
or to view the 2017 Annual Report, visit 
www.primaryonehealth.org.

The 2018-2020 PrimaryOne Health 
officers are: Candi Pringle, Board chair; 
Jacqueline Downey, Chair-elect; Sean 
Grant, Treasurer; Winnie Taylor, Secretary 
and Carole Anderson,  Immediate- 
past chair. 

PrimaryOne Health hosted its Annual 
Meeting and Reception at the beautifully 
renovated Columbus Metropolitan Library 
on May 14, 2018. The event provided the 
Board and staff an opportunity to present 
their 2017 accomplishments, introduce 
new officers, share upcoming initiatives  
and recent partnerships with the Central 
Ohio community.

The outgoing Board chair, Carole Anderson 
provided information on accomplishments 
and program expansions. Ms. Anderson 
shared that the organizations’ revenue 
for 2017 exceeded $38 mil l ion and 
expenditures were just under at $37.9 
million. She also praised the leadership on 
increasing cash on hand (reserves) from 
55 days in 2016 to 75 days in 2017. “Our 
unduplicated patients in 2017 increased to 
45,616 from 38,800 in 2016. This growth 
was intentional to meet the unmet and 
critically important dental and behavioral 
heal th  needs of  our  Centra l  Ohio 
community, said Anderson. In addition, 
we were able to assist more of our patients 
and increase revenue to provide additional 
health care services for the un/underinsured 
members of our community through 
our 340B Prescription Drug Program.” 
PrimaryOne Health patients have saved 
more than $9.8 million in prescription drug 
costs in 2017.

Charleta B. Tavares, PrimaryOne Health 
CEO shared additional information on 
the organization’s awards and recogni-
tion during 2017 which included 1st and 
2nd Place wins at the National Associa-
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tion of Community Health 
Centers’ (NACHC) confer-
ence in San Diego. The first 
place award from more than 
100 entries was a research 
project titled, “Impact of a 
Pharmacist-Provided Spi-
rometry Service on Access 
to Results in a Primary Care 
Setting” and the 2nd Place 
award in the Innovative Proj-
ects category titled, “Bring-
ing Community Partners to-
gether to Address Unspoken 
Realities of Chronic Disease 
and Food Insecurity”. The 
organization also received the 2017 Ad-
vocate of the Year award from the Ohio 
Association of Community Health Cen-
ters (OACHC) at their Spring Conference 
in Columbus. Their work in advocating for 
Community Health Center funding at the 
Federal level with members of Congress 
were highlighted. For more information  

2018 Annual Meeting Welcomes New Leadership
By Charleta B. Tavares, CEO
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PrimaryOne Health Discount  
Prescription Drug Program 

PrimaryOne Health Discount Prescription Drug 
Program is a program which allows our patients 
to receive a major discount on their medication 
from 60% to even FREE. If you are a patient call  
(614)-645-5500 and become eligible for this life saving 
deal. If you cannot afford a copay come see any of 
our providers and you will be eligible to get a 90-day 
supply of medicine for FREE. Some of our contract 
pharmacies are Kroger, Walgreens, Schieber, MVP 
Pharmacy & Refill Rx. We saved our patients a total of 
more than 17 million dollars since 2015. 

ToTal NeTwork  
saviNgs for our  

paTieNTs
•	2016 –	$5 million
•	2017	–	$10 million
•		January	2018	through		

March	2018	–	$2.5 million

PrimaryOne Health’s newsworthy information2nd Quarter 2018
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Is Patient Satisfaction and Patient Experience the Same?
patients feel. It is what creates loyalty 
and turns patients into ambassadors for 
organizations; in our case for PrimaryOne 
Health. It is larger than one moment  
of care. 

A final point to emphasize about the 
patient experience definition is that it uses 
the word “perceptions”. Patients generally 
are not familiar with care quality measures. 
They do not typically know if protocols 
were followed or whether evidence-based 
practices were used. What they do know 
is how PrimaryOne Health employees 
(and a specific Site) made them feel while 
providing them care. This means that a big 
part of what defines PrimaryOne Health’s 

patient experience is patient perception.

Every single employee at PrimaryOne 
Health impacts our patient’s experience. 
Patient’s, of course, do share stories about 
their healthcare experiences. They tell their 
family how they were treated during their 
time at PrimaryOne Health. They offer an 
opinion when a co-worker is looking for a 
new physician. Or they share with friends 
their story of being referred to a specialist 
and what the experience was like. How 
PrimaryOne Health is represented in our 
patient stories depends on the overall 
patient experience you deliver. Therefore, 
the actions of all of us needs to contribute 
in a positive way to the patient experience.

