Medi-Cal Dental Plan/Stakeholder Meeting — Sacramento County

Meeting Agenda
Thursday, July 26, 2012
3:00 PM - 5:00 PM

1700 K Street, First Floor Conference Room, Sacramento, CA 95811

Toll Free Call-In Number 1- 877-952-6960
Participant Passcode 8035226

Welcome

Rene Mollow, Acting Deputy Director, Health Care
Benefits and Eligibility

Introductions

All

Discussion

Immediate Action Expectations
e Action ltems

¢ Plans Feedback

e Stakeholder Feedback

Beneficiary Dental Exemption Process
e DHCS update

¢ Plans Feedback

o Stakeholder Feedback

Workgroup- Updates

Provider Outreach — SDDS

Pediatric Provider Outreach — SDDS
Provider Credentialing — DHCS
Data Reporting — DHCS

Conclusion

Additional Items

o LA County Dental Stakeholder Meeting Status Update
o Recap

Next steps

Next Meeting: Thursday, August 23, 2012 3:00 PM -
5:00 PM; 1700 K Street, First Floor Conference Room,
Sacramento, CA 95811
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Medi-Cal Dental All Plan Stakeholder Meeting

June 20, 2012 - Meeting Summary Notes

Topics Discussion , Action items
Immediate The following Immediate Action Expectations were discussed:
Action

Expectations

DHCS (Informational) Brochure

Will be finalized and sent out to plans/stakeholders for final
review. DHCS will have a beneficiary workgroup that will be
giving input on the brochure.

Phone Call Campaign

Liberty will redo Community’s and the number of
appointments kept and the number of appointments missed
will be tracked.

Utilization Report
A roll-up of utilization percentages will be reported on a
quarterly basis in order to see the trend and progress.

Immediate Action Reports Workgroup

A workgroup will be initiated including DHCS staff, plan
representatives and stakeholders to discuss Immediate
Action reporting so that the data can be presented in the
best way possible.

Final DHCS brochure
will be sent out for a
final review

Report will be
available in July

DHCS will be setting
up the first meeting
for this workgroup

Beneficiary | The BDE process will be implemented July 1, 2012. Any
Dental comments must be sent to Alisha by Monday, June 25, 2012.
Exemption
Process A BDE Workgroup will be initiated by DHCS to discuss DHCS will be setting
comments on the process and to improve the process before | up the first meeting
implementation. for this workgroup
Workgroups | Workgroup meeting minutes and information will be posted
Updates online.
DHCS is soliciting comments to the updates and changes to Provider
Provider Enroliment information on the Denti-Cal website Credentialing
(http://www.denti-cal.ca.gov). Please send comments to Workgroup will
Deepika Raj (Deepika.Raj@dhcs.ca.gov). collect comments
and make necessary
changes.
Additional Cathy Levering with Sacramento Dental District Society
Items reported that another “secret shopper” survey was conducted

on GMC providers asking if they see children at age 1. 83%
of providers reported that they see children at age 1
compared to the results from last year of 44%.

LA County Stakeholder Meeting will be initiated in the next
month which will include advocacy groups in LA, PHP Plans
and DHCS.

DHCS will set up the
meeting.
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IMMEDIATE ACTION EXPECTATION REPORTING
SUMMARY STATUS AS OF JULY 19, 2012

Plan

DHCS Staff
Responsible
AR

Immediate Action Item Status

Next Steps

L : :
Updated data due August 2012. {Com
with Beneficiary Letter

Lo

= , e : :
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On HOLD until TBL with BDE is decided upon. On HOLD untit TBL with BDE is decided
ey . =T B - % RQI = - = =

