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Family Well-Being Experience
Implementation Guide 

The Citizens Design for Health (CD4H) project was initiated by Children’s Health to 

research the healthcare and community experiences of families in Oak Cliff and Redbird, 

and to work with families in the area to co-create healthcare offerings crafted to meet 

their needs and desires. The project consisted of three segments: family interviews, a 

participatory design program, and offering development. It was our aim at every step of the 

CD4H process to invite families to participate and contribute in meaningful ways and to 

incorporate their voices into final offerings. 

As we worked with families, it became clear that they desire a physical, trusted location 

in the community to care for their families’ holistic needs, medical and beyond. From the 

ideas and prototypes of families who participated in the CD4H program, we developed a 

family well-being experience for Oak Cliff and Redbird – the Family Well-Being Clinic. 

This guide serves as an implementation tool for the Oak Cliff and Redbird family well-

being experience. It includes insights about the community, design foundations for 

the experience, and a detailed description of the Family Well-Being Clinic, including a 

capability roadmap and recommended offerings. 

All insights, elements, principles, and recommendations included in this guide can be used 

to inform any well-being experience for the community.
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INSIGHTS

From interviews and working with families 
in the Citizens Design for Health (CD4H) 
program, we found seven insights about 
the community experience. These insights 
informed and drove the creation of the Family 
Well-Being Experience: 

Individuals, families, and clinic staff 
represent many types of “different” — 
language, cultures, perspectives, and values. 
Empathetic, mindful, and “flat” interactions 
create the foundation for trusted and 
respectful partnerships. 

While families feel responsible for the 
outcomes of their healthcare experience 
— from managing their care to paying for 
it — they do not feel they have enough 
knowledge, control, or power to fulfill their 
obligations and they are terrified of unknown 
consequences of bad decisions. 

As families feel accountable for their health 
outcomes and experience, they expect to 
be invited into their care assessment and 
planning, with robust opportunities for input, 
feedback, and discussion. 
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Convenient and accessible care optimizes 
for needs across family, conditions, and 
constraints; seamlessly coordinates 
appointments, information, care plans, and 
daily living needs; and reduces barriers to 
participation. 

For families, the healthcare experience is as 
much about building health and wellness life 
skills as it is about sick and preventative care. 

While systems of support and community 
connections contribute to families’ sense 
of well-being and enable good information 
flow, opportunities for connection and 
participation are few and far between. 

Financial planning is a key component 
of accessing healthcare; families make 
calculated life decisions to optimize available 
resources and avoid repercussions from 
inability to pay.  
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DESIGN FOUNDATIONS 

From family interviews, we found that there 
were five design elements critical to 
consider when creating offerings to meet 
the needs and desires of families in the 
community: Clinical Care, Customer Experience, 
Finance, Navigation, and Value Added Services. 
We also worked with families in the CD4H 
program to co-develop design principles, or 
the guiding values that every family well-being 
experience must have to be effective and 
desirable.  

In this section, each design element is 
defined, characterized with key attributes, 
and accompanied by guiding questions, 
which can be used to ensure the needs and 
desires of families are considered throughout 
the implementation process. The design 
principles are also outlined to guide effective 
offering implementation. 



07



08

DESIGN ELEMENT: Clinical Care
 
Clinical Care explores the value of services and quality of interactions families receive from 
medical providers during their healthcare services. Clinical Care addresses the medical needs and 
treatment of patients during checkups, sick visits, and emergency care. 

Families value the following key attributes of Clinical Care:
 

Quality & Value: Having accountable, experienced providers, and receiving effective 
treatments and a valuable return on investment for time and financial resources. 
 
Convenience & Accessibility: Receiving medical care that is tailored to their time, 
transportation, and financial constraints. 
 
Choice: Being informed and having a say in decisions about their medical care. 
 
Holistic Approach: Having all family members’ needs taken into account and cared for 
together, since they are experienced together. 

 
Guiding Questions
• How might we improve the quality of care and increase the value of healthcare 

services for families and the community?
• How might we create healthcare services that are accessible to families regardless 

of income level, transportation capability and insurance status--services that meet 
the needs of the entire family unit where they are, when they need it?

• What areas of specialization do families need? 
• What information do families need to make choices about their own health?
• What would it look like for all family members to receive care and support with seamless transition? 

What tools must be in place to ensure this seamless transition?
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“Clinical care... 
is essential. 

To be able 
to work, 

first comes 
good health.”

Veronica,
 CD4H Participant
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DESIGN ELEMENT: Customer Experience
 
Customer Experience explores the relationship between clinic staff, medical providers, and 
families during the healthcare journey. The goal is to provide customer service that leaves 
families satisfied, engaged, and validated. 

Families value the following key attributes of Customer Experience:
 

Meaningful Connection: Being taken care of by providers and staff who relate to their 
circumstances, create connected relationships, and listen to and take into account 
aspects of their life beyond healthcare. 

 
Cultural Competency: Having the clinic personnel and physical spaces in the clinic 
respect, reflect, and understand the cultures of the community and individual families. 

 
Family-Centered Environment: Designing the clinic’s physical space and interactions 
around both the family as a unit and individual family members, including children of 
all ages and extended family caretakers.

 
Fair, Flat Structure: Being treated with respect and given an equal say in their care 
regardless of their background, engendering equal power and understanding.  

 
Guiding Questions
• How might we create healthcare services that are empathetic towards and incorporative of patient 

experience?
• How might healthcare services and location reflect and respect the community they serve?
• How might we design healthcare services to support and inform the whole family and support 

system in a perceivably fair and engaging way?
• What roles, procedures, and tools must be in place to ensure a satisfying and engaged experience?
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“Customer experience 
is very important. 

[W]orking with 
people...you have 
to have a positive 
attitude...a caring 

heart...an open mind, 
and a very good 

understanding to 
really be able to help 

somebody — or for 
anyone to help you.”

 
Nanette,

CD4H Participant
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DESIGN ELEMENT: Finance
 
Finance explores the financial system and payment platform that meets families’ needs and 
enables them to fulfill their financial responsibilities without negative repercussions. 

Families value the following key attributes of Finance:
 

Flexibility: Having a choice in how they pay for services and payment options tailored 
to their ability to pay. 

 
Transparency: Understanding all aspects of the financing process, including costs, 
payment plans, and billing. 

 
Affordability: Receiving consistent inexpensive medical services, with a capped 
maximum charge for any medical visit. 

 
Understanding Expectations: Receiving procedural and financial information from 
the beginning of their care experience, and having questions answered at any time.  

 
Guiding Questions
• How might we create a transparent and flexible payment system?
• How might we create an affordable payment structure that works across income levels and 

insurance status? 
• What services or guidance can be provided to support families with financial decision-making?
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“Finance is the most 
important [design 

element] because now 
it’s much harder to 
get insurance from 

the healthcare system. 
Before, it was easier, but 

now it’s difficult. And 
the money that enters 

our household is hard to 
hold on to. For me, what 

troubles me the most 
are the finances.”

 
Martha,

CD4H Participant
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DESIGN ELEMENT: Navigation
 
Navigation explores how families plan for and maneuver through the healthcare system. The 
goal is for families to reach mastery of their healthcare experience, having the knowledge and 
tools necessary to understand and make decisions about payment options, medical treatment, 
and wellness plans. 

Families value the following key attributes of Navigation:

Comprehension: Accessing knowledge about their healthcare experience, particularly 
through responsive staff and family-facing information. 

 
Informed Decision-Making: Being equipped with tailored information and support in 
order to make confident, informed decisions about their healthcare. 

Tailored Communication: Choosing their preferred channels of communication and 
language in which they receive written and verbal communications, and having time to 
interact with information at their own pace. 

 
Support: Accessing trusted resources and people to help them navigate the 
healthcare system, answer questions, and make decisions.

 

Guiding Questions
• What information and support is needed for families to make confident, informed decisions about 

their healthcare? 
• How might we tailor communication in healthcare to support families when they need it?
• How might we deliver information to families in a way they can understand and act on, 

customized to their needs? 
•  What roles and tools must be in place to ensure satisfying and uninterrupted navigation 

experiences?



15

“What we have 
learned from the 

community is that 
families need and 

want to receive 
[medical] services in 

their own language 
and assistance in 

navigating [medical] 
resources.” 

 
Edith,

CD4H Participant
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DESIGN ELEMENT: Value-Added Services
 
Value-Added Services explores the wraparound services to enhance families’ ability to engage in 
self-managed care. They help families address the external issues that are helping or hurting their 
journey towards physical, social, spiritual, emotional, and mental wellness. They include access to 
resources, including information and services, that are important to families. 

