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Objectives

• By the end of the session, participants should 
be able to: 
– discuss the difference between outreach and 

in-reach  

– identify at least one goal of outreach

– identify at least one goal of in-reach



Community 
Outreach



Defining 
Community



Goals of Outreach to 
Partners

• Build relationships and trust

• Ensure community is aware of your project 
and services

• Ensure your project is aware of resources in 
the community



Common Types of 
Outreach to Partners 

• Presentations to inform community partners

• Meet with community partners and coalitions

• Distribute and post flyers

• Distribute program information at community events

• Texting programs

• Social media campaigns

• Media buys 

• Clinic tours

• Press releases



Other Outreach 
Examples

• Co-sponsor Pride Day
• Newsletter to partners
• Outreach to migrant worker camp and local farms
• Providing a drop-in community center 
• Work with prison system
• Volunteering at soup kitchens
• Agencies that serve victims of human trafficking
• Collaboration with church
• Radio interviews

• Outreach to barber shops and beauty salons
• Outreach to workers at race track
• Working with project funded by DA’s office for justice involved 

youth
• Worked with Senator to form task force to promote 

reproductive health services
• Work with behavioral health partners to address SUD



Common Outreach 
Challenges
• Staffing

• Potential clients fear due to immigration status

• Conservative views/political climate

• Accessing faith-based community

• “Unlearning” gender and cultural biases

• Youth afraid of parental notification

• Provider shortages

• Agency doesn’t allow hosting social media platforms 

• Funding challenges/changing regulation

• Safety

8



Outreach Examples  



In-reach



In-reach

• Goal: retain current patients and attract new 
patients via word of mouth

• In-reach is directed towards clients that have had 
contact with your agency’s services 

• To achieve in-reach goals:
– Ensure all patients have a positive experience

– Engage current and former patients (e.g., through 
reminder systems) 

– Encourage patients to talk about their experience (e.g., be 
ambassadors for the project)
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Why “In-reach”?
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Patient Experience 
In-reach Strategies
• Strategies presented today 

are from the FPNTC’s 
Patient Experience 
Improvement Toolkit

• Ideally, six month 
improvement program 

• Includes step by step 
instructions and sample 
tools
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Assessing patient experience 
from staff’s perspective

• Asking staff to complete a 
Patient Experience 
Improvement Assessment 
can help you identify 
in-reach priorities
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Assessing patient 
experience from 
clients’ perspective
Client input can be 
obtained in a number of 
ways:

– Surveys (paper, 
online, mobile)

– Interviews

– Focus groups

– Observations

– Shadowing

– Phone audits
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Improving the visit
• Make a welcoming 

statement

• Use friendly words and tone 
of voice 

• Demonstrate empathy 

• Put language in the positive 

• Offer options
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Improving the site’s 
image

• Audit the facility
– Building and parking

– Grounds and entrance

– Staff area

– Waiting area

– Signage

– Exam rooms, etc.

• Audit the website

• Discuss the audit findings

• Mobilize the makeover
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Respecting Client Privacy
• Safeguarding what patients in the clinic can see 

• Limiting what patients can hear

• Minimizing: 
– Amount of personal information the patient must 

disclose at the registration area

– Number of people to whom personal information must 
be disclosed

• Protecting medical records from outside eyes
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Respecting Client Privacy 
(continued)
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Simple and Impactful

• Are there any  special needs we can 
accommodate at your  visit today?



In-reach Examples  



Asking Clients to 
Spread the Word 
• Agencies should ask clients tell their friends and 

family when they receive great services.  
• Have signs in the exam rooms or palm card with the 

agency’s information and why the experience was 
positive
– Sample: If you were pleased with the services you 

received today, please tell your friends and family. I 
appreciated: 
• The health care provider valued me as a person
• The staff were friendly and supportive
• I was able to get confidential services
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Questions?



Thank you!

Contact:

lisa_schamus@jsi.com
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