Letters to be posted online in the Access lead All plans sent out Beneficiary Letters and Educational Brochure early July. All
next 2 weeks non-specific beneficiary letters will be posted online in the next two weeks. Updated data due August 2012,
SRR T s e R i » s “ ] BT KL, SRR o R
Letters to be posted online in the Access Mailing completed June 28, 2012,

next 2 weeks Health Net Ma'fling completed July 6, 2012. Updated data due August 2012.
LIBERTY Mailing completed July 6, 2012.
Western Mailing completed June 22, 2012,

Phone Coll Campaign Table Access Completed
attached. Health Net Completed Appointment Completion reporting due
LIBERTY Completed LIBERTY. LIBERTY to redo COS calls, will complete by August 3, PP Augusfs ro1s porting
Western Completed prior to Immediate Action letter from Toby; some data not '
tracked
TR R R o .
o
) R TR e e b
Pravider Utilization Table attached Access
Health Net
LIBERTY
Western
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Provider Educatian Seminars Table Access
attached Health Net
LIBERTY
Western
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Access
Health Net
LIBERTY
Western

FQHC Table attached
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Provider & Speciolist Enrollment Access
Table attached Health Net

LIBERTY

Western

T

SR
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Moy Timely Access Table attached Access
Health Net
LIBERTY
Western
sfarral &y . ennVPhun: & &

Specialty Referral Process Imp

Access
Health Net
LIBERTY
Western

Q1 reporting submitted. Q2 reporting due August 2012.




GMC IMMEDIATE ACTION EXPECTATION REPORTING
July Report - up to date as of 7-16-2012

Table 1: Monthly Beneficiary Letter Summary

GMC Plan Access Health Net Liberty Western
Total calls received

referencing letter/flyer

Appointments Set

Other information N . .
No reporting information currently available.

Mailing of Plan Brochure went out to beneficiaries.

Given/Questions Answered
Grievances/Complaints
Received

Total number of
undeliverable mail

Total number mailed 25,147 45,763* 56,913
LEGEND:

*includes Health Net & LIBERTY total

NOTES:

Access - Mailing of Plan Brochure completed 6-28-2012
Health Net - Mailing of Plan Brochure 7-6-2012
LIBERTY - Mailing of Plan Brochure 7-6-2012

Western - Mailing of Plan Brochure 6-22-2012

July data is due to DHCS 8-5-12.
Updated with 7-5-12 plan data submissions. JP Updated as of 7-9-2012



Table 2: Monthly Outbound Call Campaign

Wrong #
and/or Member # of Appt. M
GMC PLAN Phone # Appt Left = Member =, No  eptirom  Missed
I — —_— Scheduled Msg Declined fung Answer xeptrom jigelas
Out of = _ Up —— Scheduled —
; Scheduled
Service .
Access 15,496 2,481 Did not 1,596 3,987 723 2,883 605 722 323
16.01% track. 10.30% | 25.73% 4.67% 18.60% 3.90%
“LIBERTY 13,304 2,000 Did not 1,037 6,100 1,332 2,835 n/a n/a
15.03% track. 7.79% | 45.85% 10.01% 21.31%
2,203 i 1,568 6,929 1.2
M EEHORESE 14,833 Did not 265 2,687 n/a n/a
14.85% track. 10.57% | 46.71% 8.53% 18.12%
136 1,810
**Western 6,090 Did not track. Did not track. n/a n/a
2.23% | 29.72%

LEGEND:

* LIBERTY and Health Net Dental have completed all ages in their campaign. Member Declined and Member Hung Up were not
tracked separately.

**Western completed all calls prior to the Immediate Action Request reporting and did not track some of the required
information.

*** “No Phone # Listed” was added after plans had already began their call campaigns. This will be tracked on a go forward basis,
sections are marked with "did not track" due to calls being made prior to additional direction from DHCS.

If a section is marked n/a it means the plans either were not responsible to submit this information at all or at this time.

NOTES:

*Community Dental has been removed from tracking as they are no longer a GMC plan. These members will be calied by LIBERTY
regardless if they were called by CDS. Call campaign will be completed for CDS by 8-3-12.

