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1. INTRODUCTION 
 
​ Welcome to the HOPE Clinic and thank you for volunteering as part of your medical and 

pharmacy education experience. The HOPE Clinic is a student-run, faculty-supervised teaching 

clinic located in the Churches United in Ministry (CHUM) Drop-In Center, which in the fall of 

2025 moved into the Damiano Center while CHUM is under major construction. Our mission is 

to provide access to medical care and act as a referral clinic for the underserved and uninsured 

populations in the Duluth area. In this way, patients without health care have the opportunity to 

make the HOPE Clinic a first step towards integration into the local health care system.  

This manual is designed to give you the opportunity to see how the clinic operates 

before you volunteer and act as a reference during clinic operations. Please review the manual 

before volunteering and become familiar with the many forms needed to serve our patients. 

Students who volunteer at the clinic will be providing healthcare to people who need it. 

Students will have the opportunity to develop interprofessional relationships across the 

disciplines of medicine and pharmacy, practice interviewing and physical exam skills, and help 

patients with medication reviews and medication education under the direction of physician 

and pharmacist mentors.   

​ In order to focus on our mission and define our role, we have chosen the following ten 

goals to guide volunteers in meeting the mission of the HOPE clinic:    

 

1.​ Screen for, identify, and educate patients with chronic health issues 

2.​ Diagnose conditions commonly seen in the CHUM population such as diabetes, high 

blood pressure, high cholesterol, urinary tract infections and upper respiratory 

infections 

3.​ Effectively triage patients in immediate need of care to local care providers 

4.​ Refer patients to health care providers for proper follow up 

5.​ Provide foot care and wound care services 

6.​ Review medications with patients taking chronic medicines 

7.​ Educate patients on proper dosing and management of medicines 
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8.​ Refer patients to Lake Superior Community Health Center to get health insurance 

through the Health Care Access Office 

9.​ Treat patients with compassionate care  

10.​Provide an opportunity to students for clinical experience and growth during the first 

two years of medical education and first three years of pharmacy education 

 

Please keep these goals in mind when you are volunteering at the HOPE Clinic so that our 

mission is maintained and we may provide a high quality and positive health care experience to 

the people we serve. 

​ Thank you again for your interest and enthusiasm in volunteering your time to the HOPE 

Clinic to provide care to the people in the CHUM neighborhood. We hope that this manual will 

be a helpful guide to you as you deliver care in the Clinic, serving the people and sustaining the 

mission and goals upon which the HOPE Clinic was founded.  

 

 

HOPE Clinic Executive Board, 2022-23 
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2. CLINIC BASICS 

Who: ​ Front Desk, Patient Advocate, Student Clinician, Student Pharmacist, Physician 

Preceptor, Pharmacist Preceptor 

When: ​​ Mondays from 15:00 – 17:00 (3:00-5:00 PM) 

​ ​ You should plan to be there from 14:30 – 17:30 (2:30-5:30 PM) 

Where:​ Damiano Center 

206 W 4th St 

Duluth, MN 55806 

`​ ​  

Parking:​ Parking is available on the Damiano Center Parking lot and on the streets. 

About CHUM:​ CHUM is a nonprofit agency in Duluth, MN that offers emergency food, 

shelter advocacy support and outreach throughout Duluth. You can read 

more about the Drop-In Center at their website:   

http://www.chumduluth.org 

People at CHUM: ​ If there is ever a concern with any of the individuals CHUM, you can 

contact any of the on-site CHUM staff. Pictures can be seen at this 

weblink: https://www.chumduluth.org/staff.htm  
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What to Wear?:​ Dress in scrubs (preferred) or business professional attire - NO WHITE 

COATS. No jeans. Close-toed shoes.  

What to Bring?:​ Stethoscope and UMN name tag (note: there are often extra 

stethoscopes available if needed) 

​ HOPE Clinic is not responsible for any lost or stolen items.  

Forms:​ All of the HOPE Clinic and Referral Center forms will be available at the 

clinic. As you go through the manual, the form titles are bolded where 

they are discussed and can be viewed in the Appendix in the back. 
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3. CLINIC FLOW 

​ For the HOPE Clinic to be efficient, it has become evident that a plan must be in place so 

that patient flow occurs in an orderly manner from intake to discharge. We have composed the 

flow diagram seen in Figure 1 in order to act as the backbone of this experience. Patient flow 

starts at the left with patient intake and ends at the right with several options including: 

providing on site care, prescription distribution, instructions, and/or referral. The diagram 

presents the ideal flow we would like to achieve, but in the real world this may not always work.  

