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Mission – Excellence Everyday

Vision – Natchitoches Regional Medical Center, Your first 
choice for care!

Values – iEXCEL

Core Purpose – Care for the Community



Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model

Problem




Lack of sufficient Primary care Provider 
for Medicaid Patients in Natchitoches.
Frequent Preventable Emergency 
Room visits .

Goal 
 Improve the health of our community
 Reduce the percentage of our 

preventable ED visits from 69.3% by 18% 
over a period of 3 years.

 Ensure appropriate use of the 
Emergency Room by Medicaid 
patients.

Target Population
 Initial: Medicaid Patients 18yrs and older 

with a primary and secondary diagnosis 
of diabetes of COPD that utilize the 
emergency room 3 or more times in a 6 
months period. 

 Current : Medicaid Patient 18yrs and 
older without a primary care Provider. 



Implementation Strategies
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Create an ED redirect program –
Patient Navigator

Walk-in Clinic expansion (Primary 
Care)

QIT : Community Care Coordination 

Defined our target population 

Identified Most Visit Patients (MVP’s) 

Face to face visit with MVP’s in the ED 

Follow up call to Notified MVP’s of Patient 
Navigator and primary care services. 

Mailed Patient Navigator brochure and 
primary care clinic information letter to 
MVP’s. 

Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model 
(con’t)



Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator: Best Practice Model 
(once more)

Reasons for Patient Navigator Consult 



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





Patient does not have a primary care provider

Patient Education 

Patient’s immediate needs are appropriate for the ED, but  patient requires follow up care 
outside the ED.

The patient’s ED visit is determined to be non-emergent and an inappropriate ED usage.

Patient has a new diagnosis.

Patient does not have health insurance.



ED Patient Navigator Pathway 






The Patient Navigator  receives a consult.

The Patient Navigator can conduct face to face interviews with ED patients, or 
make a follow up call to patients the day after their ED visit. 

The Patient Navigator utilizes the teach back method to communicate with 
patients. 

Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model 
(again)



Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model  
(further)

Tracking Measures 








Number of ED patients per month

Number of primary care Medicaid Patients per month

Percentage of Medicaid patients ED Visits per month. 

Number of patient navigator consults per month. 



Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model
(further more)

Patient Navigator’s role with  CCC QIT

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Patient Navigator brochure
Plan Patient Navigator ED pathway
Level of care flyers included in ED and inpatient Discharge Packet, and
distributed to Community members and organizations.  
Level of care flyer on social media and NRMC website. 

CCC QIT team : Pulpit conversation
Participates in monthly breakfast meeting at the council of aging
Participate and hold mini health fair at the monthly food pantry
Participate in community health fair.



Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model  
(final)

Success Measures

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After 1 year our MVP’s  went from 60 people to about 5 people.

60% growth in the Primary Care Clinic

NRMC had 69% Non-emergent/preventable ED visits in 2017 fiscal year.

NRMC had 30%  Non-emergent/preventable ED visits in 2019 fiscal year.

NRMC had 32%  Non-emergent/preventable ED visits in 2020 fiscal year.

NRMC has 34%  Non-emergent/preventable ED visits in 2021 fiscal year.



Flyers



Hospital/Clinic Sharing: 
ED Navigation Using a Patient Navigator : Best Practice Model 

Questions

For more information 
Patricia.eleyae@nrmchospital.org

318-663-0575
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