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NOAH Overview



Now that I can 
smile, I am ready 
to go back to 
school!



H

N O

A

Seven neighborhood centers located 

where they are needed most.

Neighborhood

Bi-lingual staff and open to all 

community members, regardless of 

insurance status or ability to pay. Walk in 

access and after hours care based off 

community needs assessments. 

Access

Tailor services to fit the special needs 

and priorities of our communities.

Outreach

Caring for the person as a whole. 

Providing medical, dental, behavioral 

health, psychiatric and nutrition services. 

Health

Neighborhood Outreach Access to Health (NOAH) is a non-profit organization dedicated to improving health and 
the quality of life through a wide range of disease prevention programs and services addressing the medical, 
dental and behavioral health of our communities. 

What is NOAH
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• NOAH provides services to all people, 
including AHCCCS, private insurance and 
uninsured individuals. 

• A Sliding Fee Discount Program is 
available to uninsured / underserved 
patients that reside within Maricopa 
County.

Who Do We Serve



Our Journey

2010 2012 2013 2021 20241997

NOAH began as a 

program of 

Scottsdale 

Healthcare.

NOAH becomes an 

independent 501(c)(3) 

organization.

Enhancing NOAH’s 

infrastructure

Fully integrated and 

thriving Federally 

Qualified Health 

Center (FQHC).

NOAH is awarded 

FQHC designation 

with federal funding

Government (HRSA). 

NOAH is recognized as a 

Federally Qualified 

Health Center (FQHC) 

Look-Alike by Federal 

Government (HRSA). 
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NOAH Services

MEDICAL

PEDIATRICS

PSYCHIATRY COMMUNITY 

RESOURCES

DENTAL

COUNSELING

NUTRITION

PHARMACY
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Welcome to NOAH



NOAH Leadership

Wendy Armendariz

Chief Executive Officer

Lance Monahan

Chief Financial Officer

Tera Brulotte-Maki

Chief People Officer

Katrina Morgan

Chief Operations Officer

Dr. Jennifer Rosas

Chief Clinical Officer

Michael Pearson

Chief Marketing & Community 
Engagement Officer

Brian Turico

IT Director



Cultural Beliefs









JEDI





Culture Club





Community Resources



https://noahhelps.org/sdoh/ 

Health Related Social Needs
Also known as SDOH

https://noahhelps.org/sdoh/


Community 
Resource Team
21 staff members located throughout 

all 7 clinics and the business office

Assist individuals in applying and enrolling in various affordability programs 
such as AZ AHCCCS (Medicaid), SNAP (nutrition), Slide Fee Scale and much 
more… 

Community Resource II 

Answer high volume of calls to ensure patients and the community at large is 
scheduled or is assisted with addressing social needs in real time

Community Resource I 

Focus on SDOH at a clinic level addressing needs as they arise, working 
alongside the medical team

Community Health Workers

Griselda Castillo: Desert Mission, Copperwood, and Venado
Evelin Pulido: Cholla, Midtown, and Palomino

Supervisors



Resources for the Community

AHCCCS Medical Assistance

Supplemental Nutrition 
Assistance Program - SNAP

Temporary Cash Assistance 
For Needy Families - TANF

Medicare Savings Program

DES Rental and Utility 
Assistance

Sliding Fee ScaleHealth Insurance Marketplace 
Obamacare

Community Links

Health Insurance Literacy



Sliding Fee Scale (SFS)

A discount program for services within 
NOAH

We never deny service based on inability to 
pay: SFS, Fee Waiver, Grants

Patients above 200% Federal Poverty Level 
are not eligible for discounts 



Labs completed at 
Sonora Quest are 

included as part of 
the visit

Slide Fee Scale Services

Medications 
offered at our in-
house Pharmacy 
at Cholla (340b)

Payment plans 
available

Fee Waivers are 
available for those 

facing financial 
hardship

Imaging offered a 
discounted rate at 
with our partners 

at SMIL



Community Focused 
Initiatives 

Refrigerated Food Lockers: 

• Only refrigerated locker program west of the Mississippi

• Allows us to address real-time positive screenings for food 
insecurities as part of our efforts in integrated care

• Located at our Cholla location

Saint Mary’s Food Bank: 

• Emergency food boxes with non-perishable food items

• Offered at our Cholla, Copperwood, and Palomino locations

Diabetes Empowerment Education Program (DEEP) : 

• 8-week educational program for people with diabetes, pre-
diabetes, and/or their relatives and caregivers.