We want you to know that the clinic flow is not set in stone and that in the practice of medicine 

we need to be flexible. A description of each step is listed below and can be matched with the 

diagram according to the Operation/Event that occurs. Figure 2 shows a more detailed 

description of the Clinic Flow. Figure 3 shows a detailed description of the flow through the 

Exam Room and the Intake/Triage Room. 

 

Patient Intake: Patient Advocate and Patient:  

 

1.​ Patient approaches the Front Desk, wanting to be seen at HOPE Clinic. 

2.​ Patient Advocate talks with Patient and gathers introductory information recorded on 

Patient Intake Form.  

3.​ Patient Advocate talks to Clinic Coordinator to confirm patient concern/request can be 

fulfilled at HOPE clinic 

4.​ Patient Advocate explains to Patient how HOPE Clinic works. 

5.​ Patient Advocate explains Notice of Privacy Practices/HIPAA and has patient sign the 

following forms: 

a.​ Notice of Privacy Practices 

b.​ Consent for Release of Health Information 

6.​ Patient Advocate takes Patient’s Vitals (if not already done by Front Desk staff) and records 

on the Vitals Form: Blood pressure, Pulse, Respiratory Rate, Temperature, Weight, and 

Height. 
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7.​ Patient Advocate leaves Patient with Front Desk and gives Student Clinician and Student 

Pharmacist a brief presentation on the Patient’s Chief Complaint/Past Medical Information. 

Student Clinician and Student Pharmacist remain in the Exam Room. 

8.​ Patient Advocate and Clinic Coordinator meet Patient in CHUM common area and walk 

Patient to the Exam Room to begin the Patient Evaluation. 

 
Patient Evaluation: Student Clinician, Student Pharmacist, Patient Advocate and Patient 

1.​ History of Present Illness recorded by Student Clinician 

2.​ Physical Exam and Work-Up of Chief Complaint by Student Clinician 

a.​ Notes taken on Record of Visit Form  

3.​ Review of Current Medications and Social History done by Student Pharmacist 

a.​ Notes taken on Current Medication Form 

b.​ Patient signs Essentia Health HIPAA Form 

 

Exam Review: Patient Advocate stays with patient in Exam Room; Review in Team Work Area 

1.​ Presentation of patient case by Student Clinician and Student Pharmacist Team to the 

Precepting Physician and Pharmacist. Case presentation may occur in the faculty waiting 

area or in front of the patient, depending upon team preference and patient circumstances 

2.​ Discussion of patient case and decision of how to proceed 

 

Precepting Physician Exam: Patient, Patient Advocate, Student Clinician, Student Pharmacist, 

Precepting Physician, Supervising Pharmacist - Exam Room 

1.​ History of Present Illness 

2.​ Physical Exam 

3.​ Physician/Pharmacy Faculty sign off on Medical Student and Pharmacy Student Notes 

 

Plan of Care: Patient, Patient Advocate, Student Clinician, Student Pharmacist, Precepting 

Physician, Supervising Pharmacist - Exam Room 

1.​ Discussion of findings with patient 

2.​ Discussion and counseling on plan of care with patient 
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If Prescription Needed: Student Clinician, Student Pharmacist, Precepting Physician, Supervising 

Pharmacist – Team Work Area 

1.​ Discussion of appropriate drug treatment or therapy 

2.​ Prescription filled out on the Prescription and OTC Form 

3.​ Precepting Physician calls the prescription to the Pharmacist at Essentia 3rd Street 

Pharmacy 

 

Prescription Pickup: Clinic Coordinator 

1.​ Pharmacy Student Clinic Coordinator drives to Essentia 3rd Street Pharmacy to pick up 

prescription 

a.​ Bring patient name and birthdate to receive prescription  

b.​ Parking is free for first 20 minutes in green parking ramp 

c.​ Cost of the prescription will be charged to HOPE Clinic; no need to worry about 

payments for the prescription  

 

Patient Prescription Education: Patient, Patient Advocate, Student Clinician, Student 

Pharmacist, Physician, Pharmacist - Exam Room or private corner of CHUM Drop-In Center 

1.​ Medication dosing, strength, directions, indication, side effects and concerns discussed with 

patient 

2.​ Prescription given to patient 

-Prescription can be dropped off at the CHUM Front Desk if patient wants to pick it up 

later 

3.​ Record of counseling recorded in notes by Student Pharmacist 

 

If Referral Needed: Patient, Patient Advocate, Student Clinician and/or Student Pharmacist – 

Exam Room/Team Work Area 

1.​ Patient is given choice of referral to DFPC or LSCHC for clinic care  

2.​ Patient is screened for HCA office benefits and referral 
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3.​ Appointment is made with clinic of choice 

4.​ Appropriate referral intake forms are filled out by HOPE Clinic staff with patient and faxed to 

referral center 

a.​ Student Clinician fills out Referral Information Form for our documentation. 