Families value the following key attributes of Value-Added Services:

Convenience & Accessibility: Having their barriers for achieving current health and life goals 
addressed at a “one-stop shop”.

 
Exceeding Expectations: Being served in a manner that goes above and beyond what is 
currently offered to families in the community, that helps them meet their highest priorities 
for optimal success.

 
Community: Making connections with other families in the community.  

 
Return on Investment: Receiving value beyond medical care for the resources they invest at 
the clinic. 

 
Guiding Questions
• How might we combine healthcare with others services to make families’ lives simpler and visits more 

meaningful? 
• What services should be combined with the healthcare experience?
• How might we meet the non-medical needs of families while they are receiving medical treatment? 
• How are families trying to lead a path towards well-being and where is the system getting in the way?
• How might we best customize experiences based on individual and family needs?
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“What we’ve learned from families is they want to do 
something productive for the two hours they are in the 
[clinic] waiting room, waiting to be seen by the doctor.” 

 

Veronica, CD4H Participant
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DESIGN PRINCIPLES

In order to create a calming, engaging, and trustworthy 
family health experience, any solution must: 

• Foster well-being by delighting and caring for the 
whole family and each individual family member.  

• Engender a responsive and accountable relationship 
between families and providers. 

• Create transparency in the process.  

• Develop mutual respect and dignity. 

• Meet families where they are.



19



20

THE FAMILY WELL-BEING CLINIC 

The Family Well-Being Clinic provides:

• An inviting service environment for families.
• Medical services for all family members 

regardless of age. 
• Medical services for multiple family members in 

one appointment.
• Various specialists to meet all non-emergency 

medical needs of patients.
• Timely care, including a same-day 

appointments.
• Value-added services for both patients coming 

to the clinic for medical care and members of 
the community in order to deliver holistic care. 

• Medical services and financing options for all 
families, regardless of insurance or legal status.

• Tailored healthcare and financial advising 
services for patients.

• Comprehensive, flexible financial plans that 
take into account costs of all clinic services, 
including primary and specialized care, 
medications, vaccines, laboratory testing, and 
value-added services. 

• Options for patients to choose their providers 
and financial advisors.

• Accessible and seamless communication 
opportunities for patients where medical, 
procedural, and financial questions can be 
answered. 

• Free transportation and parking options. 

The Family Well-Being Clinic is a convenient, accessible, affordable one-stop community partner that 
delivers quality care and learning opportunities for the whole family. 
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The Family Well-Being Clinic is:

• Located in a familiar, central place in the community.  
• Well-maintained, beautiful, clean, comfortable, and well-organized.
• Safe, with security services and safety measures for children. 
• Open at convenient times for families, including evenings and weekends, for medical 

and value-added services. 
• Sanctioned and credible – has a good reputation in the community. 
• Family-centered, meeting the needs of all family members individually and as a unit. 
• Focused on incorporating family feedback and continuously improving to meet the 

needs of the community. 

All Family Well-Being Clinic services: 

• Are affordable. 
• Operate under fair rules and norms created with and communicated to patients. 
• Work together seamlessly, sharing families’ health and service interaction 

information among all pertinent clinic staff to help inform a family’s overall 
healthcare experience.
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THE FAMILY WELL-BEING CLINIC ROADMAP 
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HOME AND CLINIC CONNECTIONS
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Families’ engagement with the clinic begins before they 
arrive for care – as they interact with staff via multiple 
communication channels, travel to the clinic using provided 
transportation options, and engage with the external presence 
of the clinic in the community. After care, clinic staff follows up 
with families through their preferred communication channels 
to answer questions and solicit feedback. 
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By actively engaging families and engendering a credible and 
engaged presence in the community, the clinic earns the trust 
of families, creates mutual understanding in the healthcare 
process, and fosters an equal partnership of care.
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FAMILY CENTER
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The Family Center is a space dedicated to engaging and 
entertaining family members of all ages who visit the clinic. 
It specifically serves as an aid to keep families placated and 
happy while waiting to receive medical care. The family center 
contains multiple areas and services that perform these 
functions: an entertainment zone, technology area, cafeteria, 
privacy rooms, and family amenities.
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LEARNING CENTER 
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The learning center is composed of activity areas for attendees 
to develop personally and professionally, physically and 
mentally, individually and as families. It meets families’ desires 
for opportunities to enhance their well-being and for the time 
they spend at the clinic to be productive and engaging. The 
learning center consists of classroom spaces, an exercise 
and fitness area, counseling areas, and a learning lab with 
computers, tutors and other educational aids.
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COMMUNITY SERVICES CENTER
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The community services center is an area of the clinic 
where various government and community-based services 
are available to patients of the clinic and members of the 
community in a single location. It meets families’ desires for 
these services to be available in a centralized, trusted location 
for convenience, and for all services to communicate with one 
another to inform their overall care.
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MEDICAL SERVICES CENTER
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The medical services center is devoted to caring for the holistic 
health needs of each family member, including all medical and 
financial services for the visit. It serves as a “one-stop-shop” 
for family medical care, eliminating the need for individual 
family members to go to multiple care locations and providers 
because of insurance status, age, or specific need. Services 
include primary and specialized care, financial advising, and 
pharmacy and medical laboratory services.
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THE FAMILY WELL-BEING CLINIC - People 

The clinic staff is comprised of multiple key players – 
representatives, nurses and medical aides, providers, and financial 
advisors – who work together seamlessly to create a cohesive, 
supportive experience for families. 

Clinic Representatives
are the first contact for 
families at the clinic and the 
conduit of family involvement 
with clinic services. 

Nurses and medical aides
assist providers in delivering 
medical care for families. 
They also work with families 
to establish norms and set 
expectations for care. 

Providers deliver effective 
medical care for families and 
coordinate services and staff 
to serve patients holistically. 

Financial Advisors help 
families navigate the costs of 
receiving care. They meet with 
families to discuss their financial 
circumstances and create 
personalized payment plans.
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Qualities of All Clinic Staff:
In order to effectively engage and care for patients and families, all clinic staff members have strong 
communication skills, the desire and skills to build relationships with those they serve, and a passion for and 
proficiency in their profession.
 
Communication Skills

All staff members have excellent communication and interpersonal skills to engage with families and 
other staff. They are team-oriented and work together collaboratively. Staff members are multilingual, 
reflecting the many languages spoken in the community, with particular fluency in English and 
Spanish. All staff members can effectively interpret or use an interpreter.

Relationship-Building Skills
Staff members are responsive in their communication with families – they engage with families 
directly, listen, and incorporate feedback into care and services. Staff members are empathetic and 
kind towards patients and families, showing concern and desire to help. They respect and treat 
patients fairly, without discrimination based on personal circumstances or background. They engage 
with children skillfully and are able to handle sensitive subjects with care.

Professional Proficiency
All staff members are professional, competent, efficient, and experienced in regard to their respective 
positions. They are willing to work with flexible schedules to most effectively meet the  needs of 
families they serve. Staff members are ethical, trustworthy, and provide consistent care for patients.
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Roles and Responsibilities of All Clinic Staff:
All staff work together to provide exceptional customer service, optimize family navigation, and deliver 
seamless care. Staff members involve whole families and support networks in the healthcare process and 
continually research their needs to create a personalized care experience. They help families navigate 
medical, financial, and value-added services offered at the clinic by proactively identifying patients’ needs and 
providing timely information and resources. Staff members seek family feedback, respond to compliments, 
concerns, suggestions, and questions, and incorporate co-created solutions into the clinic experience.
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CLINIC REPRESENTATIVES

Role
Representatives comprise the frontline of clinic communication, and in that role 
they establish the tone of a family’s care experience. Clinic representatives guide 
families through clinic processes and coordinate the delivery of services on all 
communication channels. 

Responsibilities 
Representatives answer families’ medical, navigation, and procedural questions, 
and collect personal information from families, which is then used to inform 
all services and medical care. Representatives constantly update family’s 
information in the clinic system and contact families to inform them about clinic 
updates and opportunities. 

Team Roles
Representatives guide families to relevant services and resources and direct 
families to care team members such as nurses, medical aides, and financial 
advisors who can answer topic-specific questions. The personal information of 
families solicited and documented by representatives is accessible to all team 
members in order to inform family care. 
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NURSES AND MEDICAL AIDES

Role
Nurses and medical aides set the stage for a family’s medical care experience. 
They craft norms and expectations with families and gather information 
from families and various sources at the clinic to prepare providers to deliver 
effective care. 

Responsibilities
Nurses and medical aides answer families’ medically-relevant questions. When 
families come in for medical care, nurses and medical aids use the personal 
experiences and preferences of families to establish context and ground rules 
for delivering medical care. They solicit and capture patient narrative and basic 
health information for provider use. They support the provider in issuing care 
tools and health support for families. They also follow up with families about 
treatment after families return home. 

