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Patient-Centered Care in Our Communities
Patient-centered care is more than educating patients about a diagnosis, treatment, or behavior. It is a 
means for organizing the delivery of personalized healthcare by partnering with patients and families and 
encouraging their involvement. The Institute of Medicine defines patient-centered care as: “Providing care 
that is respectful of and responsive to individual patient preferences, needs, and values, and ensuring that 
patient values guide all clinical decisions.”1

One effective means of maintaining lines of communication with patients and gaining a better understanding 
of what they want from their care team, is through a Patient Advisory Council. At Belgrade Regional Health 
Center, the Patient Advisory Council has worked on many items over the past four years. By providing 
input from a patient’s perspective, different patient and community-based efforts have been refined and 
improved, including the development of a patient survey, a patient invitation, outreach materials to attract 
new patients,  waiting room handouts, and more.

Lovejoy Health Center’s Patient Advisory Council has partnered with staff to improve patient confidentiality 
in the waiting room, to support the center’s School Supply Drive during National Health Center Week, and 

to strategize on Lovejoy’s role with HealthReach’s Youth Initiative.

“Our council acts as our ear to the ground,” said Nona Quirion, Practice Manager at Lovejoy. “They look at all practice processes 
from the patient and family perspective and provide feedback of what works well at our health center and what can be improved.” 

1. Institute on Medicine. “Crossing the Quality Chasm: A New Health System for the 21st Century”. Released March 1, 2001
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A Message from the President
An amazing 40 years have passed since HealthReach Community Health Centers started its first 
health center in the small town of Bingham, Maine. Throughout 2015, we’ll be commemorating 
our 40th anniversary and oh my, a lot has changed in these last 40 years! HealthReach now 
has eleven health centers located in the communities of Belgrade, Richmond, Coopers Mills, 
Albion, Bethel, Madison, Bingham, Strong, Rangeley, Livermore Falls, and Kingfield, serving 
29,000 community members throughout central and western Maine. We offer dental services 
at two sites, Bingham and Strong with dental hygiene services offered to youth at one site 
(Bethel). Several health centers have moved into new buildings in the last fifteen years (Bingham, 
Belgrade, Livermore Falls, Strong) while others have undergone significant renovations 
(Coopers Mills and Richmond). We have made the transition across our system from paper 
medical records to electronic records. We have instituted a patient portal which allows secure 
electronic communications so patients can ask a medical question, ask for a medication refill, 

or communicate about scheduling an appointment.  With our goal to treat the whole person, we have integrated 
behavioral health services across our sites. Our Connector team helps patients connect with community resources or 
sign up for insurance on the health insurance marketplace. Our care managers work with patients who have chronic 
diseases to provide education and other resources. Nine of our sites have been recognized as “Patient-Centered 
Medical Homes” by the National Committee on Quality Assurance. We have partnered with other community groups 
to offer Living Well classes, Cooking Matters classes, and other educational events.  

With all of these positive changes, there has been a lot that hasn’t changed. Since the first time we opened our door 
forty years ago, we have been fortunate to have a dedicated team of clinicians and support staff who care about our 
patients and serve the communities where they live and work.  It’s this foundation — a foundation of caring — upon 
which everything else is built.   This hasn’t changed in forty years and will serve as a strong foundation for our next 
forty years.

HealthReach
President/CEO
Constance Coggins

Patient Assistance Program
Ensuring that patients have access to affordable medications through our 
Patient Assistance Program (PAP) is a valued service at HealthReach. The 
most recent report shows that as of the end of October 2014, our dedicated 
PAP staff had saved nearly 1.75 million dollars in prescription costs for 
our patients! Our PAP Professionals often hear from patients how important 
this program is for them to be able to take their medications and stay well. 
Thank you to our team members at each health center for making this program 
work for our uninsured and underinsured patients. 

If you or a HealthReach patient you know is unable to pay for a prescription, 
we have a PAP Professional at each of our eleven locations.

