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IN MEMORY OF
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CHAS HEALTH
BOARD MEMBER

access to quality health and wellness services.

It is with great sadness

The mission of CHAS Health is to improve the overall

that we remember CHAS

CORE VALUES

Health Board Member
Ray McRae who passed away late in 2020. He
was a committed and passionate board member,

• Social Responsibility

joining the CHAS Health board in July of 2005 and

• Patient Centered

continuing his service for 15 years. A CHAS Health
patient himself and a former hospital administrator,

• Entrepreneurship

Ray always advocated for patients at the center of

• Respect for Human Dignity

each decision. Ray but will be most remembered for

• Commitment to Continuous Quality Improvement

his kind and consistent commitment to the CHAS
Health mission and the patients we serve. He will be

• Fun

greatly missed.

OUR BOARD
OF DIRECTORS
2020
• Victor Bray

• Jenenne Newbre

• Chad Dashiell

• Deahna Olson

• Maria Ekkert

• Sharon Stadelman

• Joe Gellatly

• Hollie Westly

• Ray McRae

• Charles Williams

• Janice Medlock

• Frank Wilson

• Rachel Moe
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A MESSAGE
FROM THE CEO
This past year has been a year like no

Telehealth became the focus of patient-facing care

other. The pandemic, combined with

virtually overnight, accounting for large increases in

political polarization, financial crisis and
graphic reminders of social injustice, have

utilization of both our video and phone visit options
while ensuring patients still had regular access to
the health care they needed. As of December 2020,

been overwhelming for all of us at times.

telehealth services had more than 131,400 patient

It’s challenges like these that can lead

encounters via video and phone. This is a modality

to organizational paralysis or defensive
retraction. CHAS Health instead chose to
leverage our unique attributes as a local
community-based organization that could be

that many of our patients have come to appreciate,
and one we will continue to integrate across our care
settings moving forward.
CHAS Health was a primary location for COVID-19
testing across the communities we serve throughout

nimble, resilient, and adaptable to support

the pandemic. Through many delivery models during

not just our patients but the

the year, our staff continued to innovate the best

greater community.

ways to meet the testing needs of large numbers
of community members, many of whom had never

This report highlights the many accomplishments

utilized CHAS Health services before. During 2020,

of 2020, as well as our community and agency

CHAS Health conducted nearly 57,000 COVID-19 tests.

collaboration despite the many challenges that we
faced along the way.

Despite a brief pause in hiring during the early days
of the pandemic, we have continued to grow our

At the beginning of the pandemic, decisions and

workforce. We were intentional not to furlough or

investments were made early and implemented to

layoff any staff members, but instead quickly retrained

ensure patient and staff safety were operational

staff to support other in-need functions. We continued

priorities. We were able to move 70% of our staff

to grow in other ways as well. Over the summer, we

to remote working environments, created a virtual

moved our administrative functions from the Liberty

primary care delivery system within a matter of

Building in downtown Spokane to a newly renovated

weeks, stood up mass COVID-19 testing sites,

location on the Iron Bridge campus. Additionally, we

increased home delivery pharmacy volumes, and

acquired a 12,000 sq. ft. facilities and maintenance

implemented teledentistry. This is just a sample of the

building to serve as a centralized distribution hub,

different initiatives that required cross-departmental

and completed renovations to Spokane Urgent Care

coordination and communication internally as well as

– North including 1,700 sq. ft. of new clinic space. In

with community partners.

November, we completed and opened our new
4,000 sq. ft. East Central Dental Clinic.
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Despite the challenges of 2020, it was a year of
growth across CHAS Health, one we are continuing
in 2021. We are already beginning work on two
additional clinic remodels and expansions at North
County and Market Street clinics, are in the process
of launching our first mobile clinic to serve patients
in rural Idaho, and recently received notification
that CHAS Health has been awarded a Certified
Community Behavioral Health Center grant
administered by Substance Abuse and Mental Health
Services Administration (SAMHSA). The grant will
enable us to open a clinic focused on meeting the
more complex behavioral health needs of patients
and is scheduled to be operational and serving our
community this June.
CHAS Health has much to be proud of this past year,
and it is due to the hard work and dedication of our
staff. Each individual was courageous, committed,
and compassionate in their approach; always focused
on what was best for our patients and best for our
community. It is a theme throughout this year’s report
and one we continue every day across our clinic
locations.
All the best!

Aaron Wilson
Chief Executive Officer
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FACING THE CORONAVIRUS
(COVID-19)
The COVID-19 pandemic stretched communities in ways they have never been stretched before.
At CHAS Health, we continued to carry on our work, but in a much different manner. From
providing community-wide testing and increasing telehealth capabilities to maintaining ongoing
primary care services for our patients, including pharmacy services, CHAS Health remained
focused on our mission of caring for everyone in our community. In each of these ways, and
many others, our mission has been the focus at the center of all our decisions in supporting our
community through this pandemic.