Additional Partnerships: 

• Mobile Mammogram Bus

• Department of Economic Security

• Local Partnerships and Outreach

• Unite Us



Referring to 
Community 
Resources



Referring to 
Community 
Resources



Patient Experience



NOAH PATIENT EXPERIENCE PROGRAM

THE “WHY”

Build a Patient-Centric 
Culture

Maintain Support System 
to Empower and Motivate 

Staff

Enact Process 
Improvement and 

Standardization

Integrate Patient Feedback  
into Organizational Strategy

Our Goals



NOAH PATIENT EXPERIENCE PROGRAM

THE “HOW”

Analysis of patient values and expectations from feedback to inform action plans,  
process changes, and trainings

Analysis

Report on data, progress of action plans, and outcomes of changes to staff, service line 
leaders, executive team, and the Board of Directors

Reporting

1:1 coaching on a randomized, rotating basis

Coaching

New hire training, onsite clinic trainings, department focused trainings, ad hoc 
brainstorming discussions

Training



PATIENT 

EXPERIENCE 

COACHING



WHO IMPACTS PATIENT EXPERIENCE?

Patient 
Engagement 

Center/
Referrals

Front Office 
Staff

Clinical 
Staff, Lab, 
Pharmacy

Billing Center

Business 
Office



https://www.youtube.com/watch?v=cDDWvj_q-o8 

https://www.youtube.com/watch?v=cDDWvj_q-o8


PATIENT EXPECTATIONS

Know that their health is 
important to us

That we are actively listening and 
treating them as a whole person

That they are being taken care of 
by compassionate staff



Improving 
Patient 
Experience



Acknowledge

Introduce

DurationExplanation

Thank You

Bonus:
Manage up!

WHAT IS AIDET?

Communication framework built 
for healthcare professionals 

Guide for creating meaningful 
interactions with patients

Non-order specific, and not a 
script!

Efficacy proven through multiple 
studies and endorsed by 
healthcare organizations nation-
wide!



Say “Hello” and “Welcome”

Use the patients preferred name

Make eye contact and smile

ACKNOWLEDGE

A warm acknowledgement goes a 
long way for a first impression!



Share your role, skill set, 
or other information that 
will help ease anxiety and 
build confidence 

Introduce patients to NOAH 
culture by being empathetic and 
compassionate

Introduce yourself with 
your name

INTRODUCE



Communicate time expectations 
for next steps

Proactively inform of delays or 
new changes

Establish time expectations for 
the appointment, paperwork, etc

DURATION



Discuss patient expectations and 
answer their questions

Explain what you can do, 
rather than what you can’t 
do

Explain what will happen and 
what they should expect in 
simple language

EXPLANATION

Summarize back to the patient



Thank them throughout the 
appointment for their 
patience and cooperation

“Thank you” concludes the 
interaction with an act of gratitude

Thank them for choosing our 
organization

THANK YOU



Creates a positive impression of 
staff before patient meets them

Gives patients confidence about 
their care and ease anxiety

Can be used for coworkers as well! 

Speak positively to patients  about 
clinic staff and their abilities

BONUS: 

MANAGE UP!



BENEFITS OF AIDET

DECREASED ANXIETY INCREASED 

COMPLIANCE

IMPROVED OUTCOMES 

AND 

PATIENT SATISFACTION



LET’S PRACTICE!
1. Team up in groups of two
 

2. Practice AIDET the way you will use it in 
your new role at NOAH. Challenge yourself to 
think of a few ways you can use this tool.

3. Then switch!
 

 

Acknowledge eye contact, smile, hello

Introduce name, title

Duration set a time expectation

Explanation explain role in simple terms

Thank you end the interaction with gratitude

Manage up practice introducing to the next 

person 



Measuring 
Patient 
Experience



Spanish and English 
surveys available based 
on language preference

Literacy level for each 
question: 5th grade or 

less

Paper comment cards 
available in each clinic

Exploring more accessibility 
options for text survey (e.g., 

Audio)

HOW DO WE MEASURE 

PATIENT EXPERIENCE?



SURVEY QUESTIONS

How easy was it to schedule 

an appointment?

How polite/friendly were the 

front desk or registration 

staff?

How well did we keep you 

informed of your wait time?

How would you rate the staff's 

sensitivity to your needs?

How well did your clinician listen to 

you and answer your questions?

How well did we help you 

understand your care plan 

and next steps?

How likely are you to suggest us 

to a friend or family member?







