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Dimensions of Wellness
• Environmental Wellness:  housing status is secure, and living space does not 
have deficiencies that have an impact on health- physical space-safe, protected, 
sustainable, orderly/organized, aesthetically pleasing and motivational, adequate 
spacing and natural resources.
• Financial Wellness:  Income and the source of income are both stable, with the 
ability to pay for necessities and health care/social services- resources, money, 
budgeting, economic development.
• Intellectual Wellness:  Interest in acquiring knowledge and learning new skills; 
able to make informed decisions about life and health- knowledge and know how 
both formal and informal.
• Spiritual Wellness:  Has a sense of purpose and values; engages in self-care 
activities to help alleviate stress and anxiety personal/organizational goals, inner-
self, higher power & spiritual growth.

• Mental Wellness:  dealing with obstacles or loss, mental clarity, able to deal with difficult situations, sound decision 
making, emotional response and chemical makeup - cope with life’s challenge.
• Physical Wellness:  Choosing to follow a plan to improve health, based on an evaluation of  fitness, and nutrition 
needs, and existing health conditions. healthy development of our bodies-physical fitness, disease, nutrition.
• Social Wellness:  Limited social isolation and the presence of a support system. feel a sense of belonging/acceptance, 
engagement, communication and interaction with others in all significant spheres of life: 1) home; 2) school/ work; and 
3) community.



Activity – 
Wellness 
Priorities



Community 
Health 
Assessment Best 
Practices

American Hospital Association



Best 
Practices 
for Patient 
Experience
*CAHPS Patient Experience



Wellbeing & Resiliency Resources 
& Stakeholders



Pillars for Success 
Resiliency 
Coaching

• Overall Resiliency and Balanced 
Wellbeing
• Life Improvement Skills
• Functional Family and Community 
Support
• Integrated Care Team – clinical 
and non-clinical services



Resiliency Coach Versus Wellness Ambassador?
A Resiliency Coach walks along beside each client as they 
explore life’s challenges, opportunities and threats to help 
them discover solutions.

•Help the client(s) work with their family, explores life factors and equips the 
participants with strategies and resources to help each person be all they can be by 
helping them at home, work/school and/or life. 
•Explores strengths, gifts, talents and interest. 
•Builds Life Improvement Plans that empower clients to break free of challenges. 
•Empowers the client with the tools, strategies, and renewed energy to tackle 
hurdles and bounce back to come out stronger in the end. 
•Strictest of confidentiality-no personal information is to be shared without express 
written consent and must follow HIPPA & GEPA privacy and security. 

Confident.     Cheerleader.    Devil’s Advocate.



Resiliency Coach Versus Wellness Ambassador?
A Wellness Ambassador walks along beside communities and 
agencies to help them develop and/or deliver solutions.

•Help the client(s) understand the difference between health and wellness services. 
•Builds awareness of key health and wellness conditions and solutions to mitigate or 
manage. 
•Becomes a trusted advisor to deliver health education and promote regional access 
to care.
•Identifies and develops strategic partnerships that nurture balanced wellbeing and 
resiliency.
•Executes a variety of community and family outreach strategies.
•Participates in community health improvement planning processes and teams to 
become a thought leader in the region.

Confident.     Cheerleader.    Devil’s Advocate.



Brand Promotion
Market Relevancy

Multi-Channel / Segment
Regional & Local Presence

Trusted Advisor
Healthcare Authority

Relationship Management
Targeted Campaigns

Internal Touch Points
High-Touch
• High-Impact
• High-Cost
-  Grounds & Housekeeping 
-  Greeting & Registration
-  Admissions/Billing
-  Employee in Hall
-  Nurse/Technician Vitals
-  Provider 
-  Admissions

External Touch Points
• Advertising
• Social Media
• Seminars
• Sponsorships
• Events
• Expos
• Kiosk
• Onsite Educators
• Cause Related Marketing
• Strategic Campaigns
• Fundraisers
• Radio & Interviews
• Partnerships
• Patient Portal

• People 
-   Experience &  Expertise
-   Dress & Look
-   Attitude & Customer Care

• Process & Programs 
- Across Segments
- Consumer Centric
- Customized

• Technology
-  Ease of Use
-  Personalized Experience
- TeleMedicine

• Materials
- Consumer-focused
- Value-based

• Facilities
- Look Good
- Feel Good
- Smell Good

Patients
Families

Position For Success

Build Brand, Maximize Brand 
Awareness, Trust & Credibility 

Drive Traffic to Hospital, Wellness 
Center, Community Events, Social 
Networks, Member Portal, Patient 

