Utilizing Culturally Appropriate Messaging System to Provide Equitable Healthcare
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= Half of the patients forget to attend their appointment unless they receive a reminder. T g H_Bém,m% s reminders.

®  Reminder phone calls take staff ~3 hours/day and include COVID screening. Hggz%%gﬁ C
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appointments, but they are only available in English. 082000 ' " /‘

®  Because 80% of Carefirst patients speak Chinese and have limited English ability, \‘Hl EQUITY
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Objective

m 81.3% of patients strongly agree / agree that having a

®  To provide equitable healthcare by using automated reminder systems that are

culturally appropriate for the intended population in order to: Db Ehr g o e o Chinese text message reminder was important in allowing
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The reminder text system was integrated into the Electronic Medical Record (EMR) on a & & O 1 SR result of using the new SMS text messaging system.
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® A message reminder (in Chinese and English) was sent to the patient’s mobile phone De— D— D— _ Future Directions
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® |fthe patient agreed, another reminder was sent 2-days prior to their appointment date. message = Incorporate patient’s feedback obtained through surveys to
= For in-person appointments, a COVID screening link was also sent 1-day prior to the -~ ~ improve the messaging system.
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= All patients' text responses, including appointment confirmation and COVID screening s the patient experiencing any symptoms: {"None of the above"] - of the 5M> reminaers.
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= |f the patient declines consent or fails to respond to the message, our staff will then call T o e e e o WITIONT eaTing sppropriste =T and healthcare systems that require culturally appropriate
the patient to remind them of their appointment and conduct the COVID screening. Figure 7. COVID screening response integrated into EMR reminders to ensure equitable access to care.
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