Our Patient Assistance Program Professionals:
Belgrade Regional Health Center ~ Ann Schwab
Bethel Family Health Center ~ Bonnie Largess
Bingham Area Health Center ~ Juanita Bean
Lovejoy Health Center ~ Susan Hunnewell
Madison Area Health Center ~ Susan Hunnewell

Mt. Abram Regional Health Center ~ Crystal W. Fitch
Rangeley Family Medicine ~ Kate Quimby
Richmond Area Health Center ~ Estelle Cook
Sheepscot Valley Health Center ~ Julie Bailey
Strong Area Health Center ~ Crystal W. Fitch
Western Maine Family Health Center ~ Eileen Castonguay
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Improving Care with Community Partners and the Public
HealthReach was recently awarded a planning grant by the Maine Health Access Foundation which we have named A2QC-
Somerset (Access to Quality Care). The goal is to improve system coordination and consumer experience for uninsured people in 
the towns around our health centers in Madison and Bingham. The project is a collaboration between HealthReach, Kennebec 
Behavioral Health, Kennebec Valley Community Action Program, Redington Fairview General Hospital, Somerset Public Health, 
and Spectrum Generations. By the end of the planning grant, the partners hope to develop a shared vision of how to work 
together more effectively to address the needs of the uninsured in Somerset County.

Our team of coalition partners meets monthly to advance the goals. The team began by looking at case studies from Wisconsin, 
Oregon, and California where communities have launched similar efforts to link underserved residents to quality healthcare and 
improve the connection between primary care and public health. We then created a survey that will assess consumer perspectives 
on access to quality healthcare, and developed a plan for distribution. The team also gathered and reviewed existing data on the 
target population and found that 2,595 individuals, or 11.5 percent of the A2QC-Somerset service area, are uninsured.

Look for more updates as the A2QC-Somerset team continues to strive to eliminate barriers and improve access to care in Somerset 
County. We welcome input from consumers and community partners. Please contact Communications@HealthReach.org 

HealthReach Provider a Featured Speaker at MPCA Conference
The Maine Primary Care Association (MPCA) held its Annual Conference in October, the 
organization’s largest professional gathering of the year. The conference appeals to a wide array 
of health center staff, as well as federal, state and community partners.

2014’s conference, “Providing Care Across the Continuum” highlighted perspectives of care 
in Maine across four parts: Provider, Community, Patient, and System, and was dedicated to 
recognizing the outstanding work health centers do by addressing the issues that many health 
centers face on a day-to-day basis. Specific factors impacting and shaping Maine’s primary care 
providers as well as the partners and partnerships needed to improve the overall health of 
Maine were identified.

HealthReach’s very own Tom Bartol, NP of Richmond Area Health Center was a featured 
speaker at the event. Tom presented “Healthy Living from Fit to Obese: Engaging Patients in 
a Healthier Lifestyle.” Richmond Area Health Center has developed the idea of motivating and 
affirming weight loss in their patients. Tom highlighted how the health center is working with 
patients from the fit to the obese, using shared decision making and by engaging patents in making decisions about their 
health. This no-cost program, now running for nearly four years, has continued and developed into a healthy lifestyle program. 
Within the last three years, approximately 1000 patients have lost a cumulative weight of over 12,000 pounds!

mailto:Communications@HealthReach.org
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Growing Care Management Services
HealthReach has Care Management services at four centers (Sheepscot, Lovejoy, Western Maine and Belgrade) to compliment and 
coordinate care for patients among all members of the medical team. They help patients better manage diabetes and asthma, establish 
nutrition and weight management goals, and more.

Jessica Veilleux has held successful prediabetes classes at Belgrade and Western Maine. MaineGeneral Health funded 
the classes from a Centers for Disease Control and Prevention grant and trained Jessica to facilitate. Participants 
learn skills to prevent diabetes through weekly meetings with a lifestyle coach and peer support group. 

“I’m excited for everyone who is involved in the prediabetes classes,” shared Jessica Veilleux. “They have all worked 
hard at making changes and have been very successful at changing their lives. They should all be proud of the work 
that they have done over the past 8 months.

Kathy Lord, RN, works at Sheepscot and Lovejoy.  Over the last year, she has worked with 
Isabelle Touchette, who has Type II Diabetes, to lower blood sugar levels.  Isabelle has been a 
patient at Lovejoy since it opened in 1978.  Dr. West recommended she work with Kathy when 
her medications were not doing enough.

