COMPASS MEDICAL, PC
CASE STUDY

How Compass Medical, PC
Increased TCM Visits, Improved
Chronic Care Management, and
Outcomes During COVID-19

INTRODUCTION
Compass Medical, PC is a physician owned and directed medical
organization serving over eighty thousand patients across Southeastern
Massachusetts. Since being founded in 1993, Compass Medical, PC has
become one of the leading provider organizations south of Boston,
and consists of over ninety healthcare providers and five hundred and
fifty team members that work across six clinical practice sites.
Compass Medical, PC functions primarily under fee-for-service care
models, and also participates in various upside and downside risk-based
contracts through affiliated provider organizations and health plans.

“In order to truly succeed
in value-based care, we
need to meet patients at
their most vulnerable
points of care throughout
their care journeys.”
– Dr. Dhrumil Shah, CMIO,
Compass Medical, PC

These risk-based contracts include the Next Gen ACO Model, Medicare
Shared Savings Program (MSSP), and the Medicare Advantage Program.
Compass Medical, PC also participates in various quality initiative
programs, such as Transitional Care Management (TCM) and Chronic
Care Management (CCM) programs.
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In 2018, Compass Medical, PC partnered with Bamboo Health
(formerly Appriss Health + PatientPing) to receive real-time visibility
into patients’ care events to improve care coordination outcomes and
succeed with the quality initiative programs mentioned above. When
COVID-19 struck in March of 2020, Compass Medical, PC saw a steep
drop (52%) in office visits and turned to Bamboo Health’s data to adjust
their workflows, add more patients to their Pings roster, flag COVID-19
patients, and not only reverse the office visit decline but improve TCM
follow-up visits by 500%.

Compass Medical, PC’s
Patient Population

25%

30%

Other Commercial
Contracts

Medicare

15%

Medicaid

30%

Blue Cross
Blue Shield

80k Total Patients
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The Challenge
COVID-19: CARE COORDINATION
CHALLENGES & PROGRAM OVERVIEW
DECLINES IN PATIENT VISITS &
REIMBURSEMENT REVENUE
At the start of COVID-19 Compass Medical, PC faced new challenges in
care delivery. Like many provider organizations, it experienced a steep
decline in office visits (both scheduled and billed) due to patients’
reluctance to visit physician practices or healthcare facilities. For
example, from March 11, 2020 when the World Health Organization
declared COVID-19 a pandemic to April 30, 2020, appointment visits
decreased by 52%. Additionally, the team struggled to monitor patients
who were diagnosed with, or who were being tested for COVID-19
outside of their facilities.
These challenges had a direct impact on patient services and
reimbursement revenues, as Compass Medical, PC was deterred from
proactively scheduling follow-up appointments with patients postdischarge from emergency departments (EDs) or hospitals, performing
TCM services, and continuing to provide care to patients both with and
without the virus.
Compass Medical, PC uses Bamboo Health’s Pings solution. The Pings
solution delivers real-time notifications whenever patients experience
care events across the continuum, allowing health care providers and
payers to better manage patient populations and coordinate care.
Compass Medical, PC started to address their situation by increasing
its Pings patient roster size so that all 80,000 Compass Medical, PC
patients were monitored on the Pings platform. In the past, the roster
was primarily dedicated to those enrolled in the CCM program, which
was about 3,500 patients.
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PROGRAM OVERVIEW
By adding its full roster of patients into the Pings platform, the
Compass Medical, PC team could view all patient care events in real
time to identify any ED discharges, observation discharges, inpatient
admissions, inpatient discharges, skilled nursing facility (SNF)
discharges, home health agency (HHA) admissions, and/or hospital /
HHA discharges and transfers. Receiving these notifications triggered
workflows—similar to the CCM, TCM, and ED follow-up programs already
in place—to ensure patient outreach was completed as soon as possible.
Additionally, nurses scheduled virtual or in-office follow-up visits, and
ensured appropriate remote care services and care management were
provided to patients, and that TCM visits were scheduled.