IMPACT ON CLINICS
CHAS Health had to quickly shift how we provided care to patients when COVID-19 hit and our clinics were shut
down. From moving to providing more services through telehealth, increases in needs for behavioral health support,
and finding new ways to deliver care including pharmacy services, CHAS Health employees worked tirelessly every
day to keep patients and our community safe. We innovated and learned to troubleshoot with speed, while always
keeping a focus on the patient and the tremendous challenges they were also facing.

PATIENT STORY
We had a dental patient come in all the way from Ritzville because their one dentist who travels
from Ellensburg was not seeing patients. He was in a lot of pain: unable to sleep, unable to
control the pain with over-the-counter drugs, unable to eat. He was pretty hesitant to have
treatment done by someone else, but was in so much pain he said if he did not get this tooth
out of his head, he was going to take some pliers to it and get it out himself! To make matters
worse, his appointment was scheduled for the following week, not that day. Because we knew he
traveled all the way from Ritzville, our dental team was able to pull together and make it work,
despite a full schedule. The patient was so grateful by the end of the visit, he thanked all of the
staff present, saying Dr. Orth was the best dentist ever and he just might continue to travel for all
his dental care because he liked her so much!
— Jessica, Dental Support Supervisor at CHAS Health Denny Murphy Clinic
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COVID-19 TESTING
CHAS Health has been a primary location for COVID-19 testing across the
communities we serve. From creating stand-alone testing locations connected
to our clinics to innovating a mass drive-through testing location at Spokane
Arena to meet the testing needs of large numbers across our community who had
never utilized CHAS Health services before, we remained nimble and focused on
reducing the spread of COVID-19. Throughout 2020, CHAS Health provided nearly
57,000 COVID-19 tests to community members, an effort that continues in 2021.

PATIENT & STAFF STORIES
During COVID-19, I transitioned from being a dental assistant to helping in the pharmacy as a
technician. Working in the pharmacy has been fun and informative. The Latah pharmacy staff
have been encouraging, patient, and supportive during this new experience! I have a whole new
respect for those working in the pharmacy and what they do on a daily basis. I am incredibly
grateful for this new experience, as well as being able to keep helping out in the clinic where
needed during this transitional time. I am thankful for CHAS and that they have continually
supported me and my fellow employees through this temporary situation.
— Ayla, Dental Assistant at CHAS Latah Community Health in Moscow, Idaho

Even though our clinics looked different with Plexiglass dividers and limited furniture for
distancing, patients also noticed that some things didn’t change. “Everyone was so nice and
friendly. I felt cared for and I really needed that, so it was great! CHAS is doing a great job with
patient care—just like they always do.”
— CHAS Health Patient, Denny Murphy Clinic

COURAGEOUS
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TELEHEALTH & TELEDENTISTRY
Because continuing to provide primary care to everyone regardless of ability to pay is key to helping lower
utilization of hospital and emergency services and provide service in a safe and efficient way, CHAS Health
knew that utilizing telehealth would be an important part of the mix. We ramped up our telehealth services,
especially for medical and behavioral health services to meet demand. During 2020, more than 131,400
patient visits, across all disciplines, were conducted via telehealth. This represents a 3,202% growth over
previous telehealth use. We were also able to implement a Quicklink registration process that has been
used over 50,700 times for 44,100 patients. EHR portal registration increased two-fold to enable quicker
COVID-19 test results for patients, and we implemented obstetric telehealth kits including connected blood
pressure cuffs, scales and fetal dopplers (to hear heartbeats) to low-risk pregnant women to support video
visits, reducing clinic traffic and patient travel burden.

PHARMACY HOME DELIVERY AND CURBSIDE PICKUP
During the pandemic, traditional ways of ensuring patients had access to their medications had to change
along with changes in care delivery. We quickly started using both curbside pickup and home delivery
service to reduce in-person contact while ensuring consistent medication adherence. Patients could pick
up prescriptions at designated CHAS Health locations without ever needing to leave their car through our
curbside service. Others were able to stay home, as we delivered medications to their door. During 2020,
20% of all CHAS Health patient prescriptions were filled through a delivery service. This service not only
reduced travel-related barriers for patients to receive their prescriptions, it also increased the likelihood
that patients would remain compliant with regular medications that help keep them healthy and out of
emergency rooms.