“I started an exercise program at home with Kathy’s help. My blood sugar was up to 300.  Now I average anywhere 
from 120 to 150, and I have lost a little weight,” shared Isabelle.  “Working with Kathy has helped tremendously. 
Having her to talk to when I was discouraged helped me to put myself back on track. If not for Kathy, I don’t think I 
would have stuck with it.”

“Isabelle has worked very hard on her diabetes and I think her ability to remain motivated is pretty awesome,” said Kathy.

For Sherene Roberts-Osgood, RN, care management is often about taking complex needs, both long term and those 
involving multiple chronic illnesses, and helping the patient to navigate the healthcare system. This can include acute 
care, home care, coordination with or referrals to community care teams, calling insurance companies, coordinating 
with a pharmacist, or simply following up after visits to be certain patients understand their health situations clearly.

One patient had a plan of care implemented with Sherene’s help. He has a complex combination of health issues, 
which can flare up at any time, which has led to trips to the emergency room. Knowing this, Sherene was able to 
establish standing orders for his medications with his doctor.  One weekend, he started feeling worse and worse, but 
was able to go to his pharmacy and pick up his medications.  He called Sherene the following Monday and told her it 
was a bad weekend, but that he was okay and feeling better.  If the standing order had not been in place, he  would 

have spent the weekend in ER.

“Care management helps to establish a trusting relationship for patients who need it most,” said Sherene. “Having a person to call gives 
them peace of mind. Sometimes it is all about being there during a crisis and believing in them when they might not believe in themselves.” 

Prediabetes class in Livermore Falls

Margo Dudley has lost 
70 pounds since joining 
the prediabetes class!

Sherene Roberts-
Osgood, RN

Kathy Lord, RN
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Cooking, learning, laughing at Cooking Matters in Livermore Falls
Robert Clark of Livermore Falls used to call himself the “Pop-Tart King,” but starting Monday, October 
20, Robert put down the Pop-Tarts, picked up a cook book, and joined eleven other participants for 
Cooking Matters at Spruce Mountain Adult Education in Livermore Falls. Cooking Matters is a free, six-
week course that seeks to inspire families to buy and cook healthy food. Robert, who is the primary 
cook in his household, was thoroughly inspired: “Normally I’m a junk food junky, but it’s like I told my 
roommate—it feels pretty good eating healthy for a change!”

Each Cooking Matters class includes hands-on learning, group discussion, and nutrition information, and 
is taught by a nutritionist. The course aims to show people that it is possible to eat delicious, healthy 

meals even on a tight budget. Robert described how his cooking and eating habits have changed since starting the class: 
“If possible, I try to boil and broil more than frying because some foods you have to fry, but frying’s not really good for you 
because of all the saturated fats and oils.” 

Classmate Rebecca Witham also was motivated by what she learned from Cooking Matters. When 
asked her favorite aspect of the class, Rebecca responded, “Learning how to cook healthier… especially 
when you don’t cook at all (before Cooking Matters, that is).” Rebecca particularly enjoyed learning to 
make homemade granola from oatmeal, and finding ways to alter recipes with healthy substitutes. “We 
learned how to measure stuff, and cut out a lot of sugar and replace it with different things, healthier 
things,” she said, “Like you can [use] applesauce instead of oil.”

Rebecca also appreciated learning ways to budget meals for her family. “[I learned] when you’re on food 
stamps it’s easier to spend a certain amount a week instead of everything all at once,” she said. Since 
participating in Cooking Matters, Rebecca has been able to stretch her food dollars while also incorporating a healthier diet. 

Each participant gained different skills from the course, but everyone seemed to agree on one thing—they had fun! Laughter, 
learning, and the sweet aromas of a homemade meal filled the air at Cooking Matters in Livermore Falls.

Cooking Matters in Livermore Falls was sponsored by Healthy Community Coalition of Greater Franklin County with support 
from Western ME Family Health Center.