=All calls made were to beneficiaries who had not had an appointment within the last 12 months.

=All Plans are going to continue with a call campaign except Access (Access will follow up with offices on a monthly basis).

BEST PRACTICES:

*The Customer Service Representative (CSR) was able to provide focused/ one-on-one assistance for members who had concerns
and needed appointments.

*CSRs were able to educate the members with small children regarding 1st birthday/1st tooth and the importance of the dental
home.

*Bilingual representatives to make the calls.
=Making calls during the day, rather than after hours, was helpful when conducting 3-way calls to schedule appointments with
dental offices.

*Developing scripts for the CSRs to follow when introducing the subject to the member.
=Following up with members, who were initially unavailable, helped to increase utilization.

July data is due to DHCS 8-5-12. JP Updated as of 7-6-12
Updated with 7-5-12 plan data submissions.



Table 3: Monthly Provider Utilization

gible 33,446 17,982 18,852 57,561
ounte 2,367 856 941 4,000
atio 7.1% 4.8% 5.0% 6.9%
gible 30,983 18,325 17,987 57,443
eb ounte 1,797 698 886 3,518
ation % 5.8% 3.8% 4.9% 6.1% |-
gible 28,915 18,303 16,799 56,701
ounte 1,781 803 875 3,871
ation % 6.2% 4.4% 5.2% 6.8% |
gible 27,425 18,085 17,798 54,424
Ap ounte 1,675 803 1,110 2,607
ation % 6.1% 4.4% 6.2% 4.8%
gible 26,287 15,672 14,400 57,121
3 ounte 1,448 697 836 2,166
atio 5.5% 4.4% 5.8% 3.8%

NOTES:

*# Eligible is based on the eligible members (ages 0 to 21) beginning in January 2012. For each subsequent month
in the measurement period, the "# Eligible" is adjusted to subtract the members that have been treated in prior
month(s) and to add newly enrolled members.

*Encounters is the count of unduplicated members treated. This is unduplicated members YTD. The members
that have been seen in previous month(s) are not included in the count.

=Utilization % = Encounters/ # Eligible within each month.

June data is due to DHCS 8-20-12 JP updated as of 7-24-12
All data is for children ages 0 to under 21.
Updated with 7-20-12 plan data submissions.



Table 4: June 2012 Provider Education Seminars

Educational materials and

# Of Providers Educated Provider Concerns .
education strategy

Appointment accessibility, wait
time in office and operatory,
17 0 and benefit review. Call
campaign and member follow
up. Referral Process.

LIBERTY* 0 0 n/a
Health
0
Net* 0 n/a
10 0 Physical site visits, conferences
Western and telephone calls.

LEGEND:
n/a - did not capture information during reported period
*Concentrating on PHP in June

July data is due to DHCS 8-5-12 JP updated as of 7-11-12
Updated with 7-5-12 plan data submissions.

Table 5: Monthly FQHC

FQHC Access Health Net Western

The Effort-Oak Park Contracted Contracted Contracted Contracted
The Effort-North Highlands Pending Contracted Contracted Contracted
Reached out, onsite
The Effort - South Valley** Not contracted Not contracted | Not contracted visit 7-23-2012
Sacramento Community Clinic Contracted Contracted Contracted Contracted*
Onsite visit 6-6-2012, Reached out, does not
Native American Health Clinic asked to leave info. Not contracted | Not contracted | contract with HMQO's

LEGEND:

* Sacramento Community Clinic shows as Health & Life Organization

**South Valley opening end of summer 2012

NOTES:

Health & Life Organization and The Effort-Marysville does not provide dental services (Access reached out)

July data is due to DHCS 8-5-12. JP updated as of 7-9-2012
Updated with 7-5-12 plan data submissions.