PATIENT STORY
Last month I wanted to get tested for
COVID. Tests were hard to get and it was
confusing until I decided to roll up to a
CHAS clinic. I should have gone there
first! I have to say it was such an easy and
pleasant experience. I just stayed in my
car and called in. They registered us and
gave my son a test (since only he seemed
to have the appropriate symptoms). 10
minutes later, we were given the results.
I was so relieved and impressed with CHAS!
— Community Member, COVID-19 Testing
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PATIENT & STAFF STORIES
“The patients and families I interacted with (in the testing tent) were ALL amazing, supportive
and understanding of the processes we went through to keep them and their family members
safe. In those moments there was a real sense of community and we are all working together.”
Todd noted that CHAS Health support staff were all great; not just the Medical Assistants and
other staff screening at the door and running for supplies, but also facilities employees who got
the heat on (in the tents) to make employees more comfortable and who broke down the tent at
the end of the day. “I feel very fortunate to work for an organization that supports its employees,
families and community in a time like this.”
— Todd, ARNP at CHAS Health Nurse Practitioner Residency Clinic

A patient called this morning and wanted to say thank you so much to pharmacy home delivery
for getting her prescriptions to her so quickly! She ordered them yesterday and they were at her
home this morning. She was very grateful!
— Elise, Centralized Services Specialist at CHAS Health

COURAGEOUS
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COMMUNITY SUPPORT THROUGH
THE CHAS HEALTH FOUNDATION
Launched in 2020, the mission of the CHAS Health Foundation is to create health
equity by strategically investing in patients, partners, and communities.
We saw the need for a charitable foundation because despite CHAS Health’s diligent efforts for over
25 years to provide quality healthcare for everyone in our community, regardless of their ability to pay,
some patients still suffer from important “missing pieces” in healthcare coverage. A patient we have
helped obtain insurance and provide general healthcare services still might not be able to afford their
costs after insurance, or specialist fees, or medication expenses.
The CHAS Health Foundation has the potential to ease those remaining needs of our patients so they
might achieve wellness without incurring debts or simply having to go without. A donation to the
CHAS Health Foundation is an investment in access to quality healthcare for any community member
in need, regardless of their situation.
Learn more at chas.org/give
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EAST CENTRAL
DENTAL CLINIC OPENS
Prior to the opening of CHAS Health’s East Central
Dental Clinic in the fall of 2020, the Martin Luther
King, Jr. Family Outreach Center was one of the only
community centers in Spokane without medical or
dental services on campus.
More than 2,000 families access services at the site,
which include early childhood education programs
and the Women, Infant, and Children (WIC) Nutrition
program, among others.
Collective advocacy and cooperation across federal,
state, and city channels made over $2,000,000 in grants
and loans possible to launch this 4,000 sq. ft. facility.

East Central Dental Clinic houses 7 dental
operatories and is projected to serve over
4,000 patients annually in a community
where these services were long overdue.

COMMITTED
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HELPING THE VULNERABLE
DURING A PANDEMIC
Serving those most in need throughout our community

In 2020, CHAS Health served nearly 15,000

has always been a key value of CHAS Health, but

patients experiencing homelessness. In

this work was even more vital during the COVID-19
pandemic. Led by Sabrina Bukowski and Ilze ZarinsIlgen, our homeless outreach team would start checking

and pharmacy care, CHAS Health also focuses

on our most vulnerable populations early each morning.

on other needs of our homeless neighbors.

They would visit a local church with free breakfast

This year, through our employee-funded drive,

provided to those in need and set up a table to provide
additional necessities like socks, gloves, hats, coats

we raised over $7,000 to supply much needed

when available, and basic hygiene products. They

tarps, socks, hats, coats, and other supplies

continued to greet each passersby by name, but in

to distribute to those without shelter in our

lieu of hugs to follow COVID-19 protocol, exchanged

community needing help to survive.

pleasantries from a distance while wearing masks.
After breakfast, the team drove to check in at the
other missions and local drop-in centers to see who is
in need of help and how they can be of service. They
also checked under bridges, called on pitched tents,
and helped people by the side of the road with water,
snacks, and whatever else they keep in the trunk of the
CHAS Health Outreach car.
Regarding this team’s COVID-specific work, Sabrina
shared “Outreach was heavily involved with Spokane
Regional Health District and their homeless COVID-19
response, helping with triage, testing, and coordinated
transportation to the county isolation facilities.”
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addition to primary, dental, behavioral health

COMPASSIONATE

SUPPORTING
OUR COMMUNITY
Aside from the ways we support our
patients daily by providing access to quality
healthcare, we always look for gaps in
access where we can help people of all ages
and circumstances.
This year, we created mobile flu clinics to bring the flu
vaccine to those who could not easily access one of
our locations, stuffed and donated backpacks for local
students in need who were learning remotely, and
connected patients and neighbors around our clinics
with mobile food bank markets. Supplied by community
partner Second Harvest, these markets helped provide
quality meat and fresh produce to those experiencing
food insecurity. Our teams are continually getting
creative to bring new resources to our patients in
innovative ways!

