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Purpose of Toolkit 

The MHLA Renewal Toolkit is designed to provide Community Partners with tools to support local efforts to renew 
MHLA participants.  

How to Use the Toolkit 

The toolkit is divided into sections. Each section provides a detailed overview of a renewal tactic or concept, with a focus 
on “how-to” for MHLA Eligibility Leads. It begins with an overview of the program-wide renewal process, followed by 
how to identify renewing participants. The subsequent sections will cover tactics Community Partners can adopt at their 
sites. The toolkit assumes translation of certain materials into participant languages will be done by the Community 
Partner. 

Contributions 

The following organizations and committees provided input and best practices towards the development of this toolkit. 

 Community Clinic Association of Los Angeles County (CCALAC) 

 CCALAC OEA Peer Network Committee 

 Harbor Community Clinic 

 Los Angeles Christian Health Centers 

 MHLA Retention & Renewal Committee 

 Mission City Community Network, Inc. 

 Northeast Valley Health Corporation     

 St. John’s Well Child & Family Health Center 

 Venice Family Clinic 

A special thanks to the members of the MHLA Retention & Renewal Committee. 

 April Schustz, Wilmington Community Clinic 

 Amy Luftig Viste, My Health LA  

 Barbara Marshall, My Health LA 

 Carmen Beraud, Westside Family Clinic 

 Jiovanni Perez, Northeast Valley Health Corporation 

 Joanne Preece, CCALAC 

 Jonathan Mejia, St. John’s Well Child & Family Health Center 

 Karla Flores, Arroyo Vista Family Health Center 

 Linda Lopez, Venice Family Clinic 

 Raymond Plaza, My Health LA 

The toolkit was prepared by Kenny & Company, a management consulting firm based in San Mateo, CA.  
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Understanding the My Health LA Renewal Process 

The My Health LA (MHLA) program provides 12 months of continuous coverage to all newly enrolled participants. To 
remain enrolled in the program, a re-assessment of eligibility is required – this process is called a renewal. 

Participants must renew their eligibility in the MHLA program annually. One-e-App (OEA) users (enrollers at Community 
Partner locations) complete renewals on behalf of enrolled participants. Participants will have to provide recent copies of 
required verifications (proof of LA County residency and income). Proof of identity and the Rights and Declaration Form 
do not need to be provided again (if the record(s) exists in One-e-App). Participants who do not renew before the end of 
their 12 month coverage period will be automatically disenrolled from MHLA on the last day of their coverage period.   

Participants can choose any open medical home when they renew.  Only participants who change medical homes upon 
renewal will receive a new ID card.  Participants may renew as soon as 90 days prior to end of their coverage period.  
Participants may request a medical home change within 30 days of enrollment or renewal date for any reason. After the 
first 30 days, there are very few reasons for which a medical home change will be granted, such as a change in home or 
work address or change in medical condition. 

To learn more about MHLA eligibility and the renewal process, please visit the MHLA website for Community Partners.  

MHLA Renewal Activities 

The MHLA program sends a 90, 60 and 30 day notice prior to the date that a renewal is due. A participant’s renewal due 
date is one year from his or her start date. The notice includes instructions to contact their medical home to schedule an 
appointment for a renewal.  See Appendix A through C for samples of the renewal notices. 

Community Partner renewal activities should build on this existing process. 

90 day notice

MHLA
Participant

60 day notice 30 day notice

Participant completed a renewal 
application with an enroller and 
was found eligible to continue in 
MHLA for another year.

Participant came to see an enroller 
and was found no longer eligible 
from MHLA and was disenrolled 
on the renewal due date.

Participant did not attenpt to 
renew (did not see an enroller) 
and was disenrolled from MHLA 
on the renewal due date. 

 

Figure 1. Overview of Renewal Notifications and Outcomes. 
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Knowing and Using Effective Renewal Messages 

My Health LA is one of many health coverage programs throughout California and the nation that 
require a re-assessment of eligibility after 12 months of coverage to continue enrollment. Gathering 
experiences from other programs and My Health LA’s renewal process, below are a few renewal 
messages that could support renewal efforts. 