Effective Service 
Recovery



Handling 
complaints 
effectively

Identify issues

Feedback from 
surveys, comment 
cards, reviews, and 

Compliatric

Resolve 
complaints

Discuss issue with the 
patient, with an apology, 
questions, and next steps

Ensure resolution via 
chart, education for staff, 

or discussion with 
provider

Learn from it
Identify trends, discuss 
action plan or process 

change



BENEFITS OF COMPLAINTS

Opportunity to improve

Chance to retain our patients

Helps us raise the bar of our service

Forum to understand what our 
patients value from their care



EFFECTIVE SERVICE 

RECOVERY

Proactively plan for patient complaints

Actively listen to the patient’s complaint 
and empathize with their frustrations

Respond timely and effectively, notify 
your supervisor

Uncover the patient’s expectations from 
the complaint

Submit to Compliatric as appropriate



ACTIVE LISTENING

Face the patient
 
Use calm tone of voice

Empathize with their concerns

Summarize concerns back to 
the patient

Ask open-ended questions

Be genuine and sincere!

If you need to take notes, let them know



HELPFUL PHRASES
“I’m so sorry to hear that”

“Thank you for letting me 
know about this”

“I will definitely pass this 
feedback to the team”

“Let me look into that for you”

“I completely understand”



I’ve learned that people will forget what you said, 
people will forget what you did, but people will never 

forget how you made them feel.

-Maya Angelou



KNOW YOUR RESOURCES

Your 
Supervisor

Patient Experience 
Coach

Liana Brown 

Risk/Compliance 
Manager

Katiria Alvarez

Human 
Resources Director
Tera Brulotte-Maki



Compliance and Risk



What Does Compliance Mean?



Regulatory risks Section 330 requirements (OSVs, FTCA, 340B)

Federal grants management Managing federal grants, subrecipients, vendors

Legal liability
Reimbursement, fraud and abuse, tax status, 
privacy and security (HIPAA)

Clinical risks Credentialing, quality assurance programs

Operational risks
OSHA, emergency planning, human resources, 
patient grievances

Universe of Risk for Health Centers



NOAH’s Policy Library



Why Have a Compliance Program?

Implementation of compliance programs has long been 
considered a best practice.

An effective compliance 
program:

* Provides direction to employees for performing 
duties in an ethical and compliant manner;

* Designed to prevent, detect and report unethical or 
illegal activity; and

* Promotes the integrity of the organization. 

Our goal is to develop a culture of proactive adherence to 
healthcare laws and regulations and ethical behavior.



     Reporting- Compliatric

  Adverse events and near miss reporting, 
violations of policies and procedures, 
employee injuries, etc.

  Link can be found on the NOAH Beat 
website

Culture of Safety
We need you!

     Culture of Learning, Not Blame and Shame

     Help us make our systems and processes safer

     You’re our eyes and ears

     Reach out when you see a risk to patient safety

Organizational 
commitment to 

a just culture

High quality 
investigations 
(with learning 
for safety as 

the goal)

Critically 
reviewing, 

sharing and 
acting on 

recommendations

Fair and 
supportive 

treatment of 
staff, patients, 
families, and 

caregivers



Purpose and Important of Near Miss and Event Reporting

Why do event reporting rates matter?
• Unreported medical errors allow for reoccurring errors to continue.
• Training opportunities/trends are easily identified. 
• Policies and Procedures should be revised to prevent future recurrences. 

Why are events not reported?
Studies show that:

• 21% were not aware of an existing reporting tool
• 24% did not know how to report
• 31% did not know the importance of reporting

What are NOAH staff required to report?
• ANY PERSON/PLACE/THING THAT HARMS OR HAS THE POTENTIAL TO HARM





**Everyone Has Access to Incident Reporting**

3 Steps to Submitting an Incident Report



Submitting a Report Anonymously



1 & 2. Reporter Name or Alias and Reporter Email: 
Option 1: Use of real name and email: Katiria Alvarez, kaalvarez@noahhelps.org.  
 Confirmation email is sent to the reporter along with an incident number to track.
Option 2: Use of Alias and generic email: No Name, noname@noahhelps.org.
 Reporter will not receive a confirmation email or an incident number to track.
3. Date Incident Occurred
4. Time Incident Occurred
5. Patient MRN

• This can be bypassed using 0’s if the incident is not related to a patient
6. Patient Name 

• Or another name as needed
7. Involved/Affected Parties
8. Describe the Incident (Just the Details): 

• Please describe a clear and concise picture of the incident. Add color to the who, what, when where, and how. 
     Consider contributing factors like equipment, products, processes and behaviors involved.

9. Facility/Location

Optional Fields: Department, Event Type, Patient Contributing Factors, Files that can be attached to the report.