Portal, Personalized Service, Generate 
Leads and Increase Reach

Community 
Members

Performance Management
Data-Driven Care

Compliance.  Service.  Satisfaction.  Retention.  Loyalty



Promoting Wellbeing & Resiliency
• Bring things, services, people and places together on a journey of 
exploration to discover and rebuild lives, families, marriages and 
communities. 
• Help individuals define new purposes and identify strategies to 
address deficits in resiliency factors and wellbeing indicators. 
• Coach and guide them as they build life improvement plans that 
promote balanced wellbeing and resiliency. 
• Help develop an action plan for change and resources to help live 
out that plan. 
• Create a space for clients to be safe, respected, and creative as 
they embark on a journey of exploration to identify and act. 
• Become a sounding board to listen and help establish 
individualized agendas in a holistic way. 
• Work with a variety of clinical and nonclinical expert to integrate 
strategies and services.

Learning.  Discovery.  New Insight.



Critical Components to 
Support Wellness Coaching

Processes

People

Technology

• Electronic Health Record (EHR)
• Patient Portal
• Click Up Project Management 
• Wearables
• DTx 

• Engagement & Education
• Registration
• Inpatient/Outpatient Services
• Discharge Planning
• Patient flow & Referral process

• Case Management
• Coaches
• Peer Support
• Patient Navigator
• Financial Management
• Caregivers
• Nurses/Doctors/Clinical Experts



Assessments & Tools

• MCMH standard assessments
• Pre-screening Mini Assessment
• PRAPARE/SDOH 
• CMS
• PHQ
• Flourishing Measures
• Resiliency Portfolio
• SBIRT

Who.  What.  When.  How.  Where?



Socioecological Model 
(SEM) demonstrates the 
influence of  relationship 
(interpersonal), 
community, and societal 
factors on individual 
behaviors and wellness 



Socioecological Model (SEM) Continued



SDOH 
Healthy 
2030



PHQ-2



Prescreening 
Assessment 
SDOH



Prescreening 
Drugs & 
Alcohol



Wellness & Resiliency Tools

Face-2-Face Live Online Coaching Community Multimedia Web-based 
Coaching

Performance 
Support

Classroom
Community 
Partners
Health 
Education
Clinical
Case 
Management
Discharge

Webinars
TeleHealth

Resiliency 
Coaching
Mentoring
Wellness 
Ambassador

Blog
Chat
eMentoring
Events

CD/DVD
Podcast
Streaming

Live Apps
Patient Portal
Book of 
Knowledge

Wearables
Life 
Improvement 
Plans
Information 
Management



Care Team Integration

• Direct patient care, 
necessity, charting, 

• Care planning
• Discharge planning

• Registration
• Host perception
• Clinician scheduling

• Assessments
• Life Improvement Planning
• Health & Wellness Coaching
• Care Team Facilitator

• First Touch Point
• Health Education/Awareness
• Advocate & trusted advisor
• Care integration & 

collaboration between 
enterprises and partners

Wellness 
Ambassador

Resiliency 
Coach

Case 
Manager/
Discharge 
Planner

Outpatient 
Coordinator



Resiliency 
Coach

Wellness Ambassador

Case Management

ER CHIP Partner

Primary Care

Inpatient/Outpatient 
Services

Referral Framework



Patient Journey

Awareness Consideration Access Services Follow-up & 
Ongoing

Brand & 
Reputation

Outreach 
& 

Education

Events/
Community

Networks, 
Partners, 
Contracts Scheduling

Patient 
Portal

Registration

Transpar-
ency

Wellness & 
Care 

Integration

Coaches & 
Case 

Managers

Follow-up

Referrals

Referrals

Benefits Profile

Provider 
Search

Coaches

Clinical 
Experts

Discharge 
Process

Billing

SDOH Population 
Health

Prevention Intervention Treatment

Diagnosis

Health & Wellness 
Education

Care Team 
Integration



Stages of the Wellness Journey

Engage

Inform 

Partner

Empower

Access-Monitor-Improve

Wellness Ambassador

Wellness Coach



Initial Visit

Consent to 
Participate

Know Your Numbers 
Assessment

Wellness 
Assessment

Who.  What.  When.  How.  Where?



Patient Management Plan

Who.  What.  When.  How.  Where?

• Patient coaching experience 
encompasses the entire journey from 
initial contact with the healthcare provider 
to post-treatment follow-ups. 