COVID-19 FLAG FEATURE
Compass Medical, PC also utilized the Pings COVID-19 Flag
functionality. This feature:
•

Alerts care management teams in real-time of COVID-19
patient presentations, admissions, discharges, and transfers
to proactively engage with them

•

Notifies providers of incoming COVID-19 patients to ensure
appropriate allocation of resources (ventilators, oxygen tanks,
PPE, etc) and that proper quarantine protocols are followed

•

Keeps front line providers safe by better preparing them for

“Pings opens a
floodgate of data.
When we have that
data, we can be ready
to take action on that
data, and care for
patients in need.”
– Dr. Dhrumil Shah, CMIO,
Compass Medical, PC

incoming COVID-19 patients
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COVID-19: RESULTS
As mentioned previously, Compass Medical, PC saw a 52% decrease in appointment visits due to COVID-19.
Enlarging the Pings roster enabled Compass Medical, PC to proactively respond to more care events that
triggered electronic notifications data. By reacting and responding to this new data by slightly modifying
existing TCM workflows, Compass Medical, PC saw a 500% increase in TCM follow-up visits.
The graph below outlines Compass Medical, PC’s month-over-month Transitional Care Management Work
Relative Value Units (wRVUs) from January - September of 2020.
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The seeds for these results were planted in 2018 when Compass Medical, PC originally utilized Pings to
enhance its Chronic Care Management program. Continue reading to learn more about the implementation,
workflows, and results from that use case.
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The Solution
CHRONIC CARE MANAGEMENT & TRANSITIONAL
CARE MANAGEMENT PROGRAMS

LACK OF VISIBILITY INTO PATIENT CARE EVENTS
In 2018, Compass Medical, PC implemented a Chronic Care
Management program with the goals of better managing total costs
of care and outcomes for high-risk, vulnerable patients, especially
those with multiple chronic conditions.
When the program launched, the Compass Medical, PC staff found
they lacked the ability to monitor patients’ care events, specifically
those who had recent hospital or ED care events. As a result,
Compass Medical, PC could not proactively engage patients for routine
and post-hospital discharge follow-up appointments and ensure
appropriate TCM services were delivered. This ultimately resulted in
missed care opportunities, lost reimbursements, and the inability to
provide appropriate and preventative care to patients. Compass Medical,
PC then turned to Bamboo Health.

PINGS IMPLEMENTATION
In 2018, Compass Medical, PC originally partnered with Bamboo Health
for their Pings solution to receive real-time visibility into patients’ care
events to improve care coordination outcomes and succeed under
value-based care and quality initiative programs.
Bamboo Health team members worked with the Compass Medical, PC
staff to upload a roster of over 3,500 patients that would be monitored
in the Ping’s platform as part of their CCM program. This list was
updated on a monthly basis to ensure all appropriate patients were
monitored on the platform, and that all care information was up to date.
Bamboo Health team members provided ongoing training and support
to the Compass Medical, PC staff to review best practices for using the
platform, and to help implement workflows that best met the needs of
the Compass Medical, PC staff and their organizational initiatives.

bamboohealth.com
© 2022 Bamboo Health. All Rights Reserved.

6

TRANSITIONAL CARE MANAGEMENT & CHRONIC
CARE MANAGEMENT PROGRAM WORKFLOWS
Compass Medical, PC staff leverage the Pings web application and
real-time SMS and email notifications to know when and where their
patients went to receive care across acute and post-acute care settings.
Below are the Compass Medical, PC staff members’ workflows within
Pings for their Transitional Care Management and Chronic Care
Management programs.
•

Nurse logs into the Pings platform at the start and middle
of each shift to view all patients who have been discharged
from the hospital

•

Nurse reviews all care event information, including
patient diagnoses, demographic information, prior care
events, utilization histories, patient and care team member
contact information

•

The Pings export feature is used so that all information from
Pings is shared across the Compass Medical, PC team

•

Nurse ensures all Pings information is updated in appropriate
hospital electronic health records (EHRs)

•

Patient outreach begins, and is prioritized by the Compass
Medical, PC team based on the hospital where care events
occurred, whether patient are high-risk or high-utilizers, and if
patient are already enrolled in their CCM program

•

Nurse performs all Transitional Care Management services, and
schedule an in-office or virtual appointment within a Compass
Medical, PC provider within 7-14 days
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When Compass Medical,
PC first implemented
Pings, they monitored
3,500 patients on the
platform. At the start
of COVID-19, Compass
Medical increased the
number of patients
monitored in the Pings
platform by 2,000% to
ensure success during
the pandemic.
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The Compass Medical, PC team also pulled weekly reports from Pings
that included all hospital events that occurred the past week. The report
was segmented out by patients who are already enrolled in their Chronic
Care Management program, and those who are not. For those already
enrolled in the CCM program, a dedicated nurse previously assigned
to that patient was responsible for overseeing their TCM outreach to
ensure patient relationships were built and maintained.

