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The “Business Institute”

The mission of the Aging and Disability Business 
Institute (Business Institute) is to successfully build 
and strengthen partnerships between community-
based organizations (CBOs) and the health care 
system so older adults and people with disabilities 
will have access to services and supports that will 
enable them to live with dignity and independence 
in their homes and communities as long as possible.

aginganddisabilitybusinessinstitute.org



aginganddisabilitybusinessinstitute.org

http://www.aginganddisabilitybusinessinstitute.org/


Our Funders Our Partners



Learning Collaboratives for Advanced 
Business Acumen Skills

• Learning Collaboratives for Advanced Business 
Acumen Skills (Awarded on September 30, 
2016)
• Organize and conduct topically-based action learning 

collaboratives to address “next generation” issues
• Create knowledge and capture insights through these 

collaboratives to incorporate into future curriculum for 
national dissemination.

• The grants have built on our current grant from 
The John A. Hartford Foundation 

• Work involves several Business Institute 
partners: ASA, ESMV, EBLC, MOWA, NCOA, PICF



Trailblazers Learning Collaborative 
(TLC)

• Purpose:
1) Develop comprehensive strategies for approaching 
and engaging different health care payers and 
providers 

2) Develop and test “road maps” 

• 2 work groups – Health plans and health 
systems

• 30 months, ends September 2019



Health Systems Workgroup 

• Purpose: develop strategies for approaching 
and engaging health systems in order to 
establish future contracts/agreements. 

• Deliverables
• 4 Assessment Tools

• Lessons Learned 
• 2 Case Studies

• Expanded Contracts- check list



Health Systems Workgroup Members

• Elder Services of Merrimack Valley (co-chair)

• University of New Hampshire (co-chair)

• Ability 360

• Direction Home Akron Canton AAA

• Indiana Aging Alliance

• New Opportunities Inc.

• Partners in Care Foundation



Tools Overview



Partnership Readiness Process



Health Systems Workgroup 
Assessment Tools



External Assessment 

• Why it’s important to conduct one: understand 
the health care landscape 

• What tabs are focused on: trends, identifying 
policies and regulations, targeting health care 
client type, challenges, differentiators 

• What elements should be considered or 
researched: type of health system, the size, that 
particular organizations mission and vision, quality 
performance ratings

• Top takeaways from this tool: health care 
landscape is constantly changing, stay informed of 
potential/new opportunities to partner



Competitor Analysis



Competitor Analysis
• Why it’s important to conduct one: understand 

all the competitors in your market so that your 
organization can best position itself to secure 
partnerships, what makes you different

• What tabs are focused on: turning information 
gathered into useful and informed insights

• What elements should be considered or 
researched: understanding categories of 
competition

• Top takeaways from this tool: comparison and 
analysis of strengths and weaknesses of 
competitors



Opportunity Assessment 



Opportunity Assessment 
• Why it’s important to conduct one: consider 

spending the limited time and resources you have 
on high priority opportunities

• What tabs are focused on: internal and external 
elements that may influence the identification and 
organization of potential opportunities

• What elements should be considered or 
researched: Partner(s) involved, collaborators, 
service offerings, population(s) served, staff 
requirements and resources needed

• Top takeaways from this tool: developing a 
process for continuously assessing responsibilities



Building the Case for Partnership 



Building the Case
• Why it’s important to conduct one: Developing a 

compelling case for the partnership is instrumental 
in gaining the interest of the partner 

• What tabs are focused on: Identifying variables of 
interest to a particular potential partner, and 
figuring out cost and volume projections 

• What elements should be considered or 
researched: explore the potential impact your 
service may have on variables of interest

• Top takeaways from this tool: Used to develop the 
narrative of why others should partner with you



Health Systems Workgroup 
Lessons Learned 1

• Build vs. Buy

• How do CBOs succeed in determining 
resonating points of persuasion to buy 
services through contracting with CBOs?

• Value based points of persuasion

• Tactics and approach



Health Systems Workgroup 
Lessons Learned 2

• Establishing Relationships Required for 
Partnership

• How to make the initial connection with 
potential partners in order to build the 
relationships required for partnership.

• Leveraging existing relationships to 
approach new contract opportunities 



Next Steps for Health Systems 
Resources

• Assessment Tools to be published on ADBI 
website as a suite of tools

• Lessons Learned- ADBI website

• Tips for continuing contracts-ADBI website

https://www.aginganddisabilitybusinessinstitute.
org/

https://www.aginganddisabilitybusinessinstitute.org/


Health Plans Workgroup

• Purpose: develop strategies for approaching and engaging 
health plans in order to establish future 
contracts/agreements. 