Team Roles
Nurses and medical aides use information captured by frontline 
representatives and financial advisors to establish care norms with families. 
They serve as a bridge of information from families to providers, and providers 
to families by sharing patient stories and basic health information with 
providers and contextualizing information delivered by providers for family 
use. They help providers teach families and answer their questions about care, 
debrief families after care, and devise after-visit summaries.
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PROVIDERS 

Role
Providers are the quarterback of the healthcare team – they work with 
families, patients, and all services and staff at the clinic to deliver holistic 
medical care.

Responsibilities
Providers co-develop health plans and tools with families. They share 
medical information and details of treatment with families, communicating 
in a comprehensible, sensitive way, and take time to brief and debrief 
patients before and after care, answering questions and addressing 
concerns. Providers connect with families on a personal level, and take into 
consideration well-being factors outside of immediate care needs to inform 
medical treatment. 

Team Roles
Providers work with all staff members to deliver effective medical care 
for patients, using information about families from other clinic services to 
inform all care decisions. They work with families, nurses, and medical aides 
to establish norms of care and produce clarifying documents for families, 
including after-visit summaries.
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FINANCIAL ADVISORS

Roles
Financial advisors address families’ financial concerns regarding care and 
help families develop personal budgets and flexible payment plans in order 
to pay for all services offered at the clinic. 

Responsibilities
Financial advisors explain the clinic’s finance platform and insurance 
coverage options to families. They answer all financial questions, and use 
families’ personal financial circumstances to develop personal budgets and 
flexible payment plans. They conduct needs assessments and have authority 
and allocate resources to support patient care through financial aid and 
grant programs. 

Team Roles
Financial advisors communicate with patients, insurance representatives, 
providers, and other clinic staff to understand the holistic financial landscape 
for families and help them navigate care financially. Information collected by 
financial advisors about families’ personal finances and payment options is 
available to all pertinent clinic staff in order to inform holistic care. 
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EMPLOYEES & VOLUNTEERS OF
CENTERS & SERVICES

Roles
Employees and volunteers of value-added centers and services are the 
intersection point between the clinic and the community.  They are anyone 
hired or enlisted to serve families at the clinic, including representatives of 
community and government services, teachers, tutors, counselors, and child 
care workers. 

Responsibilities
Employees serve families in their particular functions, together creating 
a seamless “one-stop shop” experience for patients receiving care, their 
families, and the broader community. After aiding families, they record family 
interactions with the service in clinic databases. 

Team Roles
Employees record family use of services to be shared with representatives, 
financial advisors, and medical staff to inform care holistically. 
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RECOMMENDED OFFERINGS

As we brought together ideas and prototypes from family 
interviews and the CD4H program, six robust offerings emerged 
as solutions to meet the community’s needs and desires at the 
Family Well-Being Clinic: 

• Accessible Frontline of the Clinic
• Family-Centered Services & Amenities
• Convenient Learning Opportunities
• Participatory Care Experiences
• Flexible Financial Platform
• Engaging Clinic Culture

In this section we describe each offering in detail, including core 
functions and the necessary people, process, and technology 
for effective operation. We also provide toolkits to guide the 
implementation of each of these offerings at the clinic. 
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ACCESSIBLE FRONTLINE
OF THE CLINIC
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Frontline staff effectively engage with families and provide them with transparent, readily-available 
written information about clinic processes and services in order to facilitate full community utilization 
of clinic  offerings. All clinic staff seamlessly coordinate patient transitions and craft family-facing 
information in order to engender “flat” interactions of equal power and understanding with families. 
These offerings reduce barriers for family participation in the healthcare experience and help 
families gain knowledge and control to make informed healthcare decisions. 

Core Functions: 

Family-Staff Interactions

Families contact the clinic by phone or online, or visit representatives in person at the clinic or in the 

community to request services, receive information or solicit clarification. Families are met with clear written 

information and human representatives speaking to them in a clear, understandable manner, fluent in their 

preferred language. Families are also able to set up appointments and transportation in a timely manner. 

Written Information 
Written information about clinic processes and offered medical, financial and value-added services are 

available at the clinic, online, and by mail. All written materials are simple and family-facing, in families’ 

preferred languages, and use visual storytelling to convey meaning. 
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People, Process, & Technology: 

People: Representatives; Nurses and Medical Aids; Financial Advisors

 

Process

Clinic representatives, nurses, and financial advisors are available to answer all questions and engage with 

families regarding clinic services, medical care and financial planning, respectively. Staff use written documents 

and clarifying aids to engender family understanding. They engage with families via multiple communication 

channels – on the phone, online, by mail and in person at the clinic. Representatives visit prominent locations 

within the community, such as schools and places of worship, to provide orientation into the healthcare process 

and assist families in accessing clinic services.

Technology:

• 24-hour phone line with live representatives for scheduling and answering families’ questions

• Online platform housing general information, and personal financial and medical care information for 

patients

• Mailing system to send families updates about care, opportunities at the clinic, and bills

• Clear, family-facing documents including maps of services, signs, healthcare and financial information, and 

payment options
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Accessible Frontline of the Clinic TOOLKIT

Tools to carry out the core functions:  

The clinic uses familiar communication channels and verbal and written communications to deliver 

pertinent information in an understandable and responsive manner to families, helping them to feel 

supported and in control of their healthcare experience.

Communication Channels

Clinic communication channels – a phone hotline, online platform, in person meetings at the clinic or in 

the community, and a mailing system – are seamlessly interconnected, informing one another, and giving 

patients choice in how they interact with the clinic at each step in the healthcare process.

 

Desired Functions Performed by the Channels:

• Check wait times at the clinic

• Schedule timely appointments

• Access procedural and personal medical, financial, and value-added service use information

• Access written materials about clinic processes and offered medical, financial and value-added services

• Answer all questions – procedural and personal

• Make payments

• Engage in orientation for clinic care and services

• Engage in follow up for medical care

• Give feedback about care and services

• Receive billing statements and personal financial information

• Receive after-visit summaries

• Receive updates on opportunities at the clinic



50

     Channel Desirability

The telephone hotline and in-person interactions are the most desired and trusted communication 

channels for families. They are comfortable using the telephone and see it as the most accessible option for 

their lifestyle. Families also like the concentrated engagement and tangible results of meeting in person with 

representatives both at the clinic and at other central locations in the community. Most functions should be 

performed through these two channels.

While it is important to have an online platform for housing personal health and clinic information, families 

generally do not feel comfortable using online channels for receiving information or communicating with 

clinic staff. An exception is working parents who use and have access to computers at work and desire 

to engage with the clinic in flexible ways that fit within their schedules. Technical training for families is 

suggested for additional engagement with an online platform. Some functions should be performed through 

this channel, however it should primarily be developed as a housing platform for patient-facing information.

 

Families find having information and updates mailed to them to be a helpful and reliable channel of 

communication. Families desire for the packaging of mail to be clearly distinguished as coming from the 

clinic, so as to not be mistaken as junk mail. This channel should be used for limited functions, particularly 

for sending personal health and financial information, issuing updates about clinic opportunities, and 

receiving payments.
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Verbal and Written Communications

All verbal and written communications with families are crafted to create a responsive, transparent, 

navigable experience. All communications are simple and family-facing, in families’ preferred languages, 

and use various storytelling assets – particularly visual storytelling – to convey meaning. Written materials 

are integrated across all channels to support coordinated, cohesive family-staff interactions and foster 

understanding for patients.

 

Desired Qualities of All Verbal and Written Communication:

• Patient-facing – clear, synthesized, simplified and free of jargon; crafted for family understanding

• Written messaging is largely visual and not language dependent

• Multilingual, specifically fluent in English and Spanish

• Translations and interpretations take into account cultural context

• Accessible – 24-hour assistance for phone and online services, convenient times for in-person meetings, 

and timely responses via mail

• Interactive  – engaging with staff in real-time, not automated responses

• Responsive and timely
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Available Written Materials:

• Personal health information

• Tools, worksheets, and learning aids from provider visit

• After-visit summary

• Personal prescription information and results of tests

• Financial plan and billing statements

• Navigation aids

• Simplified, synthesized procedural documents

• Orientation paperwork setting norms and contracts for care

• Map of medical and value-added services within the clinic and resources in the community

• Outlines and signs of service schedules, price lists, and payment options

• General health information

• How to care for common ailments

• Health library on medications, diagnoses, and general health practice

• Learning aids to explain medical conditions and procedures

• General prescription information 
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FAMILY-CENTERED
SERVICES & AMENITIES
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Clinic staff work to provide a convenient, valuable care experience for families. Value-added services 
and family-centered amenities are provided to create an experience focused on family development 
and engagement, and clinic staff seamlessly coordinate services to support the needs of all family 
members simultaneously.  This holistic approach reduces barriers to family participation in the 
healthcare process by supporting the various roles and responsibilities of each family member. 

