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H06–020 - Information
March 29, 2006
	TO: 
	Home and Community Services (HCS) Region 4 Regional Administrator

Area Agency on Aging (AAA) PSA 4 Director

Home and Community Services (HCS) Region 5 Regional Administrator

Area Agency on Aging (AAA) PSA 5 Director

	FROM:
	Bill Moss, Director,  Home and Community Services Division

	SUBJECT: 
	Medicare/Medicaid Integration Project (MMIP) Complaint Resolution/Disenrollment Information for staff and information being sent to eligible clients in King and Pierce Counties.

	Purpose:
	To inform staff of the complaint resolution and disenrollment processes and give guidance for talking with clients about MMIP.
To inform staff of an upcoming mailing to approximately 16,000 dual eligible (eligible for Medicare and Medicaid) clients age 65 and older living in King and Pierce Counties.

	Background:
	MMIP was implemented in June of 2005.  Evercare is the contracted provider of MMIP.  This project involves some new and different processes for communicating with managed care staff, clients, and providers.  This MB gives information on how to address some of these situations.  This MB also informs staff of information being sent to clients in April.

	What’s new, changed, or

Clarified
	A new complaint resolution and disenrollment information sheet as well as a guide for talking with clients about MMIP is attached.
A brochure being sent in April to approximately 16,000 dual eligible clients, age 65 and older, living in King or Pierce County is also attached.

	ACTION:
	· Utilize the complaint resolution and disenrollment process if issues arise;

· Use the guide for talking to clients about MMIP when clients are interested in the program and contact you with questions.

	Related 
REFERENCES:
	

	ATTACHMENT(S):   
	MMIP Complaint Resolution and Disenrollment information:


[image: image1.emf]H:\MMIP-WMIP  Correspondence\Client Complaint Resolution and Disenrollment Process - MMIP.doc


Guide for talking to clients about MMIP:


[image: image2.emf]H:\MMIP-WMIP  Correspondence\MMIP Guidance.doc


Brochure being sent to clients:


[image: image3.emf]H:\MBs\In Process\ 2006\Mine\500-1024 Red Card[1].pdf



	CONTACT(S):
	Tiffany Sevruk, Prog. Manager        Karen Fitzharris, Prog. Manager

(360) 725-2538                                (360) 725-2446

SevruTA@dshs.wa.gov                   DigreK2@dshs.wa.gov
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Medicare/Medicaid Integration Project (MMIP):


Q & A Guidance for AAA/HCS Staff to Use When Talking to Clients

When talking with a client about enrolling in MMIP, the following are some examples of ways to approach questions or discussions to ensure clients get the most accurate information.

Q: If I enroll in MMIP, will I lose my LTC services?


A: If you decide to enroll in MMIP, you will not lose long-term care services.  You would be choosing to receive your medical and long-term care services under a new and different case management program.

Q: Do I have to enroll in MMIP?


A: It is your choice to enroll in MMIP and you can choose to disenroll (or leave MMIP) at any time.

Q: If I enroll, will I receive the same number of personal care hours?


A: If you enroll (and remain eligible), you will continue to receive your current number of personal care hours unless you agree to changes in your plan of care.

Q: If I enroll, will my case management end?


A: If you enroll, your case management service will not stop, but you will have a new case manager who works for Evercare called a care manager.  An HCS or AAA case manager/social worker will continue to perform annual and significant change assessments.

Q: Who should I contact if I have other questions about MMIP after I enroll?


A: You should contact your new Evercare care manager with any questions or concerns you may have.  Do not hesitate to call them at any time.  Do you know the phone number of your Evercare care manager?

Q: Is there a difference between Evercare’s Medicare program and MMIP?

A: Yes, there is a difference between Evercare’s Medicare product and MMIP. To find out more about each program, you can contact Evercare at 1-800-727-5142.


[Note: Some clients may be enrolled only in the Medicare product.  If this is the case, these clients will not have changes in their long-term care services or case managers.  The Medicare product is not MMIP.]

Q: Will my provider(s) change if I enroll in MMIP?


A: Your provider(s) may change.  To find out if Evercare is contracted with your provider, call Evercare at 1-800-727-5142 and ask.  Evercare can tell you which providers are currently working with them and whether they think they will be able to contract with certain providers that are not already in their network.


