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Crisis Management Recovery

Proactive patient 
outreach

Rapid two-way 
communication

Exposure risk 
assessment

IN THE COMMUNITY

Screening

Testing

Telehealth virtual visits
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DE-ESCALATION OF 
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READYING FOR DISRUPTION
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Virtual managed care

Patient outcome 
checks

Revenue disruption 

Risk management for 
patient populations

Revenue recoveryOngoing 
communication

Telehealth virtual visits

Patient risk 
stratification

Pre-visit screening

Rescheduling all 
backlogged 
appointments

Population health 
management

Post COVID-19 
best practices

Meeting new 
patient expectations

New normal

Telehealth virtual visits

Ongoing screening

Outreach for 
high-priority patient 
recall and scheduling

1

Updated in-office 
procedures

Screen patients to identify COVID-19 exposure risks and route patients to the appropriate care setting.

Coordinate care and collaborate internally and externally.

Communicate about cancellations and rescheduling. Educate mass patient populations about status of services.

Schedule and offer COVID-19 testing services.

Automate patient outreach to initiate follow-up, recall, or rescheduling.

Schedule telehealth virtual visits to continue delivering care.

Manage diagnoses and collect patient 
reported data.

Social distancing, anxiety and fear of a new 
outbreak will continue beyond the virus' peak. 
Maintain newly adopted  practices from stages 
1-3 into the future.  

Stay ahead of potential 
permanent changes to 
healthcare laws and 
Medicare Plus payor 
policy changes.

Public is only somewhat 
aware of risks. Patients have 

questions for providers.

Public health 
emergencies declared 
locally or statewide.

Peak infection rates. Many 
communities across the 

nation are sheltering in place.

Continued fight against virus. 
Strict restrictions loosened. 

Patients reluctant to come into 
clinics for appointments.

Normal life begins to 
resume. Patients remain 
cautious about safety.

Healthcare Systems and 
providers are cautious. 
Non-critical services are 

slightly disrupted.

Healthcare teams act 
immediately. Only essential 

outpatient care is 
permitted.

Healthcare providers are either 
involved in treating COVID-19 
patients or leveraging virtual 
care to continue delivering 

routine patient care.  

Providers are still actively 
managing the crisis but are no 

longer over capacity. Some 
non-critical care resumes.

 Healthcare systems and 
clinics in recovery. Outpatient 

care resumes. Providers 
address backlog of patients 

requiring care.
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Prepare for revenue disruption. Identify 
whether loss in capacity utilization may affect 
your business health. Government funding and 
relief should be evaluated, if needed.

The timing and length of each healthcare stage will vary geographically based on 
factors such as political decisions, community spread and response to outbreaks. 

There is potential for the curve to rise and fall multiple times over the course of 
the pandemic.

NAVIGATING THE PANDEMIC

Luma Health is helping 300,000 healthcare professionals and 
providers navigate through every stage of the pandemic. For 
more information go to lumahealth.io.

FIVE-STAGE FRAMEWORK FOR HEALTHCARE 
MANAGING THE COVID-19 PANDEMIC
Healthcare providers that successfully manage the five response stages can continue to deliver 
needed critical, routine, chronic, and preventive care services. 


