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Wednesday, October 19, 2025

Stephanie R. Nickles

Clinical Training Manger



Meeting Schedule 

Wednesday November 19, 2025
1. Lashawnda Thorton- BH Resource ( 5 minutes)

2. Paige Clincy- Cook County Housing Navigation program consent forms (10 minutes)

4. Gillian Feldmeth-Telehealth (15 mins)

5. Ann Lindow, Latisha Mitchell, Kimberley Ciyou- Brave Health Refresher (25 mins).



County Care BH Resources

Lashawnda Thorton, Behavioral Health Program 

Manager











































Cook County Housing Navigation Program Consent 
Forms Update

Paige Clincy, Program Manager



Example of the forms:



Telehealth Overview

Gillian Feldmeth, Senior Manager of Policy & 

Innovation  



Telehealth Background 

Expanded Access and Reduced Barriers to Care 

• Expands access by reducing time and logistical barriers 
(e.g., long transit rides, needing time off work, arranging 
childcare), helping Medicaid members maintain 
continuity of care.

Improved Timeliness of Care 

• More than half of IL hospitals observed shorter wait 
times for telehealth visits compared to in-person care. 

• The majority of surveyed IL hospitals and behavioral 
health providers (>70%) reported that telehealth 
reduced missed appointments.

Member Convenience & Satisfaction

• National safety-net data shows that 90% of patients felt 
comfortable and satisfied with telehealth, with 75% 
reporting it was as good as in-person care. 

Cost Efficiency 

• Can reduce avoidable ED visits and unnecessary 
imaging, lowering costs while improving care efficiency. 

Benefits of Telehealth 

Sources:
• Supporting Telehealth Expansion for Medicaid Patients in Illinois 

(Health First Collaborative, 2023). 
• Illinois Telehealth Impact (Illinois Hospital Association, 2021) 
• Telehealth Effect on TCOC (NCQA, 2020) 
• Assessing Patient Satisfaction with Telehealth (NACHC, 2023) 

The COVID-19 pandemic dramatically 
accelerated telehealth adoption nationwide. In 
pre-pandemic Illinois, telehealth represented 5% 
of care delivered by community health centers, 
but grew to 60% of care delivered by June 2020.

In Illinois, broad policy support persists post-
pandemic. Both audio-visual and audio-only 
telehealth modalities are reimbursable. Since 
March 2020, the state of Illinois has maintained 
telehealth flexibilities established during the 
pandemic. 

https://www.sinaichicago.org/wp-content/uploads/2023/04/Supporting-Telehealth-Expansion-for-Medicaid-Patients-in-Illinois-April-2023-Policy-Brief-2.pdf?
https://www.sinaichicago.org/wp-content/uploads/2023/04/Supporting-Telehealth-Expansion-for-Medicaid-Patients-in-Illinois-April-2023-Policy-Brief-2.pdf?
https://team-iha.org/getmedia/9c8644e1-7ca2-4ffb-ab93-3a0a5b16d75d/Telehealth-Impact-Paper.pdf?
https://team-iha.org/getmedia/9c8644e1-7ca2-4ffb-ab93-3a0a5b16d75d/Telehealth-Impact-Paper.pdf?
https://www.ncqa.org/programs/data-and-information-technology/telehealth/taskforce-on-telehealth-policy/taskforce-on-telehealth-policy-findings-and-recommendations-telehealth-effect-on-total-cost-of-care/?
https://www.ncqa.org/programs/data-and-information-technology/telehealth/taskforce-on-telehealth-policy/taskforce-on-telehealth-policy-findings-and-recommendations-telehealth-effect-on-total-cost-of-care/?
https://www.nachc.org/wp-content/uploads/2023/07/Assessing-Patient-Satisfaction-with-Health-Center-Telehealth-Services-A-Policy-Brief_2023.pdf?
https://www.nachc.org/wp-content/uploads/2023/07/Assessing-Patient-Satisfaction-with-Health-Center-Telehealth-Services-A-Policy-Brief_2023.pdf?
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How Telehealth Affects Member Experience 

Getting Care
 Quickly

Getting 
Needed Care 

Shorter wait times 

More appointment 
options

Reduced barriers

Expanded provider 
reach

Member Experience
Impact 

Member 
Outcomes

Outputs 
Telehealth 

Capabilities 

NOTE: Beyond member 
experience quality scores, 
telehealth can also drive 
improvements in closing 

quality care gaps. 