Core Functions:
Coordinating Family Care

All services at the clinic are provided in a way that alleviates friction for families. Medical appointments are 

available for multiple family members simultaneously, either to be seen separately or together in a family 

appointment. Value-added services are coordinated to engage all family members simultaneously, in order 

to foster cohesive family support and development. 

Value-Added Services

Value-added services satisfy the wants and needs of families waiting for medical care and give families in 

the community the opportunity to gain knowledge and develop skills as individuals and family units. Value-

added services include entertainment, food services, child care, counseling, tutoring, community services, 

and learning opportunities (see Convenient Learning Opportunities). 

Family-Centered Amenities

Amenities designed for whole family units and children are present throughout the Clinic. They create a 

welcoming family well-being environment, comforting and engaging all family members. 
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People, Process, & Technology: 

People: Representatives; Providers; Employees of individual centers

Process

Representatives and employees of individual centers at the Clinic meet regularly to coordinate services and 

activities that engage families waiting to receive care. The provided services and amenities help families 

meet their various needs – from feeding hungry children at the cafeteria or breastfeeding in a private area, 

to seeing that their children can complete homework using the free, safe WiFi. Childcare staff members 

are available so parents can focus on receiving their own care or the care of a sick child. Providers see 

families together or as individuals, depending on the family’s preference. Providers use age-specific tools 

and learning aids with each family member, helping them to feel safe and engaged during the process of 

receiving medical care.

Technology:

• Family interaction areas: entertainment zone, technology area, cafeteria, privacy rooms, classrooms, 

counseling areas, learning lab

• Family-sized and kid-friendly amenities and tools

• Infrastructure for clinic staff to coordinate services and activities 
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Family-Centered Services and Amenities TOOLKIT 

Tools to carry out the core functions:  
All areas of the clinic  – the family center, community services center, medical services center, and learning 
center – offer family-centered services, seamlessly interconnected to provide a holistic care experience for 
families. Family-centered amenities are also offered to create a welcoming and engaging environment for 
families throughout the clinic. 

Family-Centered Services 

Family Center
Entertainment Zone
Various activity and media areas are present in order to keep all family members engaged and occupied 
while waiting to receive care. There are multiple indoor and outdoor play areas created for children of 
various age ranges, decorated with familiar characters and bright, fun colors. These play areas are sub-
separated into sick and well areas, so the health of well patients and children in the community is not 
compromised, and sick children can rest. Staff-supervised childcare is provided so younger children can play 
or rest while parents and other family members utilize clinic services.
 
Technology Area
The clinic offers free, fast, safe Wi-Fi for family use. Tablets are available with applications to encourage play, 
technological skill improvement, and cognitive development in children and adolescents. A charging station 
for electronic devices is also located in the waiting area.
 
Cafeteria
Free, healthy snacks are provided for those visiting the clinic. A cafeteria is also present with healthy, 
affordable meal options. Free meals are provided for families who have a longer wait time or must stay for 
multiple appointments.
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Community Services Center

Government Services

Many families receive government assistance, particularly WIC, SNAP, Medicaid, and Medicare. Bringing 

these services together in the clinic setting eliminates the need for families to go to multiple locations to 

receive assistance, and creates a seamless integration of assistance and medical care. In this community, 

the presence of government services also signifies credibility; having them onsite establishes the clinic a 

reputable and trustworthy source of care, producing a draw for community members to use clinic services. 

 

Community-based offerings 

Bringing community offerings into the clinic allows families to take care of their basic needs in a single 

location, creating a holistic service experience. Some of these offerings include representation from local 

higher education institutions, banking and ATM services, hair and nail care services, spiritual or pastoral 

care, and a donation center, which hosts occasional “yard sale” days to help fund services at the clinic. These 

services draw in community members, who then become aware of other services available at the clinic. 

These community-based offerings work in tandem with the Learning Center to create opportunities for 

hands-on job training and experience.

Medical Services Center

Family members can be seen by providers together or separately, depending on preference. All family 

appointments are coordinated to occur simultaneously or close to one another in time.
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Learning Center

Counseling

Mental and behavioral health services are offered to encourage holistic health in families and the 

community. Counseling is available for individual and family use and includes occupational therapy, family 

therapy, marriage counseling, and addiction and eating disorder recovery services.

 

Learning Lab

The learning lab promotes family education by offering study time for children who visit the doctor with their 

families and continued learning opportunities for adults. The lab houses computers, free, fast, safe Wi-Fi, 

and tutors to aid with school coursework and building English language skills. Additional services include 

learning disability aid and guidance for parents on how to navigate the local K-12 school system. 

 

Classes (See Learning Opportunities)

In order to foster individual and family growth and development, workshops and classes are available for all 

ages, and include courses in establishing healthy lifestyles, physical fitness, and other value-added subjects 

such as language skills or hobbies. Workshops are available to families waiting to receive medical care at 

the clinic, which helps them feel their time and energy is respected and valued. Classes are available to the 

community on an enrollment basis, helping the broader community learn and develop needed skills, and 

establishing the clinic as a hub of enrichment and learning in the community.
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Family-Centered Amenities

Waiting Area

The clinic provides family-centered amenities to help families feel comfortable, engaged, and welcome. The 

waiting area is family-oriented with comfortable seating for all family members, and large family bathrooms. 

There are kid-friendly amenities in the waiting areas, bathrooms, and throughout the clinic.  Entertainment 

equipment and technology tools are provided for family members of all ages. Separated privacy areas 

are provided for breastfeeding, filling out paperwork, holding family conversations and phone calls, and 

receiving private, sensitive information from staff members.

 

Medical Services Center

Throughout the medical care experience, there are amenities to engage both families and individuals, 

particularly children. Large family exam rooms are available as well as private age-specific exam rooms. 

Interactive learning tools are used to engage and teach all patients and their families as they receive care. 

Providers and staff use fun, kid-friendly equipment to engage children and teach them about the care they 

are receiving. Using these tools and amenities helps families to engage with and understand their care. The 

environment is made familiar and friendly for children through interactive elements, pictures, bright colors, 

and familiar characters.
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CONVENIENT LEARNING
OPPORTUNITIES
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At the clinic, learning opportunities are available both for families waiting to receive care and 
members of the community through open workshops and enrollment-based classes and 
memberships. These courses are available to adults and children simultaneously to encourage family 
growth. Providing accessible learning opportunities helps families grow personally and professionally 
in ways that can aid their well-being and help them meet their basic needs. These learning 
opportunities serve as a powerful tool for community development and fulfill families’ desires for 
their healthcare experience to include the cultivation of health and wellness life skills. 

Core Functions:
Opportunities for Patients and Families

Free, age-specific workshops are provided for patients and their families coming to the clinic for medical 

care. These opportunities make wait time at the clinic an opportunity for individual and family growth, which 

indicates to families that their time is valued and respected by the clinic. 

Opportunities for the Community

Families in the community can enroll in affordable classes or sign up for memberships to access clinic 

services. These classes create an environment where diverse families can interact and learn from one 

another, and promote community-wide health and well-being. Community members who attend classes 

also forge a trusted connection with the clinic, which reduces barriers to seeking out medical care and 

serves as a recruitment tool for other clinic services.  
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People, Process, & Technology: 

People: Representatives; Nurses and Medical Aides – teachers; Community Members – volunteer teachers

Process

Clinic staff and community members teach workshops and classes, and clinic representatives recruit 

teachers for workshops and classes through community partners. Clinic staff develop a coordinated 

schedule to ensure workshops and classes are available to adults and children simultaneously. 

Representatives and teachers document family involvement in classes and workshops to inform providers’ 

medical care recommendations. 

Technology:

• Family-facing, visual class schedules and lists 

• Classroom space and technology (computers, wifi, tablets, etc.)

• Platform for course offerings and enrollment database
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Convenient Learning Opportunities TOOLKIT 

Tools to carry out the core functions:  

Courses are offered to both patients of the clinic and their families, and members of the 

general community to encourage personal and professional growth. They are organized 

and scheduled in such a way to support the development of whole families.  
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Courses

There are two types of courses available at the clinic: workshops allowing for rolling participation to 

accommodate those coming to the clinic during various times for appointments with providers, and more 

involved classes which require enrollment from members of the community. Workshops are offered free of 

charge to families receiving medical care at the clinic. Families in the community can either pay for classes 

on a class-by-class basis or pay a monthly enrollment fee to access services – both options are reasonably 

priced for the community and flexible for individual circumstances. 

