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Mission

To enhance the health and wellness of our students through a relevant blend of quality 

and affordable health care services. We serve all gender identities, gender expressions, 

and sexual orientations.

Vision

Viewed by the campus community as superior health care and insurance services.

The student insurance staff processed 25,201 claims and paid benefits totaling 
$4,677,504. During the Fall 2015 semester, 14,778 students were insured with the plan.

There was more than a 23 percent increase in STI testing at SHS in FY16 vs. FY14; this 
increase is likely due, in large part, to this new option for STI testing.
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Patient Comments/Testimonials
Everyone is super friendly and genuinely  
cares. It’s comforting when you’re sick 
and away from home.

Great health center. Always cheerful 
and willing to help in any way.

I love the staff here!
Took the time to answer all my questions!  
Very thankful for this resource on campus. 

Very fast and didn’t have to wait a long 
time. Very kind, friendly staff members;  
it was smooth and painless.

Very helpful and patient people. 
They explain health issues in a very 
concise and appropriate manner.

Genuine, cool, smart, extremely helpful, 
makes you feel comfortable and safe

Physician listened well and made sure she 
understood every detail of what I was explain-
ing. Very non-judgmental and helpful!

Physician was awesome, nice, and made me 
feel comfortable, which is something you  
need to have! Will check up with him again!

Physician has always been super  
understanding and eager to help me 
with my skin issues. Always smiling!

Doctor was very helpful and kind. The staff 
members who helped escort me to the lab, 
as well as the people who worked within 
the lab, were very helpful and caring.

I’ve never been so happy with  
a doc visit as I am today.

Doctor was very knowledgeable 
and understanding. His nurse 
is very kind and welcoming!

Easy and painless health center staffed 
by great people and awesome doctors!

Everyone is so helpful. The front desk staff 
made sure I got an appointment as soon as 
I could, which made me feel better and like 
someone cared about my well-being.
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Online scheduling is so convenient! I have al-
ways been able to be seen within 24-48 hours. 
I called once last semester for recurring symp-
toms and was in pain. I was added to the sched-
ule for that day, which I very much appreciated!

Very fortunate that ISU has such a convenient 
and close medical service center.

All is great. Love the service, and 
I was seen earlier than expected.

All of the doctors I saw today were very friendly 
and made me feel comfortable even though this 
isn’t the doctor’s office I’ve gone to my whole life.

I love the doctors here. I have had the 
same doctor since I was 8 and thought I 
wouldn’t be comfortable with anyone else. 
The nurses and doctors here are amazing.

I thoroughly appreciate the time taken by the 
staff (both nurses and doctors) who cared for 
me. They were very helpful and efficient, and  
I felt that I was in good hands.

Love you guys. Thank you so 
much for taking care of me!

Very polite, friendly, and willing to look for 
causes of problem. They don’t just give medi-
cine out when they don’t know the cause.

Woohoo! Student Health 
Services staff rock!!!

Made me feel like she actually cared. 
I know she gets hundreds of students 
coming in. But she made me feel like 
she was my personal doctor and has 
known me for years. Very caring.

Student Health Services staff are awe-
some and super friendly. Makes me feel 
super comfortable coming here!

She made me feel super comfortable  
and at ease during my appointment.  
Excellent!!

Phenomenal! Literally would have 
cried at my pelvic exam if she 
wasn’t so awesome and caring!

I am extremely satisfied with the 
care I received during my appoint-
ment. She treated me like a person 
not only like a problem to be solved.



Core Functions

Clinical Services—to provide clinical services to students at Illinois State University.

Ancillary Services—Student Health Services will provide ancillary services for clinical operations including 
laboratory, radiology, and pharmacy services.

Student Insurance—Student Health Services will offer an insurance plan to eligible students enrolled at 
Illinois State University. 

Core Functions

Student Health Services (SHS) continued to support student 
academic success and retention by providing convenient, timely, 
high quality, and affordable health care and insurance services for 
Illinois State University students in FY16. SHS continues accred-
itation by the Accreditation Association for Ambulatory Health 
Care (AAAHC), as we have been fully accredited since 1987. SHS 
continued to serve as the on-campus office for management of the 
state of Illinois immunization requirements. SHS provided services 
to 11,167 individual patients equaling 30,858 patient visits during 
FY16. 

Patients surveyed indicate high satisfaction with SHS. Surveys 
were completed in Fall 2015, with a total of 851 respondents and 
Spring 2016 with a total of 724 respondents. In Spring 2016, 
99.73 percent of patients responded they were very satisfied/satis-
fied with their overall visit at SHS. In Fall 2015, 98.94 percent of 
respondents said they would refer a friend or classmate to SHS.

As recommended by the AAAHC surveyor during the most 
recent site visit, SHS began contracting with OSF Medical Center 
to provide EKG over-reads by cardiologists. In addition, SHS 
implemented several new services which enabled patients access to 
services. Those included:

• Lab-only STI testing

• Off-site flu shot clinics offered at various campus locations

• New security division was added in the clinical management 
system, Sports Medicine and Rehabilitation Therapy clinic

• Nurse-only visits  

• Collaboration on the Exercise is Medicine initiative 

 – This initiative focuses on partnering health professionals with 
fitness professionals to reduce physical inactivity and improve 
health. This program encourages primary care clinicians to include 
physical activity when designing treatment plans. 