5.​ Patient is given the Patient Instructions Form with appointment day, date, time, and 

physician; directions on how to get to the referral center, and a bus pass if needed.  

6.​ After the patient has signed the release of information form (completed with Patient 

Advocate), the Clinic Coordinator will fax the Patient Record of Visit / Patient Revisit form 

to the appropriate referral center (if required by the referral institution).  

​  

​ Each of the roles in the flow diagram will be discussed in the next section of the manual. 

Please make sure you know what your role is during your volunteer experience and don’t be 

afraid to go above and beyond the described duties.  

 

 
​ Figure 1. HOPE Clinic Staff flow diagram.  
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                 Figure 2.  HOPE Clinic detailed flow diagram with Roles. 
 

Revised 09/26/2022​ ​ ​ ​ Page 11 



 

 

           Figure 3. HOPE Clinic Flow explaining Exam Room and Intake/Triage Room use. 
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4. CLINIC ROLES 

​ Each of the roles listed above have specific tasks that need to be done in order to make 

sure our patients receive good healthcare and the HOPE Clinic mission and goals are 

maintained. At different times during your volunteer experience you may be taking on more 

than one role, so please review each role’s objective and don’t be afraid to refer back to the 

manual anytime. 

Front Desk: 

​ This may very well be one of the most important roles since you will greet patients and 

converse with people in the CHUM drop in center. In the past, we have found that an 

approachable and friendly person is very good at recruiting patients and acting as a face for the 

clinic. Prior to opening the clinic, these staff members will set up the sandwich board signs. One 

sign is placed on the sidewalk outside the CHUM center, while the other will be placed in the 

walk-in center. The Front Desk Assistants will set up a table and chairs next to the indoor sign 

where they will remain during the clinic’s operating hours. Front Desk Assistant Staff should 

check with the Clinic Coordinator to see if any educational information is available to discuss 

with patients. These staff will also distribute any items the clinic is making available to the 

CHUM population such as toiletries or snacks. The Clinic Coordinator will make changes 

apparent to staff regarding the availability of complementary health resources and educational 

materials.  

This person’s patient responsibilities include greeting the patient and explaining to the 

patient how the clinic operates and what to expect. When the intake person is not admitting 

patients they should mingle with the folks in the drop in center, take blood pressures, converse 

with people, and be prepared to field questions about the HOPE Clinic and our services. The 

Front Desk Assistants will also serve as a relay between the walk-in center area and the Clinic 

Coordinator, who will often be working in the office or clinic rooms. The Front Desk Staff should 

relay information to the Clinic Coordinator including the number of patients waiting to be seen, 

changes in patient status, and the amount of supplies given out to CHUM guests (i.e. 

toothbrushes, chapstick, granola bars, etc.). 
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Patient Advocate: 

​ The Patient Advocate’s role is to stay with the patient during all stages of the visit. They 

will answer any questions during the visit and explain any idiosyncrasies that may come up 

during the visit so that the patient understands all aspects of their care. Since the Patient 

Advocate is involved in every step of patient care, they will escort the patient through each 

stage of clinic flow. For instance, they are critical in getting the patient from the Common Room 

to the Triage Room, and eventually to the Exam Room once the previous patient has been 

worked up and discharged. They assist in filling out referral forms and faxing them to the 

referral center, if needed. They also help with preparing and faxing prescription forms. The 

Patient Advocate will fill out the following forms: Notice of Privacy Practices - 

Acknowledgement Receipt, Consent for Release of Health Information and Treatment, Patient 

Intake Form, and the Vitals Form. 

Student Clinician: 

​ The Student Clinician’s (staffed by a medical student) duties include: developing the 

history of present illness, performing the physical exam, presenting the case to the Precepting 

Physician, contributing to dialog on prescription options, discussing plan of care, and completing 

the Record of Patient Visit form including history and SOAP note. Further, they work with the 

Clinic Coordinator to set up the referral which includes calling for the appointment, filling out 

the referral forms, and faxing them to the appropriate facility. They will also be required to 

prepare and fax the prescription forms. The Student Clinician also fills out the Patient 

Instructions Form and the Referral Information Form. 