Courses are age-appropriate and age specific, with content framed to meet the needs and learning abilities 

of individual family members. Courses for entire families are also offered, creating the opportunity for 

families to learn and develop skills together.

 

Courses are taught by a mix of trained professionals, community leaders, educators, and volunteers. 

Families can teach courses or volunteer to receive reduced enrollment fees for services.
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Scheduling

Classes and workshops are centered on meeting the needs of all family members; this approach is reflected 

in the organization and scheduling of classes. Classes and workshops are always available for both adults 

and children of various ages simultaneously so the entire family is engaged in development. This setup 

ensures that adults have the opportunity to concentrate on their personal development without being 

concerned about the experience of their children. It also creates focused development opportunities for 

children and adolescents as the curriculum is taught on a comprehensible level for their learning abilities.

 

Classes and workshops for entire families are also offered. These opportunities provide a similar collective 

learning experience and help families develop skills together, encouraging shared growth and accountability.



69



70

PARTICIPATORY
CARE EXPERIENCE
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Clinic staff create a “flat” care environment for patients and their families by co-creating fair rules and 
expectations, giving families robust opportunities for feedback and involvement, providing family-facing 
information, and connecting to families through empathetic and mindful interactions. When seamlessly 
carried out, these interactions engender a trusting and respectful relationship among families, staff 
and providers and help families gain knowledge and control to confidently fulfill their responsibilities 
surrounding care. 

Core Functions: 

Establishing Rules and Expectations (See Engaging Clinic Culture) 
Families are invited to co-create the meaning of fair treatment and set expectations for care by establishing norms 
and contracts of care with clinic staff and providers. 

Feedback and Involvement
Providers and clinic staff involve families in the medical process by soliciting and incorporating patient narrative into 
medical care. They listen to and answer all questions in a responsive and understandable way and seek out feedback 
for continual improvement. 

Family-Facing Information (See Accessible Frontline of the Clinic) 
All orientational, procedural, and medical information - including prescription information and laboratory test results 
– are easily understandable, communicated in the preferred language of patients, and rely heavily on visuals to 
convey meaning. 

Empathetic and Mindful Interactions
Clinic staff and providers connect with families in a respectful and engaging way. They strive to foster a relationship 
with families that extends beyond the exam room. 
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People, Process, & Technology: 

People: Representatives; Nurses and Medical Aides; Providers

Process

Representatives, nurses and medical aides orient families to the process of receiving care and work with 

families to establish norms. As families receive care, nurses, medical aides and providers use narrative, 

listening, learning aids, and co-creation activities to establish a transparent, understandable, connected, 

and engaging clinical care experience. Immediately after the visit, providers give families the opportunity to 

debrief about the experience and give feedback. A few days after the visit,  clinic representatives contact 

families via their preferred communication channels to follow up on their progress after treatment. 

Technology:

• Platform for communication between clinic staff and providers (EHR) 

• Interpersonal communication tools to engage patients in the healthcare process

• Tools to capture patient narrative

• Tools to engage family members and children in the process of care

• Robust infrastructure for receiving and utilizing family and community feedback

• Clear after-visit information including summaries of care and treatment plans
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Participatory Care Experience TOOLKIT 

Tools to carry out the core functions:  
In order for patients to receive quality, connected care and to feel confident in the services they receive they 
must be invited into the care process and their expectations, motivations, and needs must be proactively 
taken into account and addressed. Providers and staff can best engage patients and families in their care by 
utilizing personal narrative, cultivating a listening environment, and providing summarizations of care.  
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Personal Narrative
Through stories, individuals reveal conscious attitudes, thoughts, emotions, wishes, and 
aspirations, and discover unconscious motivations, values, intuitions, beliefs, and fears. Patients, 
families, and providers can use their personal narratives to build connections, actively participate 
in care, and improve communication and understanding within the healthcare experience. 
Personal narrative has multiple factors that must be developed in order to be effective: engaging 
patients, engaging medical staff, preparing a sharing environment, and using narrative to inform 
clinical care.

Preparing A Sharing Environment
Though sharing stories is a natural human desire and practice, it may be difficult for families to 
do so in a clinical care setting because they do not yet trust doctors and staff; this is especially 
true with children. Providers can cultivate this trust by establishing storytelling as a norm of care, 
and giving patients a guide for how to tell their story effectively.  

A suggested activity for children and adolescents is for the provider to take five minutes of an 
appointment to allow the child to talk with them about topics of the child’s choosing in a private 
environment. This personal time provides a safe, non-judgmental space for a child to discuss 
their personal concerns or questions, builds rapport between the child and provider, and helps 
children understand their own health and role in the care process.
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MEDICAL STAFF
Personal Story: Relate a personal story to 
your patient about what they are currently 
experiencing, to connect with them and 
show them you care.

Who I Am: Reflect on why you decided to 
go into healthcare in the first place. What 
drew you to this work? How does that re-
late to your work and life, up to this point?

Reframe Your Narrative: Take the time to 
imagine a new narrative unfolding as it re-
lates to your practice.  What routines have 
you fallen into that may not be additive?  
What role do you want to play as a provid-
er and how might you write that story?

FAMILIES
Personal Story: You may already be 
close to this person, but sometimes shar-
ing something personal about yourself 
and your feelings about the current expe-
rience can create even stronger bonds, 
or if you haven’t been close, can open up 
new potential in your relationship.

patient
Who I Am: Reflect on your life up to this 
point. Who are you? Who were you? 
Who do you want to be? 

Important Aspects of My Life: Reflect 
on current circumstances in your life 
that may impact your care and healing. 
What’s happening in your life right now? 
Are their things I am doing, or relation-
ships I have that are creating barriers to 
my healing? 

Reframe Your Narrative: Create a new 
version of your story that will help you 
think through this pivotal moment in 
your life and put things into 
perspective. Ask yourself, “What 
opportunities lie within the challenges 
before me?”

how do i use personal narrative as a...
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Medical Staff Engagement
Medical staff can share their personal narratives to connect with patients and families on a more human level. 
This connection leads to greater trust and lays the foundation for a powerful, continuing relationship that can 
improve families’ care experiences immediately and over time.

Patient Engagement
To facilitate engagement in the their care, clinic staff can take patients and families through a series of questions 
and activities that uncover their personal experiences and preferences for receiving care. Adherence to these 
preferences helps medical staff create a personalized experience and tailor care and education around the 
families’ needs.
 
Some suggested activities include asking families to articulate their personal narrative using prepared 
worksheets, expressive arts, and journaling. For children, providers might ask a child to grade different aspects of 
their health and wellness – a measurement they are familiar with from their school – or to draw a picture of how 
they view different aspects of their health.

Using Narrative to Inform Clinical Care
Electronic health records (EHRs) are one of the many tools for capturing a patient’s key medical information. 
Medical staff can bring greater meaning and personalization to EHRs by placing elements of the patient’s own 
story and their personal reflections of the experience into the data-heavy clinical tools and resources. Capturing 
patients’ personal stories within the clinical narrative allows for their cases to be reviewed and comprehended 
easily by all members of their care team, ensuring seamless coordination and communication for any patient visit. 

Having access to their EHR with personal narrative embedded also helps patients effectively review information 
from their care visits, including treatment recommendations. This access helps them to feel in control and 
involved in their care experience. EHR information, with patients’ permission, can also be shared with pertinent 
members of a patient’s support network to inform them about how to best care for the patient. 
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how to tell your story effectively.
Here’s how you can you help your doctor identify your story.

What brings you here today? Try to keep it to one sentence – short and 
sweet. If you have more than one concern, start with the main one first. 

tell your story (not your symptoms).
• Start at the beginning – when did your symptoms start? 
• How have they changed, and when did they change? Have any 

new issues started?
• What effects have your health problems had on your life? (Give 

real examples, such as “The pain is so bad that I’ve missed the 
past four days of work” or “I can’t climb stairs because I lose my 
breath so easily.”)

• How has this made you feel?

share your impressions.
• What do you think is causing these issues?
• What seems to make it better or worse?
• What are you most concerned about?

  Hornstein, L. (2014) “What are doctors thinking when you’re talking in the exam room?” Accessed from: www.kevinmd.com/blog/2015/01/doctors-thinking-youre-talking-exam-room.html

ask your doctors to share their thoughts. 
Ask them, “At this point, what are you thinking?” If they misinterpreted  
or missed something, you have the chance to clarify. 

is the appointment not going as planned?
Try to use non-defensive “I statements” when you’re confused or frus-
trated. Be direct, but polite—tone makes a huge difference in getting 
others to listen. It may sound gimmicky, but it gets people’s attention 
and can’t be argued with. 