• This includes interactions with the front 
desk staff, nurses, coaches, doctors, 
treatment plans and protocols, case 
management, discharge instructions, 
billing processes, and more.



Assessment

WHEN (HOW LONG 
AFTER INITIAL 
SCREENING)

HOW (HOW IS THE 
ASSESSMENT 

CONDUCTED-WHAT 
DOES IT ENTAIL)

WHAT (WHAT IS THE 
PATIENT PROVIDED 

WITH AT 
ASSESSMENT)

TIMELINE (HOW 
MUCH TIME IS GIVEN 

TO PROCESS  
ASSESSMENT)

Who.  What.  When.  How.  Where?



Referral Processes

HOW DO YOU 
DETERMINE 

WHICH 
SERVICES TO 

REFER TO

HOW MUCH 
TIME IS 

ELAPSED PRIOR 
TO REFERRING

IS THIS 
ENOUGH TIME 

FOR 
PARTICIPANTS 
TO PROCESS 

RISK 
COUNSELING 

AND 
COMPREHEND 

BEHAVIOR 
CHANGES 

HOW MUCH 
TIME IS NEEDED 
TO CONTROL 
AND MANAGE 

BEHAVIOR

WHAT KIND OF 
RESOURCES ARE 
REQUIRED TO 

MANAGE 
BEHAVIOR 
AND/OR 

CONDITIONS

Who.  What.  When.  How.  Where?



Wellness Coaching
Pillars of Success

USING REAL-
TIME 

DIAGNOSTIC 
TOOLS TO 

ESTABLISH A 
PREDICTIVE 
CARE PLAN

PROVIDE 
EDUCATION 

AND COACHING 
AS A 

PREVENTIVE 
STRATEGY THAT 

PROMOTES 
BALANCED 
WELLBEING 

AND 
RESILIENCY

DELIVER A 
PERSONALIZED 
EXPERIENCE 
BASED ON 
INDIVIDUAL 

PREFERENCE- 
LEVERAGING A 
MIXTURE OF IN 

PERSON, 
VIRTUAL, AND 
REMOTE CARE.

INDIVIDUALIZED 
PLAN THAT ARE 
PARTICIPATIVE – 

THE CLIENT 
DETERMINES 
GOALS AND 

OBJECTIVES TO 
HAPPIER AND 
HEALTHIER 

LIVING.



Ongoing Coaching Strategies

• Patient-centered health records
• Patient knowledge about red flags that indicate worsening 
conditions or drug reactions
• Patient and caregiver knowledge of resources available 
and how to leverage them
• Access to healthcare and insurance
• Health and wellness coaching and support tools
• Medication management
• Follow-up visits with providers and specialists
• Assessment and reflection for current and improved state



Resiliency Coaching Roadmap

Initiation & 
Registration

1 to 2 weeks

Wellness Ambassador
Consent Form, Registration & 

Pre-Screening

Timeline: September-
December

1 to 4 weeks

Resiliency Coach
Coaching, Assessment & 

Care Plan

Timeline: Jan-May

Life Improvement 
Plan

Screening, assessment, 
diagnosis and needs

Timeline: Week 5 to 7

Integrated Care Team
ICT is identified, convened, 

informed and organized
Timeline: Week 3 to 8

8 Months / 1 Year

Resiliency Coaching
Participate in customized wellness & 

life improvement plan

Timeline: May  to June {Year}

01

2024

02

03

Healthcare Activities
1. Health education 2. Self-monitoring 3. Wellness 

management  4. Prevention/Treatment 5.  Coaching

Timeline: May  to June {Year}

1 to 1.5 Years

Rescreening
Follow-up lab work to assess 

changes-initial Screening

Timeline: 12 to 18 months from start

Achieve 
Resiliency & Wellbeing

Graduate to a Wellness Ambassador 
or Resiliency Coach

Timeline: September

Introduction & 
Orientation
(15 minutes)

(within 14 days 
days of consent)

1 to 2 weeks

(within 7 
days of screen)

(3 to 4 months)

(12 to 14 months)

Milestones

04

05

1 to 2 weeks



CREDENTIALING & 
CERTIFICATIONS

CODING & 
BILLING

STANDARD 
OPERATING 

PROCEDURES (SOP) 
FOR COACHING

CONNECTION WITH 
EHR/CLINICAL 

DOCUMENTATION/
PATIENT PORTAL

Current Development Cycle:  Continuous 
Improvement
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Next Steps SUSTAINABILITY & 
SCALING
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