[Note: In some cases, the client’s providers may change.  This will not happen in every case.  If the client is interested in enrolling in MMIP, but shares concerns about the possibility of changing providers, the client may call Evercare and talk with them about this issue.  Evercare has information available on which providers they currently have contracts with and can also give the client an idea of how they contract with providers and whether they think they will be able to contract with a particular provider.]

Q: What if I have additional insurance?  Do I have to drop it to be in MMIP?


A: If your insurance is comparable to MMIP, you will have to decide if you want to drop your insurance and join MMIP.  You cannot join MMIP if you already have similar insurance coverage.


[Note: Clients are not eligible for MMIP if they have other comparable insurance coverage (e.g. Secure Horizons, etc.).  If a client with comparable insurance wishes to join MMIP, they must drop their other coverage first.  This is the client’s choice.]
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Client Complaint Resolution and Disenrollment Process - MMIP

Intent:

To ensure clients receive the highest quality services, ADSA is working to resolve any concerns clients may have regarding their long-term care services.  This procedure provides guidance to HCS and AAA staff regarding complaint resolution and the disenrollment process.  ADSA has also developed similar guidance for managed care plans to use.  The goal is to work effectively together in a manner that facilitates a client’s ability to freely express concerns and receive timely and accurate information with which to resolve issues impacting their services.

HCS/AAA staff:


If a client has a complaint regarding Evercare services or an issue with Evercare staff, ask the client or their representative if they have discussed the concern directly with Evercare.  If the client/rep. has not communicated with Evercare about the concern, direct them to talk with Evercare to resolve the issue.  To contact Evercare about a complaint, clients/representatives may:

·  Contact their Evercare Care Coordinator;


· Call Evercare Customer Services at 1-866-266-0636 or the local Evercare Seattle office at 1-800-727-5142; 


OR

· Write to:

Evercare Premier Complaints & Appeals 

PO Box 25557
Tampa, FL 33622

If you make a call on behalf of the client, have the client on the line and thoroughly document the conversation and outcome.

If, after contacting Evercare and attempting to resolve the client’s complaint, the issue is still not resolved, contact Karen Fitzharris, MMIP Program Manager at (800) 422-3263 or 

(360) 725-2446 or via email at Digrek2@dshs.wa.gov.  ADSA HQ staff will contact all parties and attempt to resolve the issue.

If the client raises issues related to feeling that they were given inaccurate information about the program or information indicating that the plan has violated our contract, contact Karen Fitzharris, MMIP Program Manager at (800) 422-3263 or (360) 725-2446 or via email at Digrek2@dshs.wa.gov.  ADSA HQ staff will contact all parties and attempt to resolve the issue.


If an issue cannot be resolved, the client may always request to disenroll from MMIP.

· HCS/AAA staff must follow the disenrollment process in the LTC manual;


· The client may disenroll by contacting DSHS at 1-800-562-3022 or by sending a written request to disenroll with their signature to:  The Department of Social and Health Services, MMIP, P.O. Box 45505, Olympia, WA 98599-5505;

· HCS/AAA staff will assist clients with the disenrollment process when appropriate.

Upon disenrollment, HCS HQ would like to be notified and may contact clients and/or staff to ask questions such as:


· How did you hear about MMIP/Evercare?


· Why did you choose to enroll in MMIP/Evercare?


· Did you feel like you received enough information to make an informed choice?


· Why did you decide to disenroll from MMIP/Evercare?


· Did you discuss your concerns with your MMIP/Evercare Care Coordinator?

· Were you satisfied with the quality of your care in MMIP?  If not, why?
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The Washington State Department of Social and Health L/(}/ '/) EVerC are

Services (DSHS), and Evercare” are working in King and
Pierce Counties to help bring your medical and long term .
benefits tocether. Thi . lled th Evercare Washington
care benefits together. This new program is called the 900 4th Avenue
Medicare/Medicaid Integration Program or MMIP. Suite 1500
Seattle, WA 98164
Now you have more choices in how you get coverage for
your medical and long term care. With this new choice,
you get an Evercare Care Manager who will help you, your
doctors, pharmacists and others coordinate all your health
care. You will also get extra benefits — such as an after
hours nurse line and non-medical transportation.

If you want to know more, please call Evercare at
1-866-772-0859 (ID# - 9057), (TTY 1-888-685-8480)
and talk with a representative about this program and
how it might help you.

Evercare Premier™ is a plan offered by United HealthCare
Insurance Company under a contract with the State of
Washington Department of Social and Health Services,
Medical Assistance Administration.
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