MCO Days

Did you know that in 
2017 our PrimaryOne 
Health dentists 
checked more than 
602,240 teeth. 

PRIMARYONE HEALTH FUN FACTSFun FAcTs
Back to school — 8am-2pm
August 18th with CareSource  
2300 W. Broad St. Health Center
Child Well-Visits and Immunizations

Fall into Good Health
October 13th with Buckeye Health Plan 
3433 Agler Rd. Health Center
Well-Visits & Flu Vaccines

Tis the season
December 8th with UnitedHealthcare  
1180 E. Main St. Health Center
Diabetes, Well-Visits & Flu Vaccines

The pat ient  exper ience concept is 
often misunderstood in the healthcare 
industry. Many people have a tendency 
to confuse “patient experience” and 
“patient satisfaction.” They either use 
the two terms in terchangeable  or 
incorrectly. Unfortunately, this leads to 
a lot of organizations ticking the patient 
experience box when they aren’t actually 
giving attention to the whole patient 
experience. It is important to realize patient 
satisfaction and patient experience are 
not the same thing. Patient satisfaction is 
a measure of the extent of a single event 
or multiple events to which a patient is 
content with the health care which they 
received from their health care provider. 

A good definition of patient experience 
is: Patient experience is the sum of all 
interactions, shaped by an organization’s 
culture, that influence patient perceptions 
across the continuum of care. Also, as 
this definition points out, the patient 
experience goes beyond whether or not 
a patient was satisfied with a particular 
instance of care. A patient that had 
blood drawn for a lab test might say the 
procedure was satisfactory because 
LabCorp was pleasant and the blood draw 
was completed in one attempt. While it 
is all well and good that the patient was 
not dissatisfied, this single instance does 
not define the entire patient experience. 
Patient experience is about the overall 
perception and emotional connection 

To schedule an appointment 
call 614-645-5500 then press *

4th  Annual Healthcare Justice Awards 

A day to celebrate individuals and providers 
in our community who are eliminating health 
disparities, expanding access to health care 
and wellness and breaking down cultural and 
social barriers. 
Do you know someone who fits this description? 
Let us know by nominating them today.
www.primaryonehealth.org

Wednesday October 31, 2018 — 11:30AM-1PM 
Hilton Easton 3900 Chagrin Dr.



Behavioral Health
This past quarter has 
been an exciting one 
f o r  o u r  B e h a v i o r a l 
Health (BH) department. 
T h e  P a i n  R e c o v e r y 
Program (PRP) began 
with its second cohort 
of  pat ients .  PRP is  a 
treatment program for 
patients with chronic 
pain. We now know that 
opioid medications not only can create 
dependence and addiction when used 
long term but that they actually make the 
pain worse! This program uses cognitive 
behavioral therapy in conjunction with 
education about their brain and pain which 
can improve their functioning.

Our BH team also began rolling out our 
Trauma-Informed Care initiative (TIC). Our 
first goal will be to train all new and existing 
staff in TIC and why it’s important to the 
care we provide our patients. 

Further, our Medication-Assisted Program 
(MAT) expanded into the 1905 Parsons 
Avenue site. Adding this location will allow 
patients who live on the Southside to 
receive medication and counseling to help 
treat their Opioid Use Disorder (OUD).

Finally, PrimaryOne Health had a team at 
the NAMIWalks on June 9th. This team 
endured the heat to complete a 5k walk 
to increase awareness of mental health 
conditions and resources to assist families. 

PrimaryOne Health Hosted Their First Baby Shower
The Women’s Health centeringPregnancy® 
team at PrimaryOne Health hosted their first 
Baby Shower. The event was sponsored by 
several community stakeholders such as 
CareSource, Paramount, UnitedHealthcare, 
Buckeye Health, Walmart, Resch’s Bakery, 
and Kroger with participation of Columbus 
Public Health, Stowe Pregnancy Resource 
Center, Little Hands, Moms2B, Community 
Development 4 All People and many others. The baby shower 
raffled off 35 plus items. Women won strollers, high chairs, Whale 
baths with baskets, baby bags full of bottles, diapers, a car seat and 
many more items.