Click “Submit” and the report has been submitted. 

Filling Out an Incident Report

mailto:kaalvarez@noahhelps.org
mailto:noname@noahhelps.org


Reporting Concerns or Compliance Violations

kaalvarez@noahhelps.org

noahhelps.org/compliance

Employees are required to report any suspected or actual compliance misconduct. Access to 
a confidential reporting method allows for anonymous reporting and no fear of retaliation.

Ways to Report:

Compliance Officer: Katiria Alvarez, kaalvarez@noahhelps.org  or ext. 5050

Compliatric Incident Reporting Dashboard: noahhelps.org/compliance

Anonymous Reporting Hotline: (888) 692-6675 

mailto:kaalvarez@noahhelps.org
https://noahhelps.org/compliance
mailto:kaalvarez@noahhelps.org
https://noahhelps.org/compliance


What Role Do You Play in Compliance?

To be committed to 
honest, responsible, 

ethical and legal 
business conduct

To improve the 
quality of patient 

care

To develop a culture 
of reporting without 

retaliation 

To follow 
compliance policies 

and procedures



Thank you, and WELCOME TO NOAH!
Kat Alvarez, Compliance and Risk Manager

kaalvarez@noahhelps.org

mailto:kaalvarez@noahhelps.org


Lunch



Benefits



Eligibility

• Full-time and Part-time 
employees working at 
least 16 hours per week

Who 

• Employee

• Spouse or Domestic 
Partner

• Dependent children, step-
children, and domestic 
partners children

o Medical, dental, and 
vision to age 26.

o Children of any age who 
are incapable of self-
support due to a 
physical or mental 
disability may 
potentially be covered.

What

• 1st of the Month Following 
30 Days of Employment: 
Medical, Dental, Vision, 
FSA, HSA, Pet Insurance, 
Identify Theft

• 1st of the Month Following 
90 Days of Employment: 
Life, Disability, Worksite

• 403(b) Matching begins 
after 90 days of 
employment
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NOAH Benefits
You can enroll in benefits on the first of the month following 30 days of employment at NOAH. 



iNGAGE: Mobile Benefits App



Medical Plans

Base PPO Plan
NOAH, BCBSAZ 

Buy-Up PPO Plan
NOAH/BCBSAZ

High Deductible Health Plan
(HSA) NOAH/BCBSAZ

Pharmacy Benefits
MedOne

Dental Plans

Delta Dental

Base Plan
Buy-Up

Enhanced

Vision Plans
VSP

Behavioral Health
BCBS of AZ

NOAH Benefits



Medical Benefits

Base PPO Buy-Up PPO High Deductible Health 
Plan w/HSA

Per Paycheck Premium Lowest Highest Middle, but NOAH 
contributes to HSA 

Account

Deductible Highest ($6,000/$12,000) Lowest ($1,000/$2,000) Middle ($3,300/$6,400), 
but you can use your HSA 

funds to help pay

Max Out-of-pocket $6,450/$12,900 $5,000/$10,000 $6,450/$12,900



Medical Premiums

NOAH HSA Contribution: Employee/Employee and Spouse = $40 pp Semi-Monthly

Employee and Child(ren)/Employee and Family = $80 Semi-Monthly



Employee Telehealth Services



Dental Benefits

Base PPO Buy-Up PPO Enhanced PPO

Deductible $50/$150 $50/$150 $50/$150

Annual Maximum $1,500 $2,000 $4,000

Basic Services 20% 20% 0%

Major Services 50% 50% 20%

Ortho N/A 50% up to $2,500 N/A



Vision Benefits



Voluntary Coverage Options



1x

Basic Term Life and AD&D



Short Term Disability

• 100% Employer Paid
• 60% of pay up to $2500 

per week
• 14 day waiting period
• Eligible on the first of the 

month following 90th day 
of employment

Long Term Disability

• 100% Employer Paid
• 60% of pay up to $2500 

per week
• 180 day waiting period
• Eligible on the first of the 

month following 90th day 
of employment

Disability Coverage



Employee Assistance Program



Retirement (403b)

• NOAH matches up to 4% of employee’s annual 
contributions

• All Employees are eligible to contribute starting 
on day 1

• Match begins after 90 days of employment

8
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NOAH Perks



Human Resources
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• Employees will be provided a specific number of 
scrubs or NOAH polos depending on role.

• Employees may borrow surplus scrubs from clinic 
locations in accordance with the Uniform Loan 
Agreement. 