 – Campus participants include: Student Health Services, School of 
Kinesiology and Recreation, and Campus Wellness.

SHS participated in various University events to market services 
including: 

• Preview/Expo

• Transfer Days

• International Student Orientation

• ELI Orientation

• Admission Open Houses

• Festival ISU

SHS staff also assist with new student move-in by welcoming 
new students, providing Reggie Redbird Band-Aids and an overview 
of SHS services. A student worker was added to assist in our market-
ing presence on campus and via social media. Newly implemented 
marketing efforts included reaching out to underrepresented groups 
including: Asian-Pacific Coalition Association, Association of Latin 
American Students, Japanese Cultural Student Association, and 
PRIDE to discuss SHS services and how to access. In addition, 
digital signage was added, regular social media (Facebook) updates, 
and creation of an SHS Twitter page. The marketing coordinator 
continued the liaison role with the Student Health Advisory Board 
(SHAB). The number of members on SHAB significantly increased, 
enabling SHS outreach to broaden. SHAB members assisted SHS 
with various outreach initiatives including the offsite vaccine clinics, 
and various “tenting/outreach” activities around campus and partic-
ipation in University events including SHS homecoming decora-
tions, SHS homecoming float, etc.



Core Functions

SHS expanded services and marketing for students to obtain 
lab-only appointments for sexually transmitted infections (STI) 
testing. Appointments may be scheduled online or via phone for 
lab-only appointments. This enables the patient to select which 
STIs they wish to be tested for (Chlamydia, Gonorrhea, HIV or 
Syphilis) and go directly to the SHS lab to have the testing com-
pleted. The patient is not required to see a clinician to place the 
lab order; this removes any perceived barriers to testing. Patients 
still have the option of seeing a provider, and in certain high-risk 
cases, the online scheduling system will direct them to schedule 
with a provider. The additional testing enables SHS to diagnose 
and treat students with positive STI lab results with the goal of 
reducing STI rates and increasing the overall health of the student 
body. SHS worked with the Student Health Advisory Board and 
the Student Wellness Ambassadors to promote STI clinics. SHS 
continued and expanded multiple campus collaborations. These 
partnerships provided educational experiences for students and 
faculty, improved efficiency of campus resources, and facilitat-
ed enhanced campus networking. Collaborative units include 
Mennonite College of Nursing, Environmental Health and Safety, 
Athletics, School of Kinesiology and Recreation, Sports Medicine 
and Rehabilitation Therapy clinic, Exercise is Medicine, Institu-
tional Review Board. 

SHS staff receives initial and ongoing training in policies and 
procedures, mandated state and federal laws, privacy and risk 
management. SHS recently implemented policy management 
software that enables team leaders to update policies/procedures 
with review and approval all online. The new software coordinates 
with the AAAHC, SHS’s accrediting organization, standards. We 
anticipate this change will provide SHS a more efficient process 
for future accreditation site visits. 

The ISU campus experienced mumps outbreaks, as defined by 
the McLean County Health Department (MCHD), in Fall 2015 
and Spring 2016. Several McLean County schools also experi-
enced mumps outbreaks. SHS worked closely with MCHD to 
provide testing, treatment, and education regarding the spread of 
mumps on campus. 

SHS completed two audits—a Cash Audit and an Immuniza-
tion-Compliance Audit. Recommended changes were implement-
ed. SHS performed two environmental scans and implemented 
recommended changes as part of our Diversity Initiatives. 

Student Insurance currently contracts with Aetna Student 
Health (ASH). ASH files the plan benefits with the state of Illinois 
Department of Insurance. Eligible students have access to an af-
fordable insurance plan with comprehensive benefits administered 
on campus including on-campus claims processing. 

On-campus customer service and processing of claims support 
ISU’s core value of Individualized Attention.

• Claims processing performance by the insurance staff is well 
above the 95 percent timeliness and accuracy required by the 
insurance carrier.

• ISU has the lowest premium, in comparison to other state of Illinois 
universities that offer plans compliant with the Affordable Care 
Act.

• Compared to the same schools, ISU’s plan has the lowest student 
out-of-pocket costs for claims, including the lowest deductible and 
the lowest annual out-of-pocket maximum.

The Board of Trustees approved the Student Health Insurance 
renewal for 2016-17 policy on February 19, 2016. A new claim 
system went live fall semester of 2015 due to the implementation 
of ICD-10 coding requirements. 

Please contact the Student Health Insurance office at (309) 438-2515 or visit 
HEALTHSERVICES.ILLINOISSTATE.EDU/INSURANCE 

for more information.
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Download the official Illinois State University App for free from the 
App Store or Google Play Store and search for the Health and Wellness 

guide for clinic services, pharmacy, student insurance, and more!