 
 

Culture of Coverage – Promoting the importance of continuous health coverage 

Ease and Safe Renewal Process – Leveraging the enroller and participant relationship, and promoting the strengths of 
One-e-App 

  

“If you are concerned about no longer being eligible for My Health LA, we can 
help you find other available health access options.” 

 

“My Health LA brings peace of mind, knowing that you (and your family) have 
access to health care.” 

 

“If you lose My Health LA, you may have to pay for accessing health care 
services, that when enrolled in My Health LA, have no cost.” 

 

“Staying in My Health LA supports your medical providers in giving you the best 
care possible.” 

 

“The My Health LA renewal process protects your private information and is 
only used to see if you (and your family) can enroll in the program.”  

 

“The My Health LA renewal process is easier than the first time you enrolled. We 
have most of your basic information already stored in our enrollment system.” 
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Knowing Your Renewing Participants 

As mentioned earlier in the toolkit, the base of renewal activities revolve around the 90, 60, and 30 day 
notices that are mailed to all MHLA participants approaching their end of their 12-month coverage 
period.  

Renewal Calendar by Cohort Month 

MHLA participants are enrolling in the program every day and therefore have renewal due dates any 
day of the month. When determining to whom and when renewal calls should be made, a Renewal Calendar is a tool 
Community Partners can use to schedule group calls or outreach efforts based on the month participants need to renew. 
In the proceeding sections of this toolkit, instructions are provided on how to produce a renewal call list once it is decided  
which groups should be called and when.  

Renewal 
Month 

Timeline 

December 
2016 

January 
2016 

February 
2016 

March 
2016 

April 
2016 

May 
2016 

June 
2016 

March 2016 90 day notices 60 day notices 30 day notices Terminations    

April 2016  90 day notices 60 day notices 30 day notices Terminations   

May 2016   90 day notices 60 day notices 30 day notices Terminations  

June 2016    90 day notices 60 day notices 30 day notices Terminations 

July 2016     90 day notices 60 day notices 30 day notices 

August 2016      90 day notices 60 day notices 

Sept 2016       90 day notices 

 
 
 
 

Renewal 
Month 

Timeline 

December 
2016 

January 
2016 

February 
2016 

March 
2016 

April 
2016 

May 
2016 

June 
2016 

March 2016 90 day notices 60 day notices 30 day notices Terminations    

April 2016  90 day notices 60 day notices 30 day notices Terminations   

May 2016   90 day notices 60 day notices 30 day notices Terminations  

June 2016    90 day notices 60 day notices 30 day notices Terminations 

July 2016     90 day notices 60 day notices 30 day notices 

August 2016      90 day notices 60 day notices 

Sept 2016       90 day notices 

 
 
 
 
 

 

Renewal Month represents the month in which a group 
of participants need to complete a renewal to continue 
coverage. Not to be confused with the calendar timeline. 

Timeline is an actual calendar. Not to be 
confused with Renewal Month. 

This column indicates which notices a group of participants in a Renewal 
Month are in the process of receiving during the column month. For 
example, the highlighted area shows that in March 2016, the 
participants with renewal end dates in June 2016 will be receiving a 90 
day notice, those with May 2016 end dates will be receiving 60 day 
notices, those with April 2016 end dates will be receiving 30 day notices, 
and those with March 2016 end dates will be terminating if a participant 
does not renew. 

This row shows when participants in a Renewal month will be 
receiving their notices. In this example, participants with a 
renewal end date in May 2016 will receive their 90 day notice in 
February 2016, their 60 day notices in March 2016 and their 30 
day notice in April 2016. In May 2016 terminations will take place 
for person who do not attempt to renew or found ineligible for 
the program.  



 Page: 7 MHLA Renewal Toolkit_RevJune2016 

 
 

The renewal calendar by cohort month can be a helpful tool to communicate, prioritize, and plan for renewal reminder 
calls. The following calendar below is an example of prioritizing 60 day and 30 day reminder calls. The colors indicate which 
groups and when your renewal efforts will be focused on. In this case, green is a clinic letter and gold is a renewal call. 

