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The LGBTQ Center Long Beach




The LGBTQ Center Long Beach is a nonprofit dedicated
to advancing equity for LGBTQ people through culturally
responsive advocacy, education, programs and services.

They were initially founded in 1977 as an informal forum to discuss issues important to the
LGBTQ community. The organization was officially incorporated under the name One in Long
Beach, Inc. in 1980. Since then, the Center has been providing a variety of health, social,
advocacy, and legal services to the LGBTQ community and has operated under its current
name—The LGBTQ Center Long Beach—since 2014.

When the COVID-19 pandemic struck North America in March of 2020, the Center was forced to
begin providing services remotely, a transition that coincided with the rollout of Bonterra Program
Management’s (formerly Social Solutions) Case Management solution. Though the transition to
remote care has limited the organization’s ability to provide their services in full, they’ve been able
to develop innovative solutions, such as creating a drive-up/walk-up service for HIV testing in the
organization’s parking lot.

We checked in with Ismael Salamanca, director of health services at The LGBTQ Center
Long Beach, to learn more about the program and how their case management solution by
Bonterra Program Management has helped the organization adapt its service delivery and
operations in the COVID era and beyond.
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How long has The LGBTQ
Center Long Beach been
using Bonterra Case
Management?

Ismael Salamanca: We got the program in 2018 and
began using the database in the fall of 2019. We hadn’t
really implemented all of the uses of the solution

until the quarantine was instituted in March [of 2020].
Working from home gave my team the time to scan
and enter hard copy patient files into the database.

Why did your organization
originally choose Bonterra
Case Management as

your client management
system?

IS: Our mental health clinical director suggested that
we look into an EMR or eDatabase to have a secure
space to access our client files. We ended up choosing
Bonterra because of how multiple departments could
access the same files and cross-reference presenting
issues, concerns and program use.

The Center is one of the few holistic spaces that
offer multiple services that work collaboratively.
For example, youth services regularly send clients
to HIV/STI Screening, so having this interface that
allows us to communicate between workers in
departments is very useful.

We are definitely learning as we transition into a
digital platform for our client documents and have
a lot to learn. We are eager to get this to 100% use
across the agency.

Trying to find a way to offer services with low-to-no
patient contact has been essential, which is why
Bonterra Program Management tools have shed some
light on potential solutions during these new times.

¢} Bonterra.

Trying to find

a way to offer
services with
low-to-no contact
with patients has
been essential,
which is why
Bonterra's tools
have shed some
light on potential
solutions during
these new times.”
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What challenges did your
organization face when the
COVID-19 pandemic hit?

IS: We serve a variety of clients with a variety of
services, most taking place in person and in shared
spaces. Unfortunately, the Center closed to the
public on March 17,2020, and since then, we have
all been working remotely, and clients have not had
complete access to one of the only LGBTQ safe and
supportive spaces in Long Beach.

How did you overcome or
address these challenges?

IS: Since we closed to the public, we do not have in-
person mental health services and can only support
those with access to smartphones with video chat
functions. Support groups have gone digital, and
again, they are only accessible to people with a
computer or telephone. Other services like legal
and domestic violence support have seen a spike

in demand for help, yet we are limited with what
we can and can’t do in person. My program, which
needs faceto- face interaction, has been limited to
driveup and walk-up testing, starting with rapid HIV
testing and hopefully, soon, STI Screening.

In what ways was Bonterra
helpful during this time?

IS: For my program, Bonterra Program
Management has provided us a tool to be able

to access a client’s medical file and send/receive
screener forms and consent forms via email,
ultimately reducing contact to paper, pens or even
a shared tablet screen. Additionally, once open to
the public for STI Screening, the intake function
and connect option will support registration and
provide clients with access to results.
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When did you decide to
begin providing drive-up
HIV/STI testing?

IS: After we started learning more about COVID-19
and how the virus is transmitted, we started
looking at how the Long Beach Health Department
was offering coronavirus testing at schools, parking
lots and their facility. In April 2020, we moved to
protocol development mode and created a process
to protect our clients and staff and prevent the
spread of COVID-19. By late May, we were able to
get started by offering testing on a drive-up/walkup
basis and focused on rapid HIV testing to start.

How has Bonterra assisted
in this transition?

IS: Bonterra Case Management helped transition
from on-site to off-site testing by facilitating the
process of digitizing forms and medical records. We
were able to expand on the process we had in place to
email patients their health assessment and consent
forms, to also include having their results, previous
history, and reminders all in the same platform.

What has been the
reaction of your staff

to using Bonterra Case
Management for the
drive-up testing program?

IS: To be honest, going from pen and paper to typing
and logging in has been challenging, but having the
accessibility to a client’s records on your computer,
whether at home while working remotely oron a
tablet when working on-site during drive-up and
walk-up services, has been great. As of now, staff

has begun getting used to using the software and
are learning how to use it each day.
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What's been the reaction
of your clients? Are they
finding it effective?

IS: Similarly, we are still getting some confusion on
which forms to fill out: “How will you send them to
me?” and “How do | sign them?” But, for the most
part, it seems a lot easier, and the barrier we are
working on is connecting with patients who do not
have a smartphone or computer to complete the
forms on.

How many tests are you
able to provide per day
or week?

IS: We are able to provide 20 HIV tests a week

by only offering testing two days a week for a
limited time. The program hopes to get back to full
capacity, providing services six days a week and
offering 150 to 200 tests a month.

How is success defined for
this program?

IS: Success for us is accessing clients who are
stigmatized in accessing services anywhere else.

If we can create programming that can focus on
transgender care and create an ST| screening
program that provides multi-site screening for LGBTQ
people and is available during non-traditional hours,
we have been successful. Obviously, reaching our
contract goals is a success for us, but adapting to
change and providing the information to our funders
in a new way is why we look forward to working with
Bonterra on creating digital reports for our funders
who require paper forms.
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Do you have any
recommendations for
similar organizations?

IS: Small-to-medium nonprofits need as much
support as we can get. Larger organizations like
community clinics/hospitals and nonprofits with
multimillion-dollar budgets can access programs
similar to Bonterra Case Management to run their
programs efficiently.

Nonprofits like ours, who see clients that normally
cannot access what | would call a “fancy organization”
with digital forms, portals, and touch screens, should
be able to have similar care. That is why connecting
with Bonterra will allow us to continue to provide

the care we offer, with the added benéefit of being
accessible during a time of keeping our distance and
focusing on public health.

Is there anything else
youd like to add that I
haven't asked about?

IS: Thank you. Thank you for helping us get to a new
era of service provision that will not only take my
program but the rest of our programs to the next
level. We look forward to learning more about the
reporting options as they relate to state and county
funders and how we can continue to use Bonterra
Case Management to grow what we offer today.

Ready to create lasting
social change? See Case
Management in action.

REQUEST A DEMO TODAY

¢} Bonterra.

CASESTUDY | The LGBTQ Center Long Beach
© 2023 Bonterra | All rights reserved.



https://www.bonterratech.com/
https://socialsolutions.com/request-a-demo/?utm_medium=asset&utm_source=case-study&utm_campaign=2021-q3-First5&utm_content=082321