Women listened to PrimaryOne Health’s very own Jangus Whitner, 
one of our Pharmacy staff discuss safe medications for mothers 
and their babies. The Behavioral Health staff discussed Post-Partum 
depression and gave away a Post-Partum gift basket filled with 
things for soon-to-be mothers. Columbus Public Health spoke 
about Safe Sleep and Car Seat safety, giving away another great 
gift basket. After the women had lunch the Women Infant Children 
(WIC) staff provided information on services and nutrition with 
the last speaker providing a gift basket. The women walked away 
with bags full of items. Liza Ortiz an expecting mother said, “They 
really take the time to help mothers. You really can’t go wrong the 

doctors are great and they offer great 
services.” Karriejoi Coit, Centering 
Coordinator said, “I am thankful to all 
that helped centeringPregnancy give 
this amazing baby shower. I am grateful 
to be able to serve the women.”

centeringPregnancy is an evidence-
based care model that PrimaryOne 
Health currently operates at three 

locations, 2300 West Broad, 1905 Parsons Avenue and 1500 
East 17th Avenue. centeringPregnancy  is based on the 
philosophy of “moms being together in a group produces better 
outcomes”. Because they are able to lean on one another and 
able to share their experiences according to Valerie Jones, 
Women’s Health Program Manager. The goal is to decrease 
inductions, cesareans, and infant mortality. centeringPregnancy 
is a care practice model outside of traditional care, where 
the women receive more time with the provider along with 
educational based sessions. Women can bring their children 
and family with them to the sessions. centeringPregnancy 
sessions include but are not limited to breastfeeding, nutrition, 
domestic violence, contraception, and many other important 
issues. For more information about this and other services visit  
www.primaryonehealth.org 
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Hey

 

how

 

was

 

your

 

doctor

 

appointment?
It

 

went

 

really

 

well

 

Where

 

did

 

you

 

go?

 

I

 

went

 

to

 

PrimaryOne

 

Health, You

 

should

 

go

 

You

 

know

 

I

 

havnt

 

been

 

to

 

the

 

doctor

 

in

 

years,

 

but

 

since

 

you

 

said

 

they

 

were

 

so

 

great

 

I

 

will

 

go,

 

whats

 

their

 

number?
(614)-645-5500

Okay

 

I

 

will

 

give

 

them

 

a

 

call



This health center is a Health Center 
Program grantee under 42 U.S.C. 254b, 
and a deemed Public Health Service 
employee under 42 U.S.C. 233(g)-(n).

Mission: To provide access to services that improve the 
health status of families, including people experiencing 
financial, social, or cultural barriers to health care.

Corporate Office
2780 Airport Drive, Suite 100
Columbus, Ohio 43219
p: 614.645.5500
f: 614.645.5517
www.primaryonehealth.org
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Importance of Team Building in Healthcare 

Healthcare is a team sport, meaning it requires the interaction, 
skills and energy of the entire group to provide excellent care. 
Without this integration of resources there are gaps left opened 
and important pieces begin to fall through the cracks. Here at 
PrimaryOne Health, our number one focus is customer service and 
as the Director of Nursing I would like to believe that we are our 
first customer. How we treat one another and interact has a huge 
impact on morale, growth, success and sustainability. 

When asked what I do, I often respond with “I nurse nurses”. I am 
in a unique position because I have the ability to impact the caliber 
of nurses we employ which directly impacts the type of care we 
give to our patients. While I oversee all practice of nursing in the 
system, I directly mange a group of nurses who provide care across 
the system. Because this team is remotely located we take great 
care in building the team. 

According to an article published by pubmed.org in 2015, good 
team building is established when all members of the team 
understand, believe in and work towards the shared purpose of 
caring and working for the patients. To get to this performing 
stage in a team takes a lot of care, attention, compassion, and 
work. Just like with any team, respectful, consistent and frequent 
communication is key. Likewise, with this particular group of 
nurses we have established several modes of communication to 

keep everyone involved. The team engages in weekly huddles, 
monthly face-to-face meetings, and daily group chat for immediate 
updates, quarterly offsite lunches and biennial group seminars to 
develop soft skills. Most of the soft skills are centered on critical 
thinking, effective communication and team building. 

The expectation for team care is as important as self-care and 
patient care. Team care is the ability to do well on behalf of the 
team. This may include jumping in to help team members, covering 
tasks and duties so your teammate can have a day off, offering 
your encouragement, or simply being present. Great teams boost 
morale, decrease stress, and increase productivity. This nursing 
team has created a culture of teamwork and has shown how 
successful one group can be by simply putting forth their best 
effort for the good of the team. 

“ nOTHinG TruLy vALuABLE cAn BE AcHiEvEd ExcEPT By THE unsELFisH 
cOOPErATiOn OF MAny individuALs”         — Albert Einstein 

Stuff the Backpack 
  June 25 – August 4, 2018  

Please drop off school supplies and backpacks  for all 
Columbus City School (CCS) students, grades K -12. 

www.PrimaryOneHealth.org www.ccsoh.us www.wcmh.com

CCS will distribute the stuffed backpacks to each 
student in the classroom at the beginning of the 
school year. For more information visit:
www.nbc4i.com/community/stuff-the-backpack