• Standardized client satisfaction surveys to help CBOs 
benchmark the quality of their programs, and enhance 
their ability to demonstrate the quality outcomes of their 
services. 
• Care management client satisfaction survey
• Care transitions client-reported outcomes and satisfaction survey (in 

development)
• Evidence-based program client-reported outcomes and satisfaction 

survey (in development)

• Standardized scope of work for care transitions to 
facilitate multi-state or national global contracts covering 
multiple CBO networks (in development)



Health Plans Workgroup Members

• Bay Aging/VAAACares

• Direction Home Akron Canton AAA

• Elder Services of the Merrimack Valley

• Indiana Aging Alliance

• Partners in Care Foundation (chair)



Health Plans Workgroup

• Main focus: Metrics. Surveys that can be used 
for:
• Internal quality measurement, including comparing 

staff members

• Benchmarking across TLC

• Establishing the common value proposition for the 
industry

• Secondary focus: Advancing the work for all

• Tertiary focus: Mutual support



First product: LTSS client 
experience survey

• Methods
• Collect surveys currently in use within TLC
• Scan other measures, especially those from 

authorities (CMS CAHPS) and those recognized in 
the healthcare sector

• Map commonalities
• Eliminate less crucial questions
• Refine question order, wording and answer sets 

(Scripps)
• Pilot & revise
• Roll out



Results to date: LTSS – internal view
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Results to date: LTSS comparative view

0% 20% 40% 60% 80% 100% 120%

How often does [CM] treat you the way you want them to?

In the last 3 months, how often did [CM] treat you with courtesy and
respect?

In the last 3 months, how often could you contact [CM] when you
needed to?

How often does [CM] explain things in a way that is easy to understand?

In the last 3 months, how often did [CM] listen carefully to you?

How often does [CM] consider your preferences when arranging services
and other resources to meet your needs?

How would you rate the help you get from [CM NAME]?

In the last 3 months, did your service plan include ALL, MOST, SOME or
NONE of the things you need?

Overall how satisfied are you that [CM] helps you to remain
independent and safe in your home?

Would you recommend [CM] to your family and friends if they needed
[PROGRAM]?

Would you recommend [PROGRAM] to your family and friends?

Percent of clients giving top rating; comparison of 2 sites

Site 2 - n=10 Site 1 - n=195



Results to date: LTSS Overall

• Net promoter score for LTSS Medicaid 
waiver programs run by CBOs

•93% 
• 7% neutral; no negatives

• Would you recommend the program to a 
friend or relative?

• Would you recommend your care manager 
to a friend or relative
• 93% provide the top answer – Definitely Yes!



Care Transitions Pt. Experience

• Content:
• Utilization—pre and post

• Self-care/lifestyle (healthy habits, understanding 
meds)

• Use of Personal Health Record and other tools

• Communication with providers (med list, etc.)

• Confidence in ability to manage health

• Coach rating

• Net promoter score (would you recommend to 
colleague, family or friend?)



Example of questions/data

During the past 2 months, how many times have you gone to a 

hospital ER about your own health (This includes emergency room 

visits that resulted in a hospital admission.)? 
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Pre-post comparison ED visits in previous 60 days. Avg. 
pre: 2.1 visits; Avg. post: 0.3 visits

PRE-ED# POST-ED#



Care Transitions Scope of Work

• Care transitions standard “product” description 
to serve as standard scope of work in national 
contracts
• Surveyed TLC and others for common components 

of care transition contracts, e.g.
• Is hospital visit required?
• Are SNF rehab visits included?
• Inclusion of non-CTI elements like service coordination
• Targeting criteria
• IT systems and components

• Draft, review, finalize SOW
• Surveyed CCTP providers – great interest in national 

contracts



Next up

• Combined table of outcomes from individual 
agencies.

• Response to national trend of SDOH referral 
software setting up CBO “networks” and becoming 
MSO-like entities

• Advocacy to healthcare to avoid focusing on SDOH 
referrals rather than payment for services or 
building community capacity

• Lessons learned from piloting use of physician 
billing codes for TCM, CCM, Advance Care Planning 
& Cognitive Assessment/Care Plan

• Hiring, onboarding, training for the new culture of 
healthcare partnerships



Member Testimonials
• The Trailblazers Learning Collaborative (TLC) has been an invaluable catalyst in bringing 

together diverse experiences and significant knowledge from across the country to examine 
the current relationships between health care and social services.  TLC is  working toward 
building new and better interactions that will improve the outcomes of both.   Improving such 
interactions, in a formal structured way, is a vital key to any realistic chance of truly achieving 
“population health” in our country. -Gary Cook

• Direction Home, the Trailblazers, and the Aging/Disability Networks are evolving quickly to 
engage in the changing health care landscape. It’s been great having a built in support group 
with the Trailblazers organizations.  Additionally, the tools developed by the n4a Aging & 
Disability Business Institute are useful for veteran organizations looking to optimize their 
programs as well as Agency’s new to performance-based contracting.         -Abigail Morgan 

• The Trailblazers Learning Collaborative has been a fantastic forum to exchange new ideas with 
the true pioneers of our ever-changing environment.  The lessons learned have been helpful 
not only in our day-to-day work, but helps us develop our way forward, too.  There’s true value 
in simply connecting with colleagues across the country. -Susan Sigmon

• “The Trailblazers Learning Collaborative was a fulfilling way to work towards a stronger 
national aging and disability network with some of the most experienced and creative 
programs in the country. I found the work challenging, the outcomes beneficial, and the 
process comforting in that the challenges we face are shared by our peers.” -Matt Reed 

• It has been extremely rewarding to be part of the Trailblazers Learning Collaborative and to be 
amongst other leading community-based organizations doing wonderful work across the 
country to serve the most complex and vulnerable populations.  Thanks to this opportunity 
provided by n4a’s Aging and Disability Business Institute, social services organizations were 
able come together to share best practices and create tools that can help with growth and 
sustainability. -Ester M. Sefilyan, MSG



Q&A