Live 
video 
visits

Audio-
only 

services 

• Enhanced convenience 
and comfort

• Expanded access to 
services

• Timelier appointments

• Increased provider 
choice
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Member Telehealth Journey – High Level 

Learns 
Telehealth is an 

Option

Via plan, provider or 
word of mouth

Decides to Try 
Telehealth

Weighs 
convenience, tech 

comfort

Schedules an 
Appointment

Uses app, portal, 
clinic staff or call 
center (process 

varies by provider)

Prepares for 
Visit

Receives reminder 
+ secure link 

(process varies by 
provider)

Attends Visit 

Connects via 
phone/video to 

receive care

If the experience is 
positive, member 

may repeat the 
process

As a plan, we likely have the most agency to support members 
with steps 1 and 2. 

General best practices for key touchpoints include:

Early: Enrollment, welcome info, website. 
→ Why? To set baseline awareness

Just-in-time: When scheduling, after an ED and/or hospitalization (TOC event), 
during care gap outreach, upon identification of transportation/access barrier. 
→ Why? To promote highest likelihood of actual use
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Telehealth Services for 
CountyCare Members 
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Telehealth encounters are rising while member reach remains steady

• Roughly 1 in 4 members use any 
telehealth services each year.

• 2024 saw a 40% increase in 
encounters, while the unique member 
count remained relatively stable. This 
suggests existing users are engaging 
with telehealth care more frequently.

• Opportunity remains to expand 
adoption among the ~300K members 
not yet using telehealth. 
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Telehealth mix has shifted: from PCP/specialists to supportive and behavioral 
health care
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36%
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years

% of Annual Unique Encounters, by Service Category

Mental Health Other - Professional PCP Specialists

• In the early pandemic (2020), >80% of telehealth 
encounters were for PCPs (43%) and Specialists 
(38%). 

• By 2024, Other Professional Services grew to 
40% of telehealth encounters (up from 5% in 
2020/2021). 

• This increase is largely attributable to 
nutrition counseling services (~76% of 
Other Prof. Services). FoodSmart went live 
early 2024. 

• Mental/Behavioral Health service use has 
remained relatively stable across the past couple 
years, representing about 1 in every 3 encounters 
2022-2024. 

• Specialists share dropped from ~39% in 
2020/2021 to just 8% in 2024, this may be 
attributable to a shift in provider offerings due to 
the end of the Public Health Emergency. 
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Telehealth Network Expansion 

Telehealth Provider Vetting Process

1. As new Telehealth providers are brought into the 
network, we vet them prior to promoting them.

2. A Provider Relations representative is assigned 
to verify: phone number, email address, and 
website. 

3. The representative also reviews the website for 
ease of use and confirmation that members are 
able to make appointments. If any discrepancies 
are found during the vetting process, 
Contracting is notified and the provider will not 
be promoted until any discrepancies have been 
resolved.

Link to Curated Telehealth Provider PDF

Includes detail on: 
• Provider Name
• Services Offered (Urgent care, 

BH, Specialty, etc.)
• Website
• Phone Number 

Over the past few years, CountyCare 
has worked to expand our telehealth 
offerings available to members. 
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Brave Health Partnership – launched early 2024

Value Snapshot 

✓ “One-stop-shop” – eliminates need to 
browse provider directory to select a 
provider 

✓ Brief and accessible online referral 
form (< 2min to complete) and 
notifications for Care Management to 
stay informed on appointment 
scheduling 

✓ Quick turn-around time, upon referral 
outreach to member begins within 
hours and appointment scheduled 
within one week 

✓ User-friendly video appointments, 
accessible from any device, with no 
downloads needed

Individual 
Therapy 

Group 
Therapy 

Medication
Management

Telehealth Services Provided 

Example CountyCare Data Insights 



Existing Activities to Promote Awareness and Use of Telehealth Options 
Among Members 

✓ CountyCare.com content 

✓ Find A Provider Tool shortcut 

✓ Spring 2025 Member Newsletter 

✓ Promotion at outreach events 

✓ Outbound texts (Brave Health, CCH ExpressCare)

✓ Member portal shortcut to CCH ExpressCare

✓ Updated scripting to call centers 

Member Newsletter 

Telehealth provider 
shortcut button 

configured on Find A 
Provider tool

Link to CCH ExpressCare on 
our landing page 

Telehealth benefit overview on website   
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How do members currently learn about telehealth?

