
NURSES MEETING THE CHALLENGE ®

The year 2020 is designated as “the Year of the Nurse”—no one knew how true that moniker would be, as we watch 
the pandemic continue to unfold and nurses lead on the front line of all aspects of health care. Over 30,000 nurses 
serve in federally qualified health centers (health centers). A NACHC webinar held on October 15, 2020 describes 
how nurses from three diverse health centers are meeting the challenge of providing extensive flu vaccine coverage 
to their populations while also planning for COVID-19 vaccine readiness. These nurses, and their associated 
innovative models for care, are highlighted here.

Avoiding Staff Burnout While Providing  
Patient-Centered Trauma Informed Care
The entire world is experiencing new levels of stress 
and trauma as we navigate pandemics, natural disasters 
and politics. But those seeking care at Callen-Lorde 
Community Health Center often have compounded 
wellness challenges as they comprise a mostly LGBTQ+ 
community in New York City. The staff at Callen-Lorde 
understand what it takes to sustain an environment of 
trust, quality and optimism in the face of chronic social 
and cultural barriers to health care access.

As the Chief Nursing Officer at Callen-Lorde, Anthony 
Fortenberry, RN attends to training staff, allocating 
resources, collaborating across departments and 
maintaining a clear focus on patient-centered care.  
For Anthony, fully integrated care means that staff  
as well as patients have all the resources they need 
 to meet the multi-faceted issues that confront 
sustaining optimal health. Wellness extends to 
everyone—avoiding burnout is as important as 
avoiding  COVID-19.

Health literacy is an issue that is often addressed in 
community health practices, but sometimes it can 
seem like an additional burden or a special interest. 
For Anthony, health literacy is a core part of service 
delivery, reinforced at all stages of care. Every contact 
with a patient, from appointment setting to exam 
room, is an opportunity to promote immunization 
and address barriers to it. Staff are assisted in their 
expertise by trainings that include role plays and 
online models for advancing health literacy.

In addition to universal health literacy practices, 
Anthony describes targeted outreach as a method to 
improve vaccine coverage rates in some of the more 
marginalized population. Outreach for Callen-Lorde isn’t 
just mobile care—it is built on trusted relationships, 
nurtured over time. After outreach staff show up again 
and again in the community, it gives them leverage, 
notes Anthony. They can use their record of being an 
advocate, listener and provider to gain a hearing for 

vaccine delivery and infection control care. 
Access is optimized through online scheduling, open 
access methods such as walk-in vaccine service, and 
the use of standing orders. Economic barriers have 
been largely removed—uninsured and underinsured 
clients are provided with vaccine regardless of inability 
to pay. Additionally, frequent prompts for vaccine 
uptake means that a vaccine refusal from one day  
may be turned into acceptance on a later day. 
Persistence coupled with patient-centered 
understanding is a hallmark of Callen-Lorde’s care.

Many health center staff live, work and participate in 
the communities they serve. Sometimes mounting 
challenges coupled with insufficient resources can  
lead to burnout as it is hard to see an impact for 
good. This is where leadership really makes a 
difference between a discouraging place to work and 
a hopeful one. With the pandemic, staff face childcare 
challenges, anxiety, illness, safety concerns and a 
constantly changing landscape of risk. Anthony shares 
that center leadership addresses these issues directly 
and transparently, accommodating workforce needs 
as they arise. Morale is kept positive despite  
the ongoing stress.

A trauma informed approach is also a hallmark of 
Callen-Lorde’s approach to care. Whether it is related 
to LGBTQ+ status, homelessness, domestic violence or 
sudden loss related to the pandemic, the center strives 
to recognize trauma’s impact by providing a culture of 
safety, collaboration, choice and empowerment to its 
clients. Training in trauma informed care also means 
that staff have more resources to manage their own 
boundaries and to strengthen their own resilience. 
Anthony and his team are well positioned to model 
for others how health centers can aptly respond and 
recover from this global crisis and remain poised for 
any challenges ahead. 

© 2020 National Association of Community Health Centers. All rights reserved.


