
CHALLENGE
Andover Family Medicine is a six-physician practice in  
Andover, Kansas, in the suburbs of Wichita. As part of  
the Aledade Kansas ACO, Andover Family Medicine is  
participating in both commercial and Medicare Shared 
Savings Program (MSSP) contracts. In order to improve 
care quality and patient outcomes, the practice focused 
on developing a robust, comprehensive care management 
program for high-risk individuals.

SOLUTION
Holley Bontrager, RN, is the care manager in charge of 
Andover’s care management initiative, which combines 
data-driven population health management strategies  
with a personalized touch. 

The program focuses on developing self-management 
skills, addressing the social determinants of health, and 
educating patients about choosing the right level of care 
for their needs.

The Aledade App helps Bontrager identify higher risk,  
higher complexity patients who could benefit from  
enhanced management. The App uses a combination  
of EHR data, hospital event data, labs and pharmacies,  
and insights from practice-generated and payer claims  
to highlight care gaps and suggest next steps for  
patients with specific needs.

Practice staff then reach out to these high-priority  
patients to enroll them in the program.

“We start with a risk assessment screening that is  
integrated into our electronic health record,” Bontrager 
explained. “We can chart the risk assessment electronically 
and learn more about whether the person can afford their 
food, utilities, and medications, what their transportation 
resources look like, and how they are accessing care and 
working with their specialists.”

The risk assessment helps to inform the comprehensive 
care plan, which focuses on the individual’s clinical needs 
and current conditions, she continued.

Printed materials play an important role, as well. Every  
patient gets a personalized binder that includes separate 
tabs for each chronic condition and the plan to manage it.

“We can flip through each one and know exactly where 
they are with every item,” said Bontrager. “So when we call 
the person every two weeks, the patient can look at really 
tailored information about each condition and how they 
can manage it.”
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The strategy ensures that patients have access to their 
own care plan information in an intuitive, easy-to-use 
format. 

“It’s so important for us to think in these holistic terms and 
consider the factors that go into decision-making for our 
patients. Most of the time, these aren’t conscious choices 
to do the more expensive thing or take an action that’s 
going to worsen their symptoms. They just don’t know that 
there are other options that will be less disruptive for them 
and less expensive for everyone.”

For some patients, support with decision-making may be 
all that is required to change their behavior patterns while 
ensuring that they receive appropriate care in the right 
setting for their needs.

“I have one patient who would go to the ED every time he 
fell—and he falls a lot because he had a prior stroke that 
left him with limited mobility and vertigo issues,” Botrager 
said. “He is a very anxiety-driven person, and his family 
dynamic is the same way, so he would rush to the ED every 
time anything happened, just in case. I certainly understand 
that impulse, but it’s not always medically necessary.” 

“We sat down with his family, his primary care provider, and 
his neurologist to have a conversation. We asked the physi-
cians if it was all right if we limited the ED visits to when the 
patient lost consciousness or experienced a specific set of 
symptoms. Other times, the patient could simply call the 
office first and see if it was necessary to head to the ED. 
Since then, this patient has only been to the ED twice, and 
both times were because we told him to go there.”

Monitoring and managing patients like these on an ongoing 
basis can help individuals keep their chronic conditions 
under control and reduce the need for more intensive and 
expensive care in the hospital or emergency department.

 

RESULTS
In MSSP performance year 2018, the  
Aledade Kansas ACO reduced emergency  
department visits by 19 percent and 
inpatient hospitalizations by 17 percent, 
saved Medicare $11.9 million, and earned 
a quality score of 96 percent.
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“ It’s so important for us to think in these 
holistic terms and consider the factors that go 
into decision-making for our patients. Most 
of the time, these aren’t conscious choices to 
do the more expensive thing or take an action 
that’s going to worsen their symptoms. They 
just don’t know that there are other options 
that will be less disruptive for them and less 
expensive for everyone.” 

– Holley Bontrager, RN

19%// 17%
Reduced emergency department visits 
by 19% and inpatient hospitalizations  
by 17% 

$11.9M
2018 Medicare savings 

96%
Quality score earned in 2018