Outreach events

Outbound texts

CountyCare.com 
– including 

curated PDF

Find A Provider 
tool

Call Center 

Provider 
recommendation 

Care Managers 

How do 
members learn 

about telehealth 
as an option? 

Drop in the chat! 

• Do you discuss telehealth 
as a care option with 
members? 

• In your interactions, what 
have members told you 
about their interest in or 
comfort with telehealth 
services?



Brave Health Refresher

Anna Lindow, Kimberley Ciyou, 
and Latisha Mitchell



Brave Health 
Overview Acute



Community 
Mental 
Health 
Center –
Virtual

Medication 

Management

Individual 

Therapy

Clinician Led 

Groups

• Enhances symptom control and 

health outcomes, alone or with 

therapy.

• Builds coping skills and manages 

mental illness using evidence-based 

methods (CBT, DBT, EMDR, PMAD)

• Supports health management 

through peer feedback and skill-

building.

Family & Couples 

Counselling
• Provides targeted support and 

strengthens family dynamics.

Medicaid Medicare / 
Commercial 



Brave is designed to serve a complex population 
Brave is a 100% virtual outpatient mental health provider offering therapy & medication management 
geared towards complex patients

● Full time / W2 providers
● Longitudinal patient care
● Fast access to care (typically <7 

days)

● No app needed
● SMS scheduling & rescheduling 

for patients
● Web-based video sessions (no 

download needed)
● Quick online referral form
● Real-time confirmation & 

notifications to referrers

● Therapy (individual, group & family/ 
couples)

● Medication management 
● Clinical pathways (including SMI, 

adolescents (13+) & maternal mental 
health)

● Therapeutic modalities (CBT, DBT, 
EMDR)

Purpose built provider Easy to use technologyComprehensive care 



Our programs are built on a 
foundation of population-
specific evidence-based 
therapies and then tailored to 
each individual’s needs and 
goals. 

We have developed specialized 
clinical services for individuals 
within these populations: 

41

Adolescents

Maternal Mental 
Health

Chronic Illness

Serious Mental 
Illness

Transitions of Care

Families & Teens in 
Foster Care

Suicide Prevention

Seniors
Assisted Living and 

Homebound 

We support patients through various life stages and health 
challenges



Our online referral form can be completed in ~1 
minute. We need the following information:

○ Patient Name 

○ Guardian Name 

○ Best contact phone number

○ Insurance

○ Services Seeking

○ Your contact info to keep you informed.

Referral Form Link: 
www.bebravehealth.com/referral 
EMR: Brave Health 
Fax: 727-306-8033
Secure Email: referral@bebravehealth.com

How to Make an on-line Referral to Brave

Also, Clinical Fax or Secure Email

REFERRAL FEEDBACK LOOP

http://www.bebravehealth.com/referral
mailto:referral@bebravehealth.com


What Referrers Can Expect

You’ll receive an 

email 

notification 
when we receive 

the referral.

Day of Referral

We’ll notify you after 

the patient's initial 

therapy or 

medication 

appointment.

You’ll get an email 

with the 

appointment date 

and time.

(Within 2-4 

business hours for 

HEDIS 

appointment 

requests)

You’ll receive a 

notification with 

steps to help the 

patient reschedule.

If we can’t reach the 

patient after 

multiple attempts, 

you’ll be notified.

After 1st Appt Missed Appt DeclinedBefore 1st Appt

Our automated notifications begin immediately when you make a 

referral using our online form

“Best in class feedback loop!”  



We make connection to care as 
easy AND QUICKLY as possible   

We assess patients and help 
them figure out what they need 

We have a team-based approach 
to get them to the right modality

1 2 3

● Referrals come through our secure 
online referral form, EHR, or Fax.