Renewal 
Month 

Timeline 

December 
2016 

January 
2016 

February 
2016 

March 
2016 

April 
2016 

May 
2016 

June 
2016 

March 2016 90 day notices 60 day notices 30 day notices Terminations    

April 2016  90 day notices 60 day notices 30 day notices Terminations   

May 2016   90 day notices 60 day notices 30 day notices Terminations  

June 2016    90 day notices 60 day notices 30 day notices Terminations 

July 2016     90 day notices 60 day notices 30 day notices 

August 2016      90 day notices 60 day notices 

Sept 2016       90 day notices 

The designated lead at a Community Partner site can use the calendar to communicate which patients in which Renewal 
Months need to be called. This calendar can be shared with all enrollers and other clinic staff involved with the renewal 
call process. A full calendar is provided in Appendix D.  
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Producing and Using One-e-App Reports for Renewal Activities 

OEA provides two types of reports for Community Partners that can be used to support renewal activities.  

 Medical Home Summary 

 View Potential Renewal Persons 

Producing useable renewal reports normally take place in three basic steps, as shown in Figure 2. 

Create OEA Report: This is the step where a OEA user with the appropriate permission creates a report using parameters 
entered into OEA. Sometimes these reports require some form of filtering of data before the report is put to use for 
renewal activities at a specific clinic location or for a group of participants. Please see Appendix E for the MHLA Renewal 
Training presentation slides where instructions on how to produce the reports are provided. 

Filter Report: This step is where the data, most often in the form of an MS Excel document, is filtered by specific data 
elements, such as participant demographic, renewal end dates, and/or clinic location. 

Use Report: This is the step where the information on the report is put to use, such as making renewal phone calls and 
sending notices to MHLA renewing participants.  

OEA User
OEA Report Report Ready

For Clinic

Create Report Filter Report

Renewal Activites

Use Report

 
Figure 2: Steps to Create Renewal Reports.  

Medical Home Summary Report 

As noted in the presentation (see Appendix E and F), the clinic’s System Administrator user type can run a Medical Home 
Summary report for all their clinic sites or individual clinic sites. This report will provide enrollment start and end dates 
that can be used to view who is due for a renewal.   

1) Create Report: Please see Appendix E for MHLA Renewal Training presentation slides which provide detailed 
instructions on how to produce the medical home report. When producing the medical home report, here are a 
few things to consider.  
 

 To generate a list of participants assigned to a clinic, select the clinic name and disposition status 
“Approved.” 

 The report produced directly from One-e-App will likely need to be sorted by specific date ranges to 
meet a clinic specific informational needs.  

 The report represents information at a point in time. My Health LA enrolls and disenrolls participants on 
a daily basis. If a report is produced with the same parameters on a different date, the report may 
produce different information.  

 “Insurance End Date” helps identify a participant’s renewal end date.  
 

The following provides column descriptions for the Medical Home Summary report. 
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Report Column Description 

Person ID Participant's unique One-e-App ID number 

FPL (%) Participant's current Federal Poverty Level. 

Status Current Application Status. Options to choose from when creating report are 
"Approved," "Denied," "Disenrolled," and "Pending." To pull a list of active 
participants, select "Approved." 

Insurance Start 
Date 

Date when MHLA coverage started. This date may represent a start date more 
than 12 months prior to the current date if there was no break in coverage 
during a past renewal. 

Insurance End Date Date when MHLA coverage is expected to end. This is also considered to be the 
Renewal Date for this participant. 

Disenrollment Date If the "Denied" or "Disenrollment" status was selected when the OEA Report 
was produced, this date would represent the last date of coverage for this 
participant.  

Renewal Flag Indicates when the participant is in his or her renewal period. As of January 
2016, this field is not yet in production.  

Mobile Participant's mobile phone number collected during the application process. 

Home Participant's home phone number collected during the application process. 

Address, City, 
State, Zip 

Participant's address collected during the application process. 

