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vulnerable and underserved groups 
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… are amongst 
the least likely 
to receive it

Many vulnerable communities most in 
need of healthcare in Europe …
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Healthcare access challenges among 
marginalized people

Marginalized groups at high risk of vulnerability 

▪ Homeless

▪ LGBTI

▪ People who use drugs 

▪ Prisoners

▪ Sex workers 

▪ Undocumented migrants

Health risks

Infectious diseases

Mental health

Drug and alcohol misuse

Violence

Maternal/reproductive 
health

Chronic diseases

Healthcare access 
barriers

Educational

Organisational

Administrative

Legal

Stigma / discrimination

Low service uptake

Health promotion

Harm reduction

Diagnosis / screening

Treatment

Supportive care

Poor outcomes

Morbidity & mortality

Excess care costs

Public health threats

Risk to SDG goals
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Service design innovation

▪ Marginalised, underserved groups are not necessarily ‘hard to reach’ 

▪ From their perspective, health services are hard to reach

▪ We need service models that are:
▪ People-centred – adapted to users’ multifaceted and changing needs

▪ Integrated, co-located or linked
▪ Continuum of health promotion, disease prevention, diagnosis, treatment / management, rehabilitation

▪ Reflects consensus of EC, WHO, OECD

▪ Adapted for accessibility

▪ No stigma and discrimination

▪ Suitably financed, led and governed
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Who are our community partners?

The Nobody Left Behind initiative is supported by an unrestricted grant from MSD

Undocumented
migrants

Prisoners

People who 
use drugs

LGBTI

Sex workers

Homeless

Public Health

Nobody Left Outside: improving healthcare access 
for marginalized, underserved people
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NLO Service Design Checklist

▪ Objective
☐Tool to help service providers, policymakers and community groups to 

design and deliver targeted health and social services that are accessible 
to marginalized, underserved people

▪ Method
☐Consultation meetings with NLO participants

☐Literature search

☐Background and concept paper1

☐Policy workshop (European Health Forum Gastein, 2017)

☐Wider engagement (including as a EU Thematic Network from 2019)

Source: Onyango D, et al. EuroHealth 2017; 23(3): 23–7
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Design basis
▪ Structured according to 

WHO Health Systems Framework1,2

▪ Not intended to be exhaustive

▪ Supported by implementation 
guidance document
☐Explanations of checklist items

☐Community-specific considerations

☐Good practice examples

☐ Links to international/EU 
guidance and resources

1. World Health Organization. Everybody business: strengthening health systems to improve health outcomes: WHO’s framework for action. WHO, 2007
2. Lazarus and France. http://www.healthsystemsglobal.org/blog/9/A-new-era-for-the-WHO-health-system-building-blocks-.html, 2014. 

http://www.healthsystemsglobal.org/blog/9/A-new-era-for-the-WHO-health-system-building-blocks-.html
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Structure

Service delivery
Design/deliver an easily accessible service 

that meets communities’ needs
☐ Design stage considerations
☐ Accessibility & adaptation
☐ Range of services

Health workforce
Prevent and address discrimination 

and enable workforce
☐ Education & training
☐ Healthcare peers/champions

Health information systems
Check the service is used 
and meets users’ needs

☐ Monitoring (access & quality) 
☐ Reporting & feedback loops

Medical products 
& technologies

Ensure all service users have equitable access
☐ Equal access according to 

evidence-base/guidelines

Financing
Ensure the service is adequately 

and sustainably resourced
☐ Central or regional-level funding
☐ Based on local needs assessment
☐ Cross-silo perspective 

(health & social services)

Leadership & governance
Ensure community is involved 

in governance of a well-led service
☐ Principles & legal framework
☐ National Action Plan/Strategy
☐ Health authority
☐ Departmental collaboration
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NLO Service 
Design Checklist
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Service delivery



Service delivery

Involve community 
in design

Design 
considerations



Range of integrated/linked services provided

Subject to individual needs assessment, may include:

▪ Infectious diseases 

▪ Testing / linked  treatment (e.g. HIV, viral hepatitis, TB)

▪ Vaccination

▪ Harm reduction services, including:

▪ opioid substitution therapy 

▪ needle and syringe exchange

▪ alcohol and substance abuse interventions

▪ Condom distribution

▪ Sexual and reproductive health services

▪ Chronic diseases

▪ Dental care

▪ Wound care

▪ Maternity care

▪ Mental health

▪ Health promotion education

▪ Housing or shelter support

▪ Social and welfare services

▪ Legal support services



Accessibility and adaptation

Measures to make services easy 
to access and use by marginalised 
communities, e.g. 

▪ Community-based or mobile location

▪ Convenient opening hours, e.g. evenings

▪ Anonymous / confidential

▪ Free of charge 

▪ Information to empower

▪ Culture, language

▪ Signposting

▪ Incentives

▪ Digital tools



All staff members who serve vulnerable, marginalized 
communities require specific training so that:

▪ They understand service users’ needs

▪ Care is delivered in a non-judgmental, 
non-discriminatory manner that recognizes users’ rights to 
health and service access

Health workforce

▪ They have the specific knowledge and skills to 
deliver the service

▪ Training benefits from input both from user
communities and experienced professionals



Accurate and relevant information needed to

▪ support evidence-based policy & design 

▪ ensure services reach and benefit users

Suitable systems should be in place to

▪ Monitor service use

▪ Capture users’ feedback 

▪ Measure service quality

▪ Involve community representatives

Health information system, products & technologies



Equitable access

All groups have equal access to the best 
standard of healthcare that is locally available

Health information system, products & technologies



Financing

Healthcare interventions targeting 
marginalized, underserved populations are 
often chronically underfunded and treated 
as short-term, isolated projects

Items intended to promote adequate and 
sustainable funding based on needs 
assessment

Financing, leadership & governance



Leadership & governance

• Community involvement

• International standards of rights

• Supportive legal and policy frameworks

• National action plan

• Collaboration between authorities

• Accountability and transparency

Financing, leadership & governance
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Finalisation and application

▪ Under finalisation in context of NLO Thematic Network (2019)
☐ NLO and wider consultation and validation

☐ Webinar: 16 April

☐ Join the Network now via EU Health Policy Platform

☐ https://webgate.ec.europa.eu/hpf

▪ Dissemination
☐ Will be open source at NLO website – live in April

☐ https://nobodyleftoutside.eu/

https://webgate.ec.europa.eu/hpf
https://nobodyleftoutside.eu/
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Conclusion
▪ New service designs are needed to improve health and social care access for 

marginalised, underserved communities

▪ NLO Checklist is a tool to help service providers, policymakers and community 
representatives to design and deliver services accessible to these people
☐ People-centred, based on needs assessment

☐ Integrated (co-located / linked) health and support services

☐ Adaptations to enable access

☐ Workforce training and education

☐ Financing, leadership and governance considerations

☐ Community involvement throughout

▪ Participation in NLO Thematic Network invited

https://webgate.ec.europa.eu/hpf
https://nobodyleftoutside.eu/

https://webgate.ec.europa.eu/hpf
https://nobodyleftoutside.eu/