Student Pharmacist: 

The Student Pharmacist’s (staffed by a pharmacy student) duties include intake of past 

and present medication use, along with determining the patient’s medication experience and 

willingness to incorporate medications into their daily lives.  The Student Pharmacist also 

contributes to dialogue on diagnosis and prescription options, discussing plan of care and 

obtaining and preparing the medication with help from the Supervising Pharmacist. They 

counsel patients on medication therapy, safety and efficacy. Lastly, they help set up the referral 

process and fax appropriate prescription forms. The Student Pharmacist is responsible for 
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recording patient information on the Prescription and OTC Form and Current Medication Form. 

They will also have the patient sign the Essentia Health HIPAA Form.  

Precepting Physician:  

The Precepting Physician will see and examine every patient seen at the HOPE Clinic 

after the Student Team (Student Clinician and Student Pharmacist) has presented their findings. 

If the Student Team has any questions or concerns during the evaluation of the patient, the 

Precepting Physician will be available to address their concerns. The Precepting Physician will 

also call in any prescriptions required in the care of the patient to the Pharmacist at the Essentia 

3rd Street Pharmacy. The Precepting Physician will directly supervise the Student Team. If 

during the intake of the patient, concerns are raised regarding the patient or if emergency 

action is necessary, the Precepting Physician will immediately manage the patient. If any 

emergency occurs, the Precepting Physician will see the patient prior to the students and 

complete care and referrals as needed. At the end of each clinic session, the Precepting 

Physician and the Student Team will review the patients and make sure all documentation is 

complete. 

Supervising Pharmacist: 

The Supervising Pharmacist can be either a University of Minnesota College of Pharmacy 

faculty member, or a volunteer pharmacist from the community. The Supervising Pharmacist 

will receive reports from the Student Team along with the Precepting Physician. Treatment 

alternatives, including drug therapy where indicated, will be discussed at this time. The 

Supervising Pharmacist will be available during the medication counseling session, conferring 

with the Student Pharmacist regarding the medication information to be discussed with the 

patient prior to the Student Team actually counseling the patient. 
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5. REFERRAL ​  

​ One of the primary goals and central to the mission of the HOPE Clinic is to act as liaison 

for patients to local health care providers, facilities and services. We have agreements with the 

Duluth Family Medicine Residency and Lake Superior Community Health Center to refer patients 

to their practices for long term care. We also act as a referral center to the Health Care Access 

office so that patients can inquire about health care programs based on demographics such as 

low income. It is not our mission or goal to act as a long term care facility and we must 

emphasize this point with patients and encourage setting up a primary care relationship 

through a referral. This process is facilitated by filling out the correct referral forms to the 

respective centers. It is the ultimate choice of the patient, but it is our responsibility to suggest 

an appropriate provider to deliver optimal healthcare to the patient based on previous 

experiences or location. We can alleviate the travel issue by providing two bus passes so that 

the patient can get to the facility and back to CHUM.  
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6. EMERGENCY EVACUATION PLAN 
In an emergency, the Clinic Coordinator is responsible for ensuring all clinic patients, students, 
and preceptors are instructed to make their way to the nearest exit (see map below) as quickly 
as possible and for checking that no people remain in any clinic rooms. 
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12. APPENDIX 

1.​ HOPE Clinic Forms 

a.​ Notice of Privacy Practices 

b.​ Notice of Privacy Practices - Acknowledgement Receipt 

c.​ Consent for Release of Health Information and Treatment 

d.​ Record of Visit 

e.​ Patient Intake 

f.​ Vitals 

g.​ Current Medication  

h.​ Prescription and OTC  

i.​ Patient Instructions 

j.​ Referral Information 

k.​ Incident Report 

l.​ Fax Cover Sheet 

m.​ Against Medical Advice Release Form 

n.​ BP Card 
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1.​ HOPE Clinic Forms 

a. Notice of Privacy Practices 
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b. Notice of Privacy Practices - Acknowledgement Receipt 
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c. Consent for Release of Health Information and Treatment 
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d. Record of Visit (3 pages)
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e. Patient Intake 
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f. Vitals 
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g. Current Medication (2 pages) 
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h. Prescription and OTC (2 pages) 
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i. Patient Instructions 
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j. Referral Information 
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k. Incident Report (Clinic Coordinator will fill out) 
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l. Fax Cover Sheet 

 

 

 

Revised 09/26/2022​ ​ ​ ​ Page 34 



m. Against Medical Advice Release Form 
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n. BP Card 
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