● Brave outreach begins within 1-2 
hours via phone, SMS, and email.

● Upon connection, Brave explains 
the services, process, and 
technology, and schedules the 
initial appointment.

● The initial appointment includes a 
comprehensive biopsychosocial 
assessment by a clinician.

● The assessment includes PHQ-9, 
GAD-7 and other instruments. 

● The clinician creates an 
individualized treatment plan, 
which may include a Medication 
Intake referral for Brave’s 
medication management team.

● The therapist coordinates 
resources per the treatment plan.

● Patients may receive medication 
management.

● Tailored therapies include solution-
focused CBT, DBT, EMDR and 
specialized services.

● Group sessions and/or family and 
couples counseling may be offered 
to align with treatment goals.

Referrers are notified when the appointment 
is made (or the patient cannot be reached).

Referrers are notified when assessment is 
complete, and if the patient is not 

admitted.

Referrers are notified as future 
appointments are scheduled.

We guide patients throughout their journey



What Patients Can Expect

Patient starts 

building their 

treatment plan with 

their provider.

We reach out within 

1-2 hours from a 

(305) area code to 

schedule the first 

appointment.

Patient completes 

forms and confirms 

their first 

appointment, BPS 

Assessment or 

Medication Intake.

Day of Referral

Group therapy or 

family/couples 

counseling may be 

offered.

Patients achieve 

goals and see 

improvement on 

PHQ-9/GAD-7

Next Day Within 1 Week During Care Ongoing

BEST IN CLASS OUTREACH 



● Clinical Quality Team ensures we meet the high standards we set 

○ Chart review, clinical escalation, HEDIS measure monitoring, training

● Expertise that allows for differentiated care delivery 

○ Programmatic expertise (e.g., EMDR, PMAD, DBT)

○ Specialized clinical pathways 

● Integrated care between services 

* For acute psychiatric discharge from day we connect to first appointment

Our model improves outcomes

Quality Management at Brave 

73%
BH Admission 

Reduction

4.5* – 6.8
Avg Days to First 

Scheduled 
Appointment

Performance Quality Metrics

7
Average 

Length of 
Care 

(Months)

Our proprietary clinical model, comprehensive virtual outpatient 
services, and tech-enabled engagement gets results

77
Net Promoter 
Score (Patient)



● Brave is your “easy button” for FUH appointments

● We take most all insurance and offer outpatient therapy + psychiatry services to individuals 

13+

● You can make a referral using our 1 minute form (fastest option) or through fax/EHR

● You’ll get a date and time appointment back within hours

● We’ll start outreaching the patient on the day of planned discharge

● You’ll get all this info via email 

● Can you think of someone that can benefit from Brave? 

● We’re excited to work with you!

SUMMARY…



Brave Health Contact Info
                 Provider Referral Contact:

Kim Ciyou
Cell: (812) 344-0734

PartnerSupport@BeBraveHealth.com
CiyouK@BeBraveHealth.com

Patient Contact:

Call or text us at 305-902-6347 or email start@bebravehealth.com. We're 

available Monday–Friday, 8:30 AM to 6:00 PM ET.

New patients should press 2 and existing patients should press 3. 

mailto:CiyouK@BeBraveHealth.com
mailto:CiyouK@BeBraveHealth.com
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Questions? Comments?

Additional resources? 



Announcements

• Our last webinar of the year is Wednesday December 17th, 2025 at 
2:00pm.

• Slides posted on  CountyCare Care Coordination Webpage:
• http://www.countycare.com/carecoordination

• Have feedback? Ideas for future topics? Please share!
• https://redcap.link/23k1fzzb

• Please email questions/concerns: stephanie.nickles@cookcountyhealth.org

50

http://www.countycare.com/carecoordination
http://www.countycare.com/carecoordination
https://redcap.link/23k1fzzb
https://redcap.link/23k1fzzb

	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 37
	Slide 38
	Slide 39
	Slide 40
	Slide 41
	Slide 42
	Slide 43
	Slide 44
	Slide 45
	Slide 46: 73%
	Slide 47
	Slide 48
	Slide 49
	Slide 50: Announcements