Table 6: Increase Provider and Specialist Enroliment

GMC

January
February
March
April
May
June
YTD TOTAL

January

February
March
April
May
June
YTD TOTAL

Health
Access Net LIBERTY Western

General Providers

July data is due to DHCS 8-5-2012. JP updated as of 7-6-2012
Updated with 7-5-12 plan data submissions.
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Table 7: May 2012 Timely Access

A o

ota 51,622 32,651 27,465 90,130
de 33,599 19,440 17,916 57,639
18,023 13,211 9,549 32,491
Appo e 6 11 13 6
Ro e Appo e 7 11 13 6
Preve e 8 11 10 6
erge 1 1 1 1
1,446 n/a n/a 23,701
229 n/a n/a 460
e Yes Yes Yes Yes
Yes Yes Yes Yes
De 1/1,081 1/438 1/210 1/1,236
Average ber o
embe 371 199 198 775
of memb o0 1000
enronee 0 7.1/1,000 6.0/1,000 7.2/1,000 | 8.6/1,000
Approved busine
d 32 249 222 106
Approved 0
b ess d 32 250 223 109
Approved outside of 10
b ess d 0 1 0 2
F 90 d 99.97% 100% 100% 100%
6 Paid outside of 90 d 0.03% 0% 0% 0%
Received 54 243 248 211
e 16 23 29 13
29.6% 9.5% 11.7% 6.2%
Denied 0 : .
Denied (ad 0 16 Information Requestéd. .
38 220 219 196
Approved
70.4% 90.5% 88.3% 92.9%
ompieted 12 127 96 209
pired 14 65 42 n/a

n/a means the plan did not capture this information during the reporting period

NOTES:

# of members per 1000 enrollees ratio - (average # of members >30 minutes or >10 miles/ average # of member enrollee count total} x 1000

Specialist Referrals % - # (denied, approved, completed, expired) / # received

Specialist Referrals expire after 90 days from date of issue with the exception of Western {45 days). There are always exceptions for extensions.

June data is due to DHCS 8-5-12

JP Updated as of 7-24-12




Medi-Cal Dental All Plan Stakeholder Meeting

July 26, 2012 - Meeting Summary Notes

Topics : Discussion Action Items
Immediate The following Immediate Action Expectations were discussed:
Action
Expectations DHCS (informational) Brochure
On HOLD until TBL with BDE is decided upon.
Beneficiary Letter Summary
Included with Educational flyer and sent out by all plans. Reporting due
August.

Phone Call Campaign
Liberty will have Community's completed August 3rd.

Utilization Report
A roll-up of utilization percentages will be reported on a
quarterly basis in order to see the trend and progress.

Beneficiary | Two call center positions for BDE process approved. BDE
Dental process put on hold until candidates are hired. Currently in
Exemption interview process. Candidates will be selected by the end of Currently in interview
Process August. process.
Workgroups | Provider Outreach // Pediatric Provider Outreach Workgroup meeting
Updates - Before only 44% of provider offices mentioned seeing | minutes and
a dentist at age 1, now it has increased to 90% of information will be
provider offices mentioning seeing a dentist at the age | posted online.
of 1.
Provider Credentialing
- Meeting July 27,2012 @ 9:30-11:30am Provider
- DHCS is soliciting comments to the updates and Credentialing
changes to Provider Enrollment information on the Workgroup will
Denti-Cal website (http.//www.denti-cal.ca.gov). collect comments
Please send comments to Deepika Raj and make necessary
(Deepika.Raj@dhcs.ca.gov). changes.
Data Reporting
- Next meeting scheduled in August. Holding off on
implementation of same referral form until there is a
uniform guideline referral process providers need to
follow.
Additional Cathy Levering with Sacramento Dental District Society
Items reported that before only 150 providers reported that were

willing to see children at age 1, now the amount of providers
reported willing to see children at age 1 increased to 900.

LA County Stakeholder Meeting initiated July 18, 2012.
Meeting included advocacy groups in LA, PHP Plans and
DHCS.

Next meeting August
29"
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