• “I’m worried about my health so I want to make sure you have  
correct information.”

• “I don’t understand what you’re telling me.”
• “I missed that last part—can you explain it one more time?”
• “I’m having trouble following this conversation.”
• “I’m unsure why I need to change medications.”
• “I would like to come to appointments on time, but don’t have 

reliable transportation.”
• “I can’t afford this treatment. What can we do about that?”
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Listening

Listening – being attentive to and present with another’s story – lies at the heart of engaging communication. 

Active listening allows for individuals to attend to someone else’s words and nonverbal signals in order to 

acknowledge, absorb, interpret, and act on others’ stories. Listening should be used by patients, families, 

and medical staff to facilitate the gathering of critical information and increase interpersonal connection and 

empathy. Listening requires engagement from medical staff, patients and family to foster the most optimal 

care experience.

Patient and Family Engagement

It is vital for patients and families to listen to and meaningfully capture what they hear from providers during 

their appointments. Doing this helps families reach deeper clarity about their care and creates opportunities 

to evaluate and question what they’ve heard during the appointment. Capturing this information allows 

families to remember what they have learned after the visit is over, and gives them the tools to share 

pertinent information with members of their extended support networks.
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MEDICAL STAFF
Be present: On average, doctors interrupt their patients within 
18 seconds. Start each patient visit with a simple exercise:  
Sit face to face without a clipboard or computer. For the first  
two minutes, don’t write anything down. Just be present for  
your patient.

Listen for Context: While your patient is talking, listen for clues 
to challenges in the patient’s life that affects his or her care. 

Facilitated Storytelling: Not all patients are comfortable initi-
ating dialogue or sharing their personal stories. By introducing 
thoughtful prompts, personalizing questions, or becoming 
more playful in the inquiry, you in essence are giving ‘permis-
sion’ for the patient to explore more freely. 

What They Heard: Check how well your patient and/or their 
caregiver understands what was said by asking him or her 
to tell you what they heard. 

Bearing witness: Even when you have exhausted your tools 
and resources and feel you have nothing more to offer your 
patient,  you have one more tool: bearing witness to their 
experience in a show of compassion and solidarity.

FAMILIES
Active Listening: Conversation is a two-way 
street, but we aren’t often taught to listen. 
As caregivers, we feel often feel the need to 
‘offer’ counsel, but active listening can help 
us truly understand what is needed and how 
best to help. 

What I Heard: Our loved ones are often 
stressed or nervous during doctor visits and 
their active listening may be diminished. You 
can help by capturing what you heard in writ-
ing, and asking clarifying questions to be sure 
you understand, so you are better equipped 
to guide and support your loved one.

Facilitated Storytelling: If dialogue has 
become difficult or strained, you can facilitate 
storytelling with thoughtful prompts and 
questions to trigger interactions between you 
and your loved one.

how do i use listening as a...

patient
Active Listening: As patients, 
we hear a lot of things being 
explained to us about our condi-
tion, treatment, or  health status, 
but are we really listening?  
Active listening can improve re-
lationships, understanding, and 
memory, all of which can lead to 
healthier outcomes. 

What I Heard: During clinical 
visits, actively listen to the words 
and instructions of your provider 
or caregiver. Write down what 
you heard, as well as your 
thoughts and feelings after a 
visit to help you remember and 
process what was discussed.
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the four steps for contextualizing care are termed, respectively:

3. Listening for contextual factors.
A contextual factor is a specific life challenge that accounts for presenting prob-
lem. Most contextual factors fall under one of the following categories.

a. Competing responsibilities: “I take care of a sick relative” or “I can’t get 
off work for appointments.”
b. Social support: “My wife works and can’t help me with my …”
c. Access to care: “I live far away from the clinic and don’t have a car.”
d. Financial situation: “I don’t work and can’t afford…”
e. Skills, abilities and knowledge: “I don’t understand…” or “I have bad 
eyesight and can’t see med bottle print.”
f. Emotional state: “I’ve been too upset to keep track of my medications.”
g. Cultural perspective/spiritual beliefs: “Where I come from, we just go to 
the doctor when we are sick.” “I don’t need treatment, God will heal me if 
it is his will.”
h. Environmental issues: “I live in a nursing home and have to eat the food 
they give me.”
i. Attitude toward illness: “Diabetes is not that big of deal, I can eat what I 
want.”
j. Relationship with health providers: “I don’t trust doctors.”

The provider then listens for a response, such as “Yes, I’ve lost my health insur-
ance and can’t afford this expensive medicine I’m taking.”

4. Contextualizing care.
Addressing the contextual factors in the care plan in order to overcome the 
obstacles, such as providing a list of medications as well as when to take them, 
prescribing a cheaper generic medication, or moving their care to a closer clinic. 

Finally, the clinician considers how that information could inform planning 
care. In this case, switching the patient to a less costly generic medicine could 
address or mitigate the challenge of affording the medication.

1. Listening for contextual red flags.
These can include medication adherence issues, misunderstand-
ing of clinical protocols, challenges with following orders, and 
discrepancy in biomedical readings. 

For a patient who has lost control of his asthma, the comment, 
“Boy, it’s been tough since I lost my job!” is a clue that the 
patient may be having financial and/or other difficulties that 
could account for loss of control of his or her chronic condition.

2. Probing the contextual red flags.
Asking a direct open-ended question that addresses a red flag, 
such as “Why do you think this is happening?” or “What could be 
contributing to this?” Red flags can also be probed by making a 
statement that demonstrates awareness of red flag (e.g., “Your 
A1c has gone up since last  Time.”), with the intent that the 
patient will provide a contextual factor. 

The provider, hearing that clue, replies: “I’m sorry to hear that. 
What are some of the challenges you are facing?”
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Medical Staff Engagement

Without engaged listening on the part of medical staff, patient narrative loses power 

to inform care. It is important for providers to listen to and take contextual clues 

from the stories they hear in order to deliver personalized, effective care that meets 

families where they are.
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WHAT I HEARD DURING MY APPOINTMENT WORKSHEET

Most times, the information given 

during doctor’s visits happens 

through a fast conversation and a lot 

can be forgotten after you leave your 

appointment. Use this worksheet 

during your appointment to 

help focus your listening, and to 

remember and reflect on what you 

heard. Before leaving, review this 

with your doctor to make sure you 

are both clear on what your plan is 

moving forward. 

care plan

medication plan

emergency plan

tip

medication name    dosage   what’s it for     when to take

what is the goal of your visit?
appointment date

time

name of doctor

what problems or issues  
are you addressing?

what does your doctor  
recommend doing?

what goals are you working toward?

what is your doctor responsible for doing?

what are you responsible for doing?

what other services are needed?

what should you do at home to manage your health?

what complications should you look out for?

what should you do if complications arise? 

Ask your doctor whether it’s 
ok to audio or video record 
your conversation, either on 
your phone or through apps 
like MyDocNotes. That way, 
you can capture what was 
said to listen to it later.

whom should you call if 
your doctor isn’t available? 

what should you say?
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Summarizing Care

Families should receive artifacts from their appointment to take home that remind them of the care 

they received and what is expected of them moving forward.  Families appreciate receiving an After-Visit 

Summary from their provider, which gives them a “receipt” of services and captures topics covered during 

the appointment. This summary should be goal-oriented, shareable with the patient’s support system, 

and written in the patient’s preferred language. It simplifies information, making it easy to understand and 

apply, helps track progress on goals, encourages adherence to treatment plans, and increases patients’ 

understanding of their own health. For future care, the summary also provides an up-to-date snapshot for 

other clinic providers who may see the patient. 
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FLEXIBLE
FINANCIAL PLATFORM
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The Family Well-Being Clinic offers financial advising services and flexible, transparent payment 
options for families. These offerings give families knowledge and control to fulfill their financial 
responsibilities, provide comfort and peace of mind about consequences of their care, and expand 
the community’s access to quality medical care. These outcomes create the foundation for a trusted 
and respectful partnership between the community and the clinic. 

Core Functions:
Financial Advising (See Financial Advisor – Clinic People) 

Advisors know the clinic’s financial system and the broad insurance system intimately; they explain and help 

families navigate the financing and insurance processes. Advisors scope care costs and have the power to 

customize and structure individual payment plans, provide alternative methods of payment, and work with 

families to create a budget. 

Flexible Payment Structure

The clinic accepts patients with any health insurance coverage status and type of coverage. It and has 

a robust, flexible payment infrastructure to assist those with financial need, creating a “flat” system for 

receiving care.