 

2) Filter Report: Once the report has been created, it should be filtered and/or sorted to provide information that is 
useful to the Community Partner. 

To generate a list participants who are in their renewal period:  

 Use the sort or filter feature in excel and filter or sort the “Insurance End Date” column.  

 When filtering the column, select the dates that fall in the month and year of the renewal period being 
searched.  

 For example, if the community partner is identifying all of their participants who are renewing in March 
2016, then the clinic would select all dates whose “Insurance End Date” fall in March 2016.  

 Reminder:  A renewal can be completed as early as 90 days prior to the eligibility period (i.e., the 
“Insurance End Date”).   

The Medical Home Summary report can be sorted and/or filtered in many ways by understanding the data 
provided in each column.  

3) Use Report: With specific lists, Community Partners are able to target participants who are due for renewal.  
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For example, by creating a list of participants in their renewal period which includes their phone numbers, clinics 
can engage in outbound calls. Further, a clinic can focus on participants who have an Insurance End Date 
approaching within the next 30 days.  Reports can also be used to prepare labels and send out targeted mailings.  

 

“View Potential Renewal Persons” Report 

Also noted in the presentation (Appendix E) and in addition to the Medical Home Summary, this report is accessed via the 
“View Renewal Outreach List” link on the dashboard and allows enrollers to search for a list of potential renewals or for 
individual participants. This feature is available on the CEC/CEC Supervisor dashboard and allows enrollers to identify 
potential renewal persons on an individual basis or as a group basis. 

1) Create Report: Please see Appendix E for the MHLA Renewal Training presentation slides where instructions on 
how to produce the reports are provided. When producing a report, here are a few things to consider. The 
enroller can start the renewal process using the “Renew/Modify Application” link in OEA, however the focus 
here will be on producing a report for renewals. The Termination End Date range is key. The enroller will enter 
the date range for when eligibility will end. For example, if an enroller is looking for all participants with a 
renewal date in April 2016, then Termination Dates entered in the search function will be 4/01/2016 to 
4/30/2016.  

 
Below are column descriptions for the View Potential Renewal Persons report. 

 

Report Column Description 

Application ID This is the Application ID for the Participant that is associated with the 
“Termination Date” provided. 

Person ID Participant's unique One-e-App ID number. 

Participant Name Full name of participant. 

Program The field will always have “My Health LA” populated. 

Termination Date Date when MHLA coverage is expected to end. This is also considered to be the 
Renewal Date for this participant. 

Assistor The name of the MHLA Enroller who completed the My Health LA application for 
the App ID. 

Organization The name of the clinic, i.e. the Community Partner to which, the participant is 
assigned.  

FPL Participant's current Federal Poverty Level tied to the App ID. 

Spoken Language The language the participant selected he or she speaks during the application 
process. 

Home Phone Participant's home phone number collected during the application process. 

 

2) Filter Report: Once the report has been created, it should be filtered and/or sorted to provide information that is 
useful to a Community Partner. 

To generate a list of participants who are in their renewal period:  
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 Use the sort or filter feature in excel and filter or sort the “Termination Date” column.  

 When filtering the column, select the dates that fall in the month and year of the renewal period being 
searched, if it hadn’t already been done during the initial step.  

 For example, if a community partner is identifying all of their participants who are renewing in March 
2016, then the clinic must select all dates whose “Termination Date” fall in March 2016.  

The View Potential Renewal Persons report can be sorted and/or filtered many ways by understanding the data 
provided in each column.  

3) Use Report: With specific lists, Community Partners are able to target participants for various reasons.  

Similar to the Medical Home Summary report, a list of participants in their renewal period and their phone 
numbers is available in this report for clinics to give them the necessary information to engage in outbound calls. 
Further, a clinic can focus on participants who have Termination Dates approaching within the next 30 days.  
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Renewal Reminder Phone Calls 

Making reminder phone calls to existing MHLA participants during their renewal period is an effective 
way to increase renewal rates. When calling My Health LA (MHLA) participants to remind them to 
renew for MHLA, what information is communicated to participants, and how, could be the difference 
between a successful renewal and an unsuccessful one. 