By increasing its
roster size with Pings,
Compass Medical, PC
saw a 500% increase in
TCM follow-up visits.

For patients who met the criteria for the CCM program but were
not yet enrolled, Compass Medical, PC ensured that outreach was
completed as soon as possible to educate patients on the benefits of
the program. By proactively reaching out to patients shortly following
their care events, and while they are at more vulnerable points in their
care journeys, Compass Medical, PC found that patients were more apt
to enroll in the program.

EMERGENCY ROOM FOLLOW-UP PROGRAM
Compass Medical recently implemented new workflows with
Bamboo Health to help streamline and improve ER follow-up
processes. Through the program, Compass Medical expects
to reduce overall admission rates, and prevent avoidable
readmissions. Below are their workflows for the program:
Care Management Nurse logs into Pings to view all
patients who have been discharged from the ER
Nurse accesses patient contact information in Pings to
follow up with patients the same day as their care event,
and engage them for a virtual check in to review; reason
for care event, prescriptions, and medications, schedule
an in-person or telehealth visit
Staff members use The Pings solution’s High Utilizer and
Readmission Risks Flags to monitor patients at risk of
readmission, or those who have had 3 or more hospital
visits within the last 60 days to help prioritize outreach
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The Impact
BAMBOO HEALTH & COMPASS MEDICAL, PC
PARTNERSHIP RECAP

Compass Medical, PC originally partnered with Bamboo Health to enhance its Chronic Care
Management program in 2018. When COVID-19 hit and dramatically decreased office visits and
reimbursements, the Compass Medical, PC team recognized receiving the Pings solution’s real-time
notifications for its entire patient population, not just the CCM program, could proactively drive patient
outreach activities and dramatically improve TCM results.

WITH BAMBOO HEALTH, COMPASS
MEDICAL, PC HAS BEEN ABLE TO:
INCREASE TCM FOLLOW-UP VISITS:

SUCCESSFULLY MONITOR PATIENT EVENTS:

Proactively outreach patients post-discharge

Monitor all inpatient, ED, and post-acute events

to increase TCM follow-up visits by 500%

in real time to proactively engage patients for

during COVID-19

follow-up appointments

PREVENT READMISSIONS

MAXIMIZE ED FOLLOW-UP VISITS

& PROVIDE CONTINUITY OF CARE:

AND BILLING OPPORTUNITIES:

Monitor and engage high-risk patients post-

Proactively engage patients post-discharge from

discharge from the ED to quickly intervene and avoid

the ED to schedule follow-up visits and increase

preventable admissions and potential readmissions

billing rates

IMPROVE CHRONIC CARE MANAGEMENT

ENHANCE PATIENT EDUCATION & ENGAGEMENT:

PROGRAM OUTCOMES:

Educate patients on the opportunity to seek

Increase enrollment rates for its Chronic Care

care at Compass Medical, PC via in-person or

Management program and ensure appropriate

telehealth appointments

care is delivered to high-risk patients already
enrolled in the program
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About Bamboo Health

Bamboo Health (formerly known as Appriss Health + PatientPing)
is a healthcare technology solutions company, focused on fostering care
collaboration and providing information and actionable insights across
the entire continuum of care. As one of the largest, most diverse care
collaboration networks in the country, our technology solutions equip
healthcare providers and payers with software, information, and insights
to facilitate whole person care across the physical and behavioral health
spectrums. By serving 2,500 hospitals, 7,955 post-acute facilities,
25,000 pharmacies, 37 health plans, 45 state governments, and over
one million acute and ambulatory providers through more than 500
clinical information systems electronically, we impact over 1 billion
patient encounters annually in provider workflow. Health systems,
payers, providers, pharmacies, governments, individuals, and other
organizations rely on Bamboo Health to improve care and reduce cost.

HOW CAN WE HELP? TELL US YOUR NEEDS
BAMBOOHEALTH.COM/CONTACT/
bamboohealth.com
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