• Administrative staff in clinics: 
• Top: scrub top or NOAH polo
• Bottom: scrub bottoms or solid black, khaki or 

white professional pants 
INFECTION CONTROL

• All staff visiting clinics are required to wear 
business casual and closed toed shoes. 

• Crocs with NO HOLES are acceptable.
• No fake nails allowed in clinic setting

Dress, Grooming and Hygiene
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Telecommuting
➢ For certain and approved positions, 

NOAH may provide the option of 
telecommuting. 

➢ Your at-home work environment should 
be private and free of distractions.

➢ Deliverables at-home, are the same as in 
office. 

➢ You will be asked to sign a Telecommuting 
agreement. The agreement can be 
terminated at any time for various 
reasons.



1

Paid Holidays
• New Year’s Day 

• Juneteenth Day

• Caesar Chavez Day

• Memorial Day 

• Independence Day 

• Labor Day 

• Thanksgiving (Thu & Fri) 

• Christmas 

• 8 Hours Floating Holiday (Auto-Dropped in after NEO)

 - Available for immediate use
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Performance Reviews

• Annually, every Summer
• Self-Review 
• Leader Review
• Merit increase allocated based on 

performance



• We aspire to being an environment of trust.

• You should never be intimidated from 
highlighting an issue, suggestion, or bringing 
a compliance or other concern to the 
forefront.

• We encourage you to speak with your 
supervisor first.

• If you are not comfortable with these 
options, you can report the issue to your 
supervisor’s direct leader.

• Compliance line: (888) 692-6675

Escalating Concerns



NOAH BEAT



Download Paycom



Payroll



2x2 Things to 
Remember

• The Beat Quick Links
• Paycom Show Me How

Where to find this info later

• Punch Change Request
• Verify Your Bank Details

How you get paid for today





Always use the current version of the 
form on the Beat to avoid delays

• Reimbursements are paid monthly, only 
include the prior month on the form and 

submit the first week of the month

• Legible Manager Signature, either wet 
signed/scanned or e-signed is required

• Admins can assist with sending forms for e-
signature if needed

• Submit forms to 
AccountsPayable@NOAHHelps.org

• Mileage is paid as a reimbursement showing 
as an addition in the Deductions section of 
your check

• All other reimbursements are paid by check 
at this time and require a valid mailing 
address to be issued

mailto:AccountsPayable@NOAHHelps.org


Read the full article here
Read the full article here

https://beat.noahhelps.org/news/your-paycheck-is-your-responsibility/








Hourly 
Employees 

ONLY

https://videos.paycom.com/watch/HhWZLdTA5Y3ERb8TKps9ux







SALARY EMPLOYEES DO NOT PUNCH IN!

• Salary timecards do not show any hours except for time off

• Punches delete the salary and only pays the punch time
• Salary employees use an extra shift code under Add Hours



How to Add Hours for Provider Extra Shifts 









Managers



Requesting Time Off 

• Discuss process with your Supervisor before entering in Paycom

• Supervisors don’t get notified from Paycom

• PTO - paid time off accrues based on position

• PST - paid sick time accrues up to 40 hours per year, available to 

use after 90 days

• FHL –1 floating holiday per year available immediately

• Company Holidays are automatically entered at 8 hours







Information Technology



How to 
Encrypt email

• To encrypt an email click 
the sensitivity icon shown ro 
the right. it’s located in the 
top right corner of a new 
email when drafting a email 
inside of the outlook app.



Understanding 
Phishing Attempts

Types of Phishing:

1. Email Phishing: Attackers use phony 
hyperlinks to lure email recipients into 
sharing their personal information.

2. Smishing: Involves sending text 
messages disguised as trustworthy 
communications from businesses.



What can you do?

• How to Protect Yourself:

• Be wary of emails, texts, or calls asking for sensitive 
information.

• Examine hyperlinks and senders’ email addresses 
before clicking2.

• Never click on a link in a text or an email 
supposedly sent from a bank, credit card provider, 
or other well-known company1.



How to 
access the 
VPN



3CX Tips and 
review

If you are prompted to login, 
select “Microsoft” and login 
with your Noah Email & 
Password



Laptop Tips

Logout or lock your computer 
when leaving unattended

Always Keep your laptop in a 
secure location



How to reach IT

1. Place a ticket at https://itservicedesk.noahhelps.org/
2. Email us at Itservicedesk@noahhelps.org
3. For urgent issues you can call (602) 601-2870

https://itservicedesk.noahhelps.org/
mailto:Itservicedesk@noahhelps.org


Employee Health
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