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Review of the Literature

Reaching mothers , Reaching 
Infants, IOM
Portal to Portal, Albrecht, et al. 
Crossing the Chasm, IOM
Unequal Treatment, IOM
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“It was like I had AIDS or 
something. Not wanting to 
touch you and standing 
back from you.”
Cheryl is a 29-year-old mother of two boys, the 

oldest age 7 and Jaemal, six months.  

Photo Essay  

HRSA – Maternal and Child 
Bureau

Centers for Disease Control 
and Prevention

Partners
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Does improving customer service 
approach toward women and children 
increase access and utilization of 
health services?

Does increasing access and utilization 
improve certain maternal and child 
health outcomes?

Research
Questions  

Mission

To change the culture of 
maternal and child health 
care and communities in 
ways that improve access, 
satisfaction, use and 
outcomes.

Refined Mission Statement

To create a culture of 
service excellence in 
maternal and child health 
care and communities to 
improve consumers’ access, 
use and outcomes.
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Improved 
Maternal & 
Pediatric 
Outcomes

Intermediate 
Outcome

Strategic 
Planning

Phase IV

Outcomes of Friendly 
AccessSM Coalition Activities

Consumers
Experience 

Improvements

Phase VIService 
Quality 

Improvements

Phase V

Service 
Excellence 

Training

Phase III
Coalition 

Formation/
Community 
Assessment

Internal 
Teams 
Formed

Phase I

Friendly AccessSM Coalition Activities
Internal Teams Activities

Service 
Adequacy 

Improvements

Phase VII

Phase II

Preparation 
for Training

Community Project Activities and Expected Outcomes

Friendly AccessSM National Program Model

Internal Teams Activities

Community Projects

Jacksonville, FL
Indianapolis, IN
East Tennessee
Flint, MI
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Affiliate Community Projects
Phoenix, AZ
Syracuse, NY
Des Moines, IA

Coalition/Internal Teams

Base Line Assessment
Secondary Data Analysis 

Access – trimester of entry
Use - adequacy
Outcomes



7

Base Line Assessment
Primary Data - Surveys

Prenatal and pediatric care 
consumers experiences and 
perceptions

Data Collection and Analyses

Focus Groups/Surveys 
Increased understanding of 
consumers wants, needs, 
experiences, and perceptions

Disney Excellence in 
Customer Service
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Excellence in Customer Service

Excellence in Customer Service

10 ½ Things you would do 
differently if Disney ran 
your hospital, 
Fred Lee, 2004

Strategic Planning for Change 

Coalition/Internal Teams
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Social Marketing Approach 

Strategic Planning for Change 

Cross Site Consumer Survey 
Critical Issues

- Unintended Pregnancies
- Content of Care
- Continuity of Care
- Multiple stressors

Friendly Access:

What does it mean for other 
MCH communities and 
Healthy Start Projects?
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Friendly Access:
Recognizes that the culture of 
healthcare may impede efforts 
address racial and ethnic 
disparities in health outcomes for 
mothers and babies.

Friendly Access:

Offers an approach and tools 
for creating a culture of 
service excellence in maternal 
and child health care.

Friendly Access:
Inspires communities and 
health care providers to 
create positive, memorable 
experiences for the mothers 
and their families.
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Friendly Access:
Offers a process and tools for  
changing the culture of 
maternal child health care 
and the community. 

Friendly Access:

Facilitates communication 
between community, health 
care, and consumers.

Friendly Access:

Uses both qualitative and 
quantitative data for planning 
and intervention design. 
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Friendly Access:

Employs social marketing for  
intervention design. 

Friendly Access:

Offers: Linkages to other 
communities committed to 
service excellence. 

Friendly Access
For Information or Technical Assistance 

Contact:
Dee Jeffers, MPH, RN
djeffers@hsc.usf.edu

Program Director
The Chiles Center

USF College of Public Health MDC 100
3111 E. Fletcher Avenue

Tampa, FL 33613
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Central Hillsborough Healthy Start Model

Professional and Para Professional staff
Culturally competent and passionate staff
Health Advocacy/Education 
Health Literacy
High consumer involvement
Broad based partnerships

CHHS Project Partners/Interagency Management Team:  

The Chiles Center
University of South Florida College of Public Health
Hillsborough County Health Department
Healthy Start Coalition of Hillsborough County, Inc. 
Florida Department of Health Closing the Gap Program
AdvanceAbility Solutions 
United Cerebral Palsy of Tampa Bay 
Allegany Franciscan Foundation
The Ounce of Prevention Fund of Florida
Children's Board of Hillsborough County 
Fruits of Glory Ministry
Centre for Women/Family Service Association 
Child Abuse Council
Tampa General Hospital 
St. Joseph's Women's Hospital
Faith-Based Initiative:  College Hill Church of God in Christ, Greater Mt. Carmel AME Church, 
St. John Progressive Missionary Baptist Church, St. Matthew Missionary Baptist Church
The March of Dimes
Tampa Smile Center

Our Partners

Lessons Learned
Major Factors To Embrace In Mobilizing 

Communities

Poverty
Trust
Cultural Competency
Community’s Historical Perspective
Demographics
Community’s Strength
Community’s Choice
View Research & Evaluation as Community Empowerment tools
Consumers are valued research partners
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Healthy Start Consumer 