To begin, here are some basic guidelines to maximize renewal call efforts: 

 Be consistent – prepare your callers to provide the same information on clinic hours, MHLA, the renewal process, 
the consequences of not enrolling, and other important program related information 

 Prepare callers to have answers to commonly asked questions and concerns, and to have specific renewal date 
information for each participant being called 

 Create a log to collect reasons when participants express barriers to renewing. 

Sample Renewal Phone Call Process 

The following is a basic renewal call flow and a corresponding sample script that a Community Partner can modify to fit 
their operations. As shown in Figure 3, a caller should be prepared to schedule an appointment for the patient and be 
ready with information to explain the renewal process. The objective of any renewal call should be to get a participant to 
attempt to come to the clinic to renew, and if possible, help remove any barriers a participant may experience in renewing 
his/her application.   

Start

Call Renewal 
Participant

Screen for 
Participant

Introduction

Is Participant 
Available?

End Call
Schedule an 

Appointment

Already 
Renewed?

Yes

No
Start 

Appointment 
 Ask 

1st Ask: 
Ready to 
Schedule 

Appt?

Explain 
Renewal

EndYes

No

2nd Ask: 
Ready to 
Schedule 

Appt?

Yes

Final 
Explanation

No

Leave Message

No

 

Figure 3. Renewal Call Flow 

Sample Script 

The script below (also Appendix J) is a guide for speaking to patients about the renewal process as visualized in Figure 3. 
It is intended to provide general instructions for callers and does not necessarily require reading the script verbatim. It is 
recommended that community partners modify the script to ensure all items critical to their organization/site are 
incorporated.  In fact, to ensure that renewal calls do not sound impersonal, it is encouraged that callers find their own 
way of saying what the script outlines as long as facts and key points are consistent.  
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Call Process Step Script 

Screen for Participant Hello, may I speak to <Participant-Name>? 
If Participant is available to speak: Go to Introduction 
If Participant is not available to speak: Go to Message 

Introduction  Hello, my name is <Caller-Name> and I am calling from your medical home, <Clinic-
Name>, with an important message about your enrollment in My Health LA. Do you 
know that you are enrolled in My Health LA? If Yes: Have you received a notice 
informing you that your My Health LA Coverage is ending? 
If Yes (and not renewed): Go to Start Appointment 
If No or Doesn’t Know: <Caller-Name>, you have been on the My Health LA program 
since <start-date> and unless you schedule an appointment with us to attempt to 
renew, it will end on <date>. Go to Start Appointment 
If Already Renewed: Thank you for renewing. It helps our clinic providers give you 
better care. Remember that you will need to renew next year and we are here to 
help. Go to End Call 

Start Appointment Since you need to attempt to renew your MHLA in person, our clinic can help you 
with the renewal process. Could I schedule an appointment for you? 
If Yes: Go to Schedule Appointment  
If No: Go to Explain Renewal 

Schedule Appointment 
 

Schedule appointment. 
Explain and go to End Call: 

 You must bring all of the verifications for all applicants in your household.  
This includes: 

1. Picture ID, if the patient has one. 
2. Proof of income (within the last 45 days). 
3. Proof of Los Angeles County address (within the last 60 days). 

Note:  Ask if there has been a change in legal status (e.g., DACA, LPR) that 
could affect MHLA or other coverage eligibility. 

  

 If being supported by someone else, bring all necessary affidavits/letters 

 If you cannot make it to the clinic at your appointed time, please call <clinic 
phone> 

 Provide specific clinic information (parking, location, how and where to 
check-in, etc.) 

Message 
 

If leaving message on personal voicemail or with other persons:  <Insert clinic 
approved message here. Note that each clinic has their own policies and procedures 
about leaving messages that account for sharing private health information (PHI).>  

Explain Why Renewing is 
Important  
 

There could be many reasons why someone may not want to schedule an 
appointment. If the participant does not understand why they need to renew, you 
may want to try these talking points to help them understand why renewing is 
important: 

 Renewing in MHLA will bring you and your family peace of mind, knowing 
that you and they have access to free health care. 