More about Cooking Matters
Cooking Matters is a national program of Share Our Strength. In Maine, Cooking Matters is implemented through a partnership 
between Good Shepherd Food Bank and Maine SNAP-Ed. Maine SNAP-Ed is funded by the USDA’s Supplemental Nutrition 
Assistance Program, or SNAP, which is administered by the Maine Department of Health and Human Services (DHHS) and 
implemented through a contract with the University of New England (UNE). Additional local support for Cooking Matters 
comes from Hannaford Supermarkets.

Rebecca Witham

Robert Clark

Cooking Matters class in Livermore Falls
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New HealthReach Practice Managers
Welcome Colleen Cyr ~ Madison Area Health Center

Colleen grew up in Solon and then moved to Embden as an adult. She is a graduate of Kennebec 
Valley Community College with an Associate’s Degree in Secretarial Science for the Medical Office. 
After graduating, she was employed by a health center where she worked for over 25 years doing 
many different duties within the office. According to Colleen, practice management has been the 
toughest and yet the most rewarding job she has tackled.
  
“Ultimately, everything that is done in a medical office should be done with the patient in mind. 
Bringing together a team of employees and giving that patient the best possible experience in 
all aspects of his or her healthcare are what give me pride in my accomplishments as a practice 

manager. That is what I want to bring to Madison Area Health Center.”

Away from work, one of Colleen’s biggest escapes is cooking. She also enjoys time outdoors and making various crafts. 
She currently lives with her husband and has two children and a grandchild.

Welcome Elizabeth Gwinn ~ Strong Area Health Center
Elizabeth was born and raised in Maine and lived in Freeman Township from age 7 to 18. She started 
her journey in the medical field when she enlisted in the US Air Force as an EMT; while in active duty 
she also trained in medical billing. In the civilian world, she stayed in the medical billing field. From 
there, she was promoted to Dental Office Manager and was able to travel to multiple locations training 
other office managers as well as opening new dental centers. Elizabeth missed the medical aspect of 
her career and rejoined the medical field as a Medical Office Manager for two locations which she 
also helped to open. Eventually she came to miss Maine, so she recently returned and found an 
opportunity to be Practice Manager for HealthReach doing both medical and dental managing. 

“I grew up poor, so I always gravitated towards companies that dealt primarily with the underserved population. I feel all 
patients, no matter what their background may be, deserve to have the best quality of care and appreciation which I feel 
HealthReach is achieving.” 

Outside of work, Elizabeth loves to spend time with family and friends, and to visit the coast of Maine to enjoy the ocean 
and lighthouses.

Ann Schaer, PA, Retires from Sheepscot after 21 Years
Ann Schaer, PA has been with HRCHC for over twenty one years, however, some of her 
patients have seen her longer than that. Quite a number of Ann’s patients have followed 
her throughout her medical career from previous practices to Sheepscot. That speaks 
to Ann’s connection with her patients and the trust that they have had in their clinical 
relationship with her. 

“When I first started at Sheepscot five years ago, I was amazed to find out just how many 
patients had come here with Ann,” shared Paul Audette, Practice Manager. “Some of her 
patients traveled very long distances, and were happy to do so. That is a rare thing!”

HealthReach’s Mission:
To provide high quality, affordable, patient-centered healthcare in the medically 

underserved communities of Central and Western Maine.
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New HealthReach Providers
Marie L. Doucette, RDH ~ Bingham Area Health Center

Prior to entering the dental field, Marie worked 
15 years as a CNA in the cardiac, medical surgical, 
labor room, ob/gyn, operating room, neonatal 
intensive care and geriatric fields. Her dental 
experience includes general dental hygiene, IV 
sedation, dental hygiene and pediatric dental 
hygiene in a pediatric medical office, as well as 
public health dental hygiene throughout the state 
of a Maine. Marie was the first and only dental 

hygienist in the country to take her services into a medical pediatric 
office from 2002 - 2013.  
 
“I feel very privileged to join an organization with a vision of bringing medical and dental together while expanding 
access to care,” shared Doucette.