Transparent Financial Information

All financial information is family-facing – consolidated, transparent and easy to understand. Prices and 

payment options for all services are clearly articulated and depicted around the clinic and via multiple 

communication channels – phone, online, and in person – before, during, and after receiving care. 
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People, Process, & Technology: 

People:  Financial Advisors; Providers

Process

The Clinic provides family-facing financial information – including service price lists and payment options – 

on all communication channels and visibly posts this information throughout the clinic. 

While families wait for their medical appointment, a financial advisor meets with them to set up their 

personal payment plan. At this meeting, families articulate their financial concerns and constraints, and the 

financial advisor works with them to scope services and payment options to fit their needs. Providers have 

access to families’ financial plan, and use this information to discuss care options with families. 

After families visit with the provider and receive any necessary prescriptions and lab work, the financial 

advisor meets with the family again to solidify their payment plan, with all costs of services taken into 

account. Financial advisors give families a comprehensive agreement to take home with them, and they send 

updated billing statements before each scheduled payment via families’ preferred communication channels. 

Financial advisors are available to answer questions at any time on the phone, online, or in person. 
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Technology:

• Family-facing financial documents, web pages, and posters

• A robust, flexible financing infrastructure that accepts all types of insurance and customizes 

payment options for families with insurance, without insurance, or a mix

• A financial aid and grant system to support families with payments

• A platform that allows for communication among financial advisors and other clinic staff 

regarding families’ financial plans 

• A family-facing platform to access personal and procedural financial information
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Flexible Financial Platform TOOLKIT 

Tools to carry out the core functions:  

The clinic’s financial platform is marked by personalized guidance through the support of a financial 

advisor, comprehensive, flexible payment options, and transparent patient-facing information. These 

elements work together to create an accessible, trustworthy, navigable experience for families engaging with 

the clinic.

Financial Advising Role (see Financial Advisor - Clinic People) 

Financial advisors help families navigate the financial aspects of participating in all clinic services. Advisors 

serve as families’ contacts for all financial questions and needs. They have the power to create personalized 

payment plans, help families navigate insurance, perform payment transactions, and help families set up a 

personal budget to pay for care. 

Flexible Payment Options

Families’ financial plans take into account all services used at the clinic, and are flexible for their personal 

situations and ability to pay. Patients have a say in their personal financial plan, and are able to co-create 

reasonable terms for making payments.

 

Families may make payments using various methods including checks, credit cards, and cash. There are 

also additional nontraditional payment options such as volunteering at the clinic or teaching a class in the 

Learning Center in exchange for discounted or compensated services.
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Payment Options 
 

The clinic’s financial staff works to give you a streamlined payment process, so you leave with 
just one bill and an understanding of the costs of your care. Financial advisors will meet with 
you after services to go over payment methods and plan options. A billing statement will be 
given to you that provides payment information and contact information for your financial 
advisor.  
 

Ways to Pay: 
● Credit and Debit Cards 
● Cash 
● Check 
● Alternative Methods 

How to Pay: 
●  Inperson at clinic 
● By phone 
● Online 
● By mail 

 
Family Health Clinic Payment Plan Options 

Type Payment Amount & 
Timeframe 

Additional Information 

Standard Weekly or Monthly $25 
payments, up to 6 months 

No interest over the life of 
the payment plan 

Extended Weekly or Monthly $10 
payments, up to 12 months 

No interest over the life of 
the payment plan 

Adjustable (Pay as you 
Earn) 

10% of discretionary 
income 

payments up to 12 months 

No interest over the life of 
the payment plan 

  
You can pay more than the scheduled amount at any time, and that amount will decrease the 
amount or frequency of future payments. There is a $10 fee per missed payment. However, if 
you believe you are going to miss a payment, contact your financial advisor. We will work with 
you to find the best payment option for your circumstances.  
  
Looking for alternative payment options? Ask your financial advisor about our Exchange for 
Service opportunities, where you may qualify to teach a class in our Learning Center or sell 
goods in our Community Center. 
  
Budget calculator: 

Payment Amount:   

Timeframe Amount (weekly/monthly):   

Total Bill:   

 
*All costs and examples are purely illustrative.  
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Family Health Clinic Billing Statement 
 

Account Holder:  Ellen Smith  Date Statement Was Sent: 2/20/16 

Account Number: 0123456  Payment Due Date: 3/1/16 

  Current Payment: $25 

 
Account Summary: 
2/1/16: Family Provider Package 
Included checkups for Ellen, Dave, Alisha and Sam 
Chosen Payment Plan: Extended ($25 per month for 6 months) 
Original Balance: $150 
Left to Pay: $50 
 
Progress to date: 

$25: Paid, 
12/7/15 

$25: Paid, 
1/3/16 

$25: Paid, 
2/4/16 

$25: Due 
3/1/16 

$25: Due 
4/1/16 

$25: Due 
5/1/16 

  

Questions about your account? Contact your financial advisor. If they don’t answer right away, don’t 
worry, they will get back to you within a day! 

Financial Advisor:  
Gaby Hernandez 

Contact email: 
gaby@familyhealthclinic.org 

Contact phone number: 
4015551234 

 

  

Your Upcoming Family Health Clinic Activity 
Upcoming Clinic Visits: 
3/15/16: Checkup for Alisha 
 
Questions about your health and wellness or upcoming appointments and activities? We’re available 
24/7. 

Clinic hotline: 18005551234 Website: www.familyhealthclinic.org 

 

  

Messages from the Family Health Clinic 

Did you know that we have free classes on how to create a budget and learn about credit scores? Call 
the clinic or visit our website to sign up. 

Don’t miss our community day on April 1st! Our financial advisors will be available for free oneonone 
tax filing advice, and we will have familyfriendly activities! 

 
*All costs and examples are purely illustrative.  

 

Patient-Facing Financial Materials

Billing Statement 

Families receive billing statements 

that are simple and navigable, 

consolidating accrued costs of 

all services and presenting it in a 

clear, understandable way. Billing 

statements show progress on 

families’ plans, inform them of 

future scheduled payments, update 

them on pertinent clinic offerings, 

and remind them of the details of 

past clinic visits and of future clinic 

appointments. 
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Family Health Clinic Price List 
 

Services Included in Service Price 

Provider Consultation 
Individual 
  

Followup visit 

General Checkup: wellness 
services 

$50 
  
  
$30 

Provider ConsultationFamily 
Package 
  

Followup visit 

General Checkup for 2 adults, 
up to 2 children: wellness 
services 

$150 
  
 
$90 

Laboratory and Xray Services 
  
Chest Xray 
  
Complete Blood Count 
Cholesterol Level 
Blood Glucose Level 

    
  
$60 
  
$40 
$30 
$30 

Vaccinations 
 2month old package 
 4 month old package 

12month old package 
  

HPV (for females 
starting at 1112 years 
old ) 

  
Flu Vaccine 
  
  

  
HepB, RV, DTaP, Hib, PCV, 
IPV RV, DTaP, Hib, PCV, IPV 
HepB, Hib, PCV, IPV, MMR, 
Varicella, HepA, 
Includes all 3 doses 
  

  
$40 
$35 
$40 
  
$30 
  
 
  
$5 

Medications Generic 
Brand Name 

$15 
$50 

 
Services and payment options are accessible to all community members, regardless of income, insurance or 
legal status. 
All costs are capped and categorized for consistent cost. Patients may pay less for services if they are 
covered for insurance. 
Financial advisor consultations are available at each of the patient’s appointment to go over: 

● Service Prices 
● Payment options and plans within budget 
● Insurance questions and options 
● Creating a personal budget, if necessary 

 
*All costs and examples are purely illustrative.  

Price Lists

Price lists provide cost 

information for all services 

at the clinic – both medical 

and value-added. Prices 

of all services are posted 

visibly throughout the 

clinic, and are available 

on any communication 

channel for families to 

access before, during, and 

after care.
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ENGAGING CLINIC
CULTURE
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The Family Well-Being Clinic intentionally establishes a family- and community-centered 
organizational culture by engaging families in a culturally-competent manner, soliciting family and 
community feedback, and reflecting the culture of the community – its beliefs, customs, attitudes, 
and languages. Establishing this familiar, culturally-reflective environment fulfills families’ desires to 
be respected and understood by clinic staff, and facilitates a trusted connection between the clinic 
and the community. 

Core Functions:
Engaging Families in a Culturally-Competent Manner
Clinic staff interact with families in a culturally sensitive and respectful manner, engaging personally and 
empathetically. Staff speak the preferred languages of community members fluently, particularly English 
and Spanish. The clinic provides culturally-relevant translations of all documents and signs in multiple 
languages. These documents and signs are also highly visual in nature, messaging clearly across all 
languages and cultures. 