 If you lose your MHLA, you may have to pay for health care services, then 
when enrolled in MHLA have no cost. 

 Staying in MHLA helps your clinic give the best care possible. 
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Call Process Step Script 

 If you are worried about no longer being eligible for MHLA, we can help you 
find other health care programs that could work for you. 

 The MHLA renewal process is confidential and your clinic protects your 
private information.  The information you give us when you renew is only 
used to see if you and your family can enroll in the program. 

 The MHLA renewal process is easier than the first time you enrolled.  We 
have most of your information already stored in the system.  

If participant agrees to schedule an appointment: Go to Schedule Appointment 
If participant still does not agree to schedule an appointment: Go to Final 
Explanation 

Final Explanation Explain the following and Go to End Call: 

 When you are ready to renew, please call us at <Phone> between <hours> 
and we will be happy to help you renew. 

 Remember that you have until <end date> to complete a renewal in-person, 
after this date, you will no longer be in MHLA. 

 If you need more information about the program or our clinic, please don’t 
hesitate to call us or call the MHLA Program at (1) 844-744-6452 (MHLA). 

End Call After ending a call, log the outcome of the call.  
Note: Clinic Leads should set-up a log with information to monitor, track, and trend 
call outcomes as needed.  See Appendix G.  
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Building MHLA Renewal Awareness at Medical Homes 

Promoting renewals can be done anytime. For example, some Community Partners make a point of 
telling their patients when their patients when their renewal dates are every time they come to the 
clinic for a visit.  Others proactively schedule a patient’s annual preventative health visit during the 
renewal period. If the medical appointment falls during a MHLA participant’s renewal period, the 
enroller can complete the renewal on the same day as the medical appointment.   

Community Partners have many opportunities to talk to MHLA participants when they visit the clinic 
outside of the renewal period and to create awareness about the MHLA Renewal Process.  Below are some tactics 
Community Partners can use to create awareness about the renewal process when these opportunities arise.  

Updating Addresses & Phone Numbers 

A very simple and effective renewal tactic Community Partners can engage in is the practice of reviewing and confirming 
MHLA participant addresses and phone numbers at every visit and during every telephone contact. Because the mail 
notification process is the primary tool used by the program to inform MHLA participants of their renewal, having a correct 
mailing address is essential. Adding a step during the intake process during all clinic appointments to update address and 
phone number information could dramatically increase the likelihood that Renewal Notices will be sent to the patient’s 
most current address. 

Scheduling Appointments and Appointment Reminder Cards  

Renewal appointments can also be scheduled when a MHLA participant is in a clinic for a visit that is outside of their 
renewal period. Once an appointment is scheduled, an appointment reminder card should be provided to the patient with 
key highlights about the program and appointment. See Appendix I for a sample. 

  

Figure 4. Sample Renewal Appointment Reminder Card 

  

Highlight all of the documents required 
to bring for a renewal appointment.   

Be clear about where the appointment 
will take place. Include any relevant 
parking or public transit information if 
necessary. 

Take the opportunity to remind the 
participant that MHLA coverage will end 
by this date if the renewal is not 
completed. 
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Renewal Poster 

Posters about the importance of renewing could also be created and strategically placed around the clinic. A poster can 
communicate simple, but important, messages about renewing. Placement of posters where health care or pharmacy 
services are being provided helps make the connection for patients between health care services and MHLA coverage. 
See Appendix H for a renewal poster template.  

When creating a poster, keep it simple and consider the following. 

 

    

   

  

 

 

  

  

 

 

 

  

  

 

 

 

 

  

 

 

Figure 5. Sample Renewal Posters 

Co-branded with My Health LA. Add the 
logos of the Community Partner and My 
Health LA to the poster to reinforce a 
message of partnership and trust. 

Remind participants that they must re-
apply every year to stay covered.  

Let participants know you are available 
to help them through the renewal 
process.  

Explain why it is beneficial for patients to 
renew every year.  