In her free time, Marie’s first love is time spent with her family. When the opportunity arises, she loves to ride her 
Harley Davidson Fatboy. She has ridden cross-country twice! She still has three states left to visit: Oregon, Alaska and 
Hawaii.

Ralph “Al“ Heath, FNP ~ Float Provider
Al recently joined our per diem team. HealthReach 
maintains a pool of fill-in providers to provide 
uninterrupted care to patients when site providers 
are in training or on leave. Al obtained a Family 
Nurse Practitioner degree at the University of 
Southern Maine and a bachelor’s degree from 
Indiana University. He brings 15 years of Nurse 
Practitioner experience in acute/emergency 
care, family practice and occupational health to 

our organization. His expertise includes patient-focused care with an 
emphasis on education and prevention.

Al’s interests outside of medicine include fly fishing and Net Zero home design, in which the total amount of energy 
used by the building on an annual basis is roughly equal to the amount of renewable energy created on the site.

Ann Schaer, PA, Retires from Sheepscot after 21 Years According to the staff at Sheepscot, Ann had a lot of compassion and truly cared about her patients. She was always 
very thorough and conscientious, and gave as much time to reviewing her patients’ correspondence as she would to a 
CT scan report. She would often spend her evenings poring over her patient’s consultation reports, completing her visit 
documentation and ensuring that she followed up on her patients’ questions.

“The devotion her patients have shown to Ann speaks to the devotion she has shown to all of them,” said Roy Miller, MD.

A luncheon was held at the health center for Ann on Monday, December 29. Staff members were joined by Connie 
Coggins, CEO and members of Sheepscot’s Community Board. Ann was given gift cards to L.L. Bean and her favorite 
bookstore in Damariscotta.  Community Board members Judi Ekholm and David Landmann presented Ann with a 
beautiful clock for her home.



Belgrade Regional 
Health Center
2,131 patients totaling  
6,636 visits in 2013

Bethel Family
Health Center
3,801 patients totaling  
13,437 visits in 2013

Bingham Area Health 
& Dental Center
2,536 patients totaling 
6,519 visits in 2013

Lovejoy
Health Center
4,067 patients totaling 
13,669 visits in 2013

Madison Area 
Health Center
1,919 patients totaling 
7,967 visits in 2013

Mt. Abram Regional 
Health Center
1,486 patients totaling 
5,191 visits in 2013

Rangeley
Family Medicine
1,518 patients totaling 
3,387 visits in 2013

Richmond Area 
Health Center
2,659 patients totaling 
9,176 visits in 2013

Sheepscot Valley
Health Center
3,954 patients totaling 
13,346 visits in 2013

Strong Area Health 
& Dental Center
3,352 patients totaling 
10,595 visits in 2013

Western Maine
Family Health Center
2,245 patients totaling 
6,374 visits in 2013

WELCOME         October - December 2014

Share your HealthReach Story!
Have you recently had a great visit? Do you 
appreciate the time and care that your provider 
gives you? Visit HealthReachCHC.org and click on 
the “Share your own story” link.

MILESTONES        October - December 2014

20 Year Anniversaries 

Robin Boivin, HC Medical Assistant | Western Maine

15 Year Anniversaries 

Susan Hunnewell, Patient Service Rep I | Madison 

Marsha Nile, Front Office Coordinator | Strong 

Natalie Twitchell, Front Office Coordinator | Mt Abram

10 Year Anniversaries 

Priscilla Ripley, Patient Account Representative | Central

5 Year Anniversaries 

Faye Souvé, Health Center RN | Bethel 

Paul Audette, Practice Manager | Sheepscot 

Susan Laney, Referral Specialist | Mt Abram
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Elizabeth Gwinn, Practice Manager | Strong

Bethany Danico, HC Medical Assistant | Bethel

Marie Doucette, Hygienist | Bingham

Dorothy Mosher, Family Nurse Practitioner | Rangeley

Ralph “Al” Heath, Family Nurse Practitioner | Central

Carlene Burguess-Fletcher, Dental Assistant | Strong

Cinda Young, LPN | Lovejoy

Karen Goldsmith, Referral Specialist | Mt Abram

Tammy Birkbeck, Medical Records Technician | Lovejoy
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