Soliciting Family and Community Feedback
Families are invited to co-create the environment and context of their care during orientation and 
throughout the healthcare process. Clinic representatives develop strong community partnerships and 
meet with families in the community to establish the clinic as a trusted community partner. Clinic staff also 
use family feedback to develop desirable services for the community. 

Reflecting the Culture of the Community
The clinic is designed to reflect the various cultures of the community, from the external display of the 
building to the people inside. The building is located in a central, well-known location, and is visually 
appealing, inviting, and familiar to the community. All clinic staff, particularly providers, reflect the diversity 
of the community, including Hispanic, African American, and female personnel. 
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People, Process, & Technology: 

People:  All Clinic Staff

Process

The clinic holds workshops and discussions with clinic staff and families in the community to define the 

clinic’s culture, identifying desired core values, beliefs and behaviors. The clinic hires multilingual staff 

– particularly those who speak fluent English and Spanish – to engage families. The clinic develops its 

culture through staff professional development, family-staff meetings, and community partnerships. 

Clinic staff translate all documents and signs in multiple languages, taking care that they are highly visual 

and universally understood by the community. Clinic representatives meet with community leaders and 

organizations to establish partnerships in the community. 

Technology:

• In-house translation and interpretation services

• Robust infrastructure for family and community feedback

• Community-facing interaction areas
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Engaging Clinic Culture TOOLKIT 

Tools to carry out the core functions:  

In order to create a clinic culture that is desirable and fair for families, and reflects the community’s various 

cultures and values, the culture must be defined and developed with families and the community through 

multiple interactions and maintained through feedback and accountability measures. 

Defining Clinic Culture

Defining the clinic’s culture is brought about by discussions and workshops involving community members 

and clinic staff aimed at identifying desired core values, beliefs and behaviors for the clinic. At every step, 

the community voice is invited into the dialogue, which creates the foundation for trusted and respectful 

partnerships between the community and clinic. The co-created definition of culture from these meetings is 

reflected in the clinic’s mission statement and care agreements. 



96

Defining Culture Activity 
 
Gather members of the clinic community, including medical staff, providers, and families, to answer the 
questions below. Each member should be given time to answer the questions, then having a facilitated 
discussion to identify patterns and prioritize elements of the clinic’s culture. 
 
Values & Beliefs 
What are the important values of the community that will be represented and reflected within all aspects of 
the clinic?  
What are the important beliefs of the community that will be represented and reflected within all aspects of 
the clinic?  
 
Behaviors  
What behaviors reflect the identified values and beliefs?  
What happens during a typical day at the clinic? 
What are the interactions like between staff and providers? Staff and patients? Providers and patients? 
Describe how you want to feel when you walk into the clinic.  
Describe what you see when you walk into the clinic.  
 
Outcomes 
What happens of the result of the identified behaviors?  
What results will you want to see for individuals? As an clinic? 
What is the impact for an individual? For the clinic?  
 
Motivators  
What needs to be in place (rules, etc.) to enable the identified behaviors?  
What are the rewards for behaviors? 
What needs to be said or done to enable the identified behaviors?  
How does the physical space enable the identified behaviors?  
How are members of the clinic hold themselves and other members accountable?  
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Developing Clinic Culture

Culture is developed through staff professional development, establishing community partnerships, and 

workshops and meetings with families. At the clinic, the culture is felt in the interactions between clinic staff 

and families, and is visible in the physical space through cultural artifacts, such as norms, contracts of care, 

and artwork.

Developing Community Partnerships

Establishing a community presence and building relationships with community members is key in order 

for the clinic to develop desirable services for community members, to understand the culture of the 

community, and to have access to community-based resources to make value-added services available at 

the clinic. 

 

Professional Development

Medical staff and providers are trained in clinic processes, interpersonal engagement, and cultural 

competency in order to participate in and catalyze the clinic’s culture.

Family & Staff Workshops

Human-centered design workshops put community members and their experiences at the center of the 

clinic design, enabling understanding in how families relate to their community environment, and what they 

need and desire. Through this approach, clinic personnel, alongside families, discover opportunity areas for 

the clinic and develop more thoughtful, impactful, and innovative solutions for the community. In addition to 

developing ideas and establishing culture, these workshops help personnel develop and maintain empathy, 

creativity, collaboration, and an experimental mindset.
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Family & Staff Meetings

Clinic staff meet with families in their homes, at trusted locations in the community, or at the clinic to 

determine norms, create care contracts, and perform orientations into the healthcare process. These efforts 

establish the culture of an individual family well-being experience and develop the clinic-wide culture more 

broadly. 

Clinic Norms - 

Patients walk into a clinic with a spectrum of expectations and assumptions around what the provider can 

and should provide. By setting personal norms – ground rules for the visit with providers and other staff 

– at every step and understanding the clinic’s norms, families have accurate and feasible expectations of 

their care experience, which increases customer satisfaction. Norms acknowledge boundaries of provider 

and family abilities and affirm collective responsibility and accountability. Clinic norms are highly visible – on 

posters in the clinic and online, as well as discussed in interactions with clinic staff. 

Care Contracts - 

The Family Well-Being  clinic strives to accommodate various patient needs by providing access to primary 

care providers, specialists and value-added providers. In order to establish clear roles and communication 

channels between all providers and families, care contracts are created so each party understands the 

legal limitations and responsibilities of their position, and their personal roles and responsibilities around 

the patient’s care. Care contracts allow families to know which provider is best equipped to take on certain 

responsibilities and increase communication and collaboration across a patient’s entire care team. 
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Orientations - 

Orientations provide a friendly welcome to new families with an introduction to the clinic’s mission, 

structure, offerings and processes. During this orientation, clinic norms, care contracts, visits expectations, 

and procedures are defined, and supporting resources are introduced, such as financial advisors, 

communication channels, and transportation options. Families are given time to ask questions and fill out 

their preferences for language, communication channels, providers, and services. With these meetings, 

families also have the opportunity to meet and develop trusted relationships with providers and other staff 

before receiving care.
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Maintaining Clinic Culture

To maintain the clinic’s culture, ongoing training and workshops for clinic staff and families are provided. 

Accountability mechanisms are also implemented, including the solicitation and use of family feedback 

to identify and address improvement areas and the creation of an assessment process to measure the 

effectiveness of the clinic’s identified positive outcomes. 

Soliciting Feedback 

Feedback from families shows what is working and areas for improvement. Feedback can be gleaned from 

surveys made available at the end of a visit – offered either in printed form in person or by mail, or online. 

A feedback line on every communication channel is also available for family use. Staff and providers actively 

seek out feedback from each other and families, observing behaviors and actions as well as listening to 

verbal responses. 

 

Using Family Feedback to Improve Offerings

While anonymity and incentives may motivate some, families are more interested in seeing their suggestions 

and ideas listened to and incorporated into the larger goals and vision of the clinic. It is important to 

acknowledge their feedback is received with a tailored response, and when applicable, show how it will be 

incorporated into the clinic. 
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CONCLUSION

We had the unique opportunity to work with Children’s Health to uncover the ideal family 
well-being experience for the Oak Cliff and Redbird community and to create offerings that 
will make this experience a reality. An integral part of our process was inviting the experts of 
this experience – families in the community – to act as as partners in its creation. 

We found that in order to create a calming, engaging, and trustworthy family well-being 
experience in the Oak Cliff and Redbird communities, any solution must: foster well-
being by delighting and caring for the whole family and each individual family member; 
engender a responsive and accountable relationship between families and providers; create 
transparency in the process; develop mutual respect and dignity; and meet families where 
they are.

With these principles in mind, we co-designed the family well-being experience with families 
in the community.  They helped us imagine and design a convenient, accessible, affordable 
one-stop community clinic that delivers quality care and learning opportunities for the 
whole family. The clinic’s six key offerings are an accessible frontline of the clinic, family-
centered services and amenities, convenient learning opportunities, participatory care 
experiences, a flexible financial platform, and an engaging clinic culture. The Family Well-
Being Clinic and its offerings are outlined in detail in this guide. 
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Working alongside families, we saw their excitement for a positive transformation in 
both their families and their community. We encourage this level of engagement with 
families throughout the stages of building out the Oak Cliff and Redbird family well-being 
experience. We found that bilingual co-creation workshops facilitated a trusting connection 
and were also integral to our design experience and outputs. Families appreciated the 
opportunity to learn, connect to one another, and to not only speak up, but to have their 
voice heard. 

The families also hope their vision comes to fruition. Frequently, we heard CD4H 
participants ask, “will our ideas be taken seriously?” and “will this clinic actually happen?” We 
hope this guide helps answer their questions by illuminating the path forward for Children’s 
Health to meet the needs and desires of the Oak Cliff and Redbird communities. 
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