SCUBA GEAR FOR COMPLEX
CARE MANAGEMENT

Not gear.

It must be
difficult to be the
only penguin with
fashion sense.

Well duh. |




SCUBA MISSION

To organize and improve the
delivery of quality, accessibleand
wellnessbasedhealthcare services

for our community.
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What we do in Care Management:

¢ Help Members obtain access to care/services

¢ Assist with coordination of Member healthcare
Issues and needed resources

e Work with our |PA partners to improve t~=
continuity and coordination of medical © ©
necessary services

¢ Enhance PCP care management




Care Management Department
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Manager:
Mary DeWalle, RN

Y Triage Nurse Team (TNT)

Y Complex Care Management (CCM)
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Triage Nurse Team (TNT)

Susan Wiedder
LVN

Robin Tuell
RN

Esmeralda Robles
Coordinator

Susie Garcia
Coordinator

Coordinator



What doesTNT do?

AProvide fisupp

A Provide support to IEHP Member Services
department for those Member calls requesting
clinical assistance

A Starting (triage) point for other IEHP departments
(e.g. Pharmacy, Provider Services, claims) when
clinical issues exist



Kinds of Calls routed to TNT

A MSR calls related to:
I Conditions requiring medical assessme§¥ /&
I Appointments for sick members |
I Referral issues with a medical compon'\' |

A Continuity of care (COC)

I PCP changes (access issues, multiple changes already)
| Late stage OB care change reguests

A Pharmacy or medication issues / questions




Kinds of Calls routed to TND@ ¥ Q (

A Urgent disenrollment requests for medical
reasons

A Divorces (term with PCP and/or IPA)
A Translation requests (Interpreter Services)

A Nonemergent Transportation requests

I Special requests °
I (Chemo and Dialysis go to IPA)
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TNT Contacts:

A ACD / Queue (909) 88561
A h NX X X888262347
A TRY QueuestX X X

I Robin ext 2801

I Susan W ext 2843
I Jinette ext 2802

I Susie G ext 2842

I Esmeralda ext 2842




Complex Care Managers

Becky Markley Loretta Waugh
RN RN
Care Manager Care Manager
Myra Curtis LaQuita White
LVN LVN

Care Manager Care Manager



Complex Care Management

(CCM) responsibilities: &m

A Started Program 8/07

A ldentify Members with complex/serious medical
conditions and enroll them into the CCM Prograrnr

A Survey every member Referred to CCM

A Highscores = responsibility EHP Complex Care
Managers

A Moderatescores (less complex / less serious
medical conditions) = forwarded to Members
designated IPA CNbr case management & COC

A Lowscores = coordination of care only




IEHPvsSIPA Responsibilities:

IEHP (high score):

AManage fAcompl exodo cases
A Use CMSA guidelines

A Coordinate issues w/ IPA CM and PCP/SCP

A Conduct Member Satisfaction survey

A Effectiveness of Care study done

IPA (moderatescore):

A Track / Log Cases for monthly reporting
I Cases that scored Amoder at eo
T Your own cases identified

A Prepare Care Plan for each case

A Coordinate issues w/ PCP and SCP