ACTION. Explain what the participant can 
do today.  

Use the opportunity to explain to 
participants how renewing coverage 
helps their clinic and primary care 
providers.  
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Appendices 

 
Note: 

Templates demonstrated in the following Appendices can be found online, either in Microsoft Word or PDF. for the 
tailoring, translation, and use by Community Partners. 
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A: Sample 90 Day Renewal Notice 

  



 Page: 19 MHLA Renewal Toolkit_RevJune2016 

 
 

B. Sample 60 Day Renewal Notice  
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C. Sample 30 Day Renewal Notice 
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 D. Renewal Calendar by Cohort Grid  

 

Renewal 
Month 

Timeline 

Jan 
2016 

Feb 
2016 

March 
2016 

April 
2016 

May 
2016 

June 
2016 

July 
2016 

Aug 
2016 

Sept 
2016 

Oct 
2016 

Nov 
2016 

Dec 
2016 

January 
2016 

Term 
month       

     

February 
2016 

30 day 
notices 

Term 
month      

     

March 
2016 

60 day 
notices 

30 day 
notices 

Term 
month     

     

April 2016 
90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month    

     

May 2016  
90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month   

     

June 2016   
90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month  

     

July 2016    
90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month 

     

August 
2016     

90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month 

    

Sept 2016      
90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month 

   

Oct 2016       
90 day 
notices 

60 day 
notices 

30 day 
notices 

Term 
month 

  

Nov 2016        
90 day 
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E. MHLA Renewal Training Presentation – Producing Reports 

It’s important for enrollers to read and understand the Renewal Training presentation posted on the MHLA 
website. Below are screenshots of the table of contents of the presentation. The presentation is available with 
and without narration.  
 

 
 

 
 
To access the presentation, visit http://dhs.lacounty.gov/mhla and click on For DHS and Community Partners. 
Enter the User: mhlacpp and Password: Lacounty1. 
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The presentation contains specific instruction on how to complete a renewal in OEA and how to run a report 
in OEA that tells enrollers who needs to renew.  

 

F. Producing the OEA Medical Home Summary Report – OEA Tip Sheet 

MHLA produced a One-e-App Tip Sheet that explains how to produce a Medical Home Summary report in 
One-e-App.  To access the One-e-App Tip Sheet, visit http://dhs.lacounty.gov/mhla and click on For DHS and 
Community Partners. Enter the User: mhlacpp and Password: Lacounty1. 
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G. Sample Renewal Outbound Call Log Summary 

The log below is a sample of how Community Partners can track and monitor outbound calls made to renewing 
participants. In the example below, this summary logs the outcomes of an enroller who made 45-day reminder calls to 
the January 2015 renewing group, divided by week. In this example, 34% of the calls made resulting in an appointment.  
 

 
 
Below is a template Community Partners can modify and use. A Microsoft Excel version is available on the MHLA 
Website (Appendix G). 
 

  

45 Day Reminder Call Log Summary
Renewal Month = Jan-15

Total Counts = 350

Appt No Appt
No Appt - 

Renewed
Left message No response Wrong number

Renewals in Week 1 100 35 5 5 10 25 20

Renewals in Week 2 75 25 2 3 10 15 20

Renewals in Week 3 100 35 5 5 10 25 20

Renewals in Week 4 75 25 3 2 10 15 20

Total 350 120 15 15 40 80 80

Percent 100% 34% 4% 4% 11% 23% 23%

Did not speak to participant

Week Counts

Notes: Counts show the outcomes from last call  made. For example, if the first call  resulted in a left message, but then a second call resulted in an 

appointment made, the count would be an appointment made. 

Spoke to participant
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H. Sample Poster 

Below is a template MHLA Poster that Community Partners can modify and use. A Microsoft Word version is available on 
the MHLA Website (Appendix H). 
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I. Template Renewal Appointment Reminder Card / Checklist 

Below is a template renewal appointment reminder card Community Partners can modify and use. A Microsoft Word 
version available on the MHLA Website (Appendix I). 

 


