow through with colonoscopy if needed. The more experienced CRC 
screening navigators facilitate the discussions and are also champions within the practice to ensure 
that providers and front desk staff are aware of workflows for distributing and receiving FIT kits. The 
quality improvement process of using Plan-Do-Study-Act (PDSA) cycles of change for implementing 
evidence-based interventions is discussed. For example, screening navigators might volunteer to test 
the process of mailing FIT to patients that are due or overdue for screening. During these meetings, 
the team shares successes and ideas that have worked at their site for implementation at other sites.

Dashboards

Quarterly reviews of the health center’s CRC screening dashboards and providing shout-out  
“gold stars” to teams with the highest results helps to motivate providers and teams to outperform 
each other and continuously improve their outreach and follow up with patients to complete their 
screenings.

Text and Voicemail Messaging Campaigns

Zufall Health uses the Luma Health text and voicemail messaging platform, coupled with an EHR-based 
patient registry, as an initial reminder to encourage patients to schedule their appointments for CRC 
screening. The messages lead with, “Our records show it is time for your colorectal cancer screening.” 
By using an automated messaging campaign first, it helps reduce the number of calls that the CRC 
screening navigators need to make to follow up with patients who are due for screening but haven’t yet 
scheduled their appointments.

Front Desk Staff Training

The practice trains the front desk staff on how to greet and assist patients who bring completed kits 
back to the office and where to drop them off when returning them.

Contactless FIT Drop-off Boxes

During the COVID-19 pandemic, Zufall Health set up several contactless drop-off boxes where 
patients can return their completed FIT without entering the building.

Patient Incentives

The practice provides $10 gift cards to all patients who return their completed FITs to the practice. 
The CRC screening navigators promote incentives to patients when providing them with instructions 
about how to do the test.
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Positive FIT Dashboard

The focus of the Positive FIT dashboard is to enable follow-up with patients who have positive (or 
abnormal) FIT results. Within one week of receiving positive or abnormal FIT results, CRC screening 
navigators call patients and assist them in scheduling their follow-up colonoscopy.

Tools Shared
 ■ Contactless FIT drop-off box (photograph provided) – Appendix CS10-1.
 ■ Sample positive FIT dashboard used for quality improvement – Appendix CS10-2.
 ■ Standing order policy for MAs – Appendix CS10-3.
 ■ PowerPoint for MA training – Appendix CS10-4.
 ■ Sample patient text and voicemail reminders – Appendix CS10-5.
 ■ Sample quarterly patient newsletter with an article about FIT incentive – Appendix CS10-6.

 Interviewees
Rina Ramirez, MD 
Chief Medical Officer 
Zufall Health Community Health Centers

Kathleen Felezzola, RN 
Director of Nursing 
Zufall Health Community 
Health Centers

Kathy Orchen, PA, MPH, MS 
Quality Assurance  
Program Manager 
Zufall Health Community 
Health Centers
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CASE STUDY APPENDICES
CS10-1
Contactless FIT drop-off box
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CS10-2
Sample positive FIT dashboard used for quality improvement
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CS10-3
Standing order policy for MAs
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CS10-4
PowerPoint for MA training
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CS10-5
Sample patient text and voicemail reminders

Text Message

English Our records show it is time for your colorectal cancer screening. Please call {{FACILITY_
TELEPHONE}} to schedule an appointment.

Spanish Nuestros registros indican que es tiempo de hacer su examen para detección de 
cáncer de colon. Por favor llame al (telephone number in Spanish) para hacer su cita.

Voice Message

English 
Our records show it is time for your colorectal cancer screening. Please call {{FACILITY_
TELEPHONE}} to schedule an appointment. Once again, the telephone number is 
{{FACILITY_TELEPHONE}}.

Spanish
Nuestros registros indican que es tiempo de hacer su examen para detección de 
cáncer de colon. Por favor llame al (telephone number in Spanish) para hacer su cita. 
Otra vez, el número de teléfono es (telephone number in Spanish).
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CS10-6
Sample quarterly patient newsletter with article about FIT incentive