COMPASSIONATE

11

LOOKING FORWARD TO
BRIGHTER DAYS AHEAD IN 2021
PATIENT STORY
Today I received my first COVID vaccine at the
Spokane Arena. I was so grateful for the workers
standing outside in the parking lot in below freezing
weather, directing me along my way and checking
me in. During the entire process, I was guided by
friendly, knowledgeable health workers, National
Guard workers, and other volunteers. I felt COVID
safe throughout my experience. My shot was painless,
administered by a friendly National Guardsman. This
process was so well-organized, it ran like clockwork!
Thank you, CHAS. It was a relief to get vaccine #1, and
I’m already scheduled for vaccine #2. Simple, safe, no
pain, and ready for my final protection!
— Faye, COVID-19 Vaccine Patient

TRANSITION TO COVID-19 VACCINATIONS
The hard work and dedication of our Vaccine Team, combined with the efforts of staff across our organization, has
achieved success for our community through mass vaccination efforts at the Spokane Arena (an operation now largely
transitioned to the state Department of Health), as well as vaccinations at our clinics and other community pop-up
locations. Already to date in 2021, we have helped more than 37,000 community members get vaccinated against
COVID-19. We can be proud of our accomplishments as we return to focusing on our core mission and clinic services.
COVID-19 vaccination will continue to be a major area of focus throughout 2021; CHAS Health has been selected
in the first cohort of 25 Community Health Centers across the nation to receive direct COVID-19 vaccine federal
distribution. We are excited to lead the national effort to ensure our patients are not being left behind. We are
working with local partners on targeted outreach to underserved populations in our community and will bring the
same energy we delivered at the Arena to protecting our patients through clinic vaccinations.
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MAJOR BEHAVIORAL HEALTH EXPANSION
CHAS Health has been awarded a two-year $4 million grant from the Substance Abuse and Mental
Health Services Administration to open one of the area’s first Certified Community Behavioral Health
Clinics (CCBHCs) this June. CCBHCs are designed to serve all regardless of ability to pay, include
patients in the design and delivery of services, and provide wrap-around care for those experiencing
behavioral health and substance use conditions. This includes primary care and pharmacy services
with behavioral health services at the core. The funding encompasses staffing a clinic which will
include behavioral health providers, case managers, chemical dependency counselors, psychiatric
consultants, medication managers, and peer support staff.

THANK YOU CHAS HEALTH TEAM!
As we continue to face the COVID-19 pandemic in early 2021, we want to especially thank our
dedicated employees. They have put in a tremendous amount of work these past months and continue
to do what is best for patients every day. They are truly the reason for our successes! We look forward
to all that lies ahead in 2021 and beyond.
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CHAS HEALTH
BY THE NUMBERS
PATIENT VISITS

Medical
2019

2020

Patients

77,419

71,445

Visits

249,756

210,097

Dental
2019

2020

Patients

31,499

29,925

Visits

93,074

84,845

Behavioral
Health
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2019

2020

Patients

7,079

6,639

Visits

29,593

26,513

Spokane
Urgent Care
2019

2020

Patients

32,190

25,475

Visits

52,260

37,374

CHAS Health
processed

654,603
prescriptions.

CHAS Health
delivered

240 babies.

CHAS Health served
14,956 patients
experiencing
homelessness.

83.67% of patients
were low-income

(at/or below 200% of the
federal poverty level).
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PATIENTS SERVED

96,165

100,000

90,461

84,133
80,000

74,904

60,000
40,000
20,000
0

2017

2018
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2020

PATIENT DEMOGRAPHICS
Patient Ages
10%

Patient Insurance Status

Patient Residence
10%

12%

17%

1%

57%
18%

18%
23%

13%

31%

16

89%

0–18 years

17%

Medicaid

57%

Washington

80,230

19–30 years

23%

Medicare

13%

Idaho

9,714

31–50 years

31%

Private Insurance

18%

Other

517

51–64 years

18%

Uninsured

12%

65+ years

10%

90,461

FULL TIME EMPLOYEES

754

867

1,035

2018

2019

2020

2020 ON-THE-JOB STAFF TRAINING
Student Rotations

Number of Students

65

(We have supported in completion
of the student’s program)

Apprentice Graduates

Resident Graduates

Dental Assistant

7

Nurse Practitioner

2

Medical Assistant

9

Pharmacist

2

Pharmacy Technician

1
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Everyone Welcome
509.444.8200 • 208.848.8300
chas.org

04-008-21

