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The following presentation is not for
consumer use and Is for informational
purposes for the 2014 Stronger Bridges
to Health Forum.
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Our Program Objective

» Health Care Options (HCO) Program objective

- To ensure that all Medi-Cal applicants/beneficiaries are
provided accurate, unbiased and current information
regarding the health care options available in their
county of residence, and to assist in making an informed

health care choice.

CA HCO Program Overview



Session Objectives

v To understand the HCO program role in the Medi-Cal managed
care system

v To understand the enrollment process and its impact on the target
population

v" To understand the importance of consistent utilization of the HCO
referral process

v To understand the HCO program services and it’s delivery system
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HCO Program Overview

What is the Health Care Options Program?

= A state funded Medi-Cal managed care education <
and enrollment program Qv
%

DHCS

= A program supervised by the California
Department of Health Care Services (DHCS)

California Decpartment of
HealthCareServices
I

= A program administered by MAXIMUS Inc.,
the California enroliment contractor

o Helping Government Serve the People in California
since 1997

wn MAXIMUS

CA HCO Program Overview



Managed Care Counties

I I T ] [ ! I 1 ! T

Prior to September 1, 2013 the HCO HEALTH CARE OPTIONS

Field Operations Department provided
customer-centric assistance at s
97 sites in 15 counties. As of i "
September 1, 2013 the HCO Field
Operations Department provides -
assistance at 132 sites in 35 counties.

T

EXISTING MANAGED
CARE COUNTIES

o Alameda o Contra Costa

o Fresno o Kern I ]
o Kings o Los Angeles i ) 1
o Madera o Riverside - 1
o Sacramento o San Bernardino = -

o

o San Joaquin o Santa Clara
o San Francisco o Stanislaus
o Tulare I | ! I ! ! | !
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Expansion Counties

The CA HCO Field Operations Department in partnership with
DHCS expanded to 20 additional counties on September 1, 2013

= Alpine

= Amador
= PButte

= Calaveras
= Colusa

= E| Dorado
= Glenn

Imperial
Inyo
Mariposa
Mono
Nevada
Placer
Plumas
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Sierra
Sutter
Tehama
Tuolumne
Yuba



HCO Program Resources

Field Operations Department

= Enroliment Service Representatives (ESRS) provide education,
enrollment, and customer service assistance on Medi-Cal Managed
Care related issues

= ESRSs provide individuals with free,
unbiased information in one-on-one
settings or group sessions

= ESRs are located in county social services
sites, clinics, hospitals, health centers,
and community-based health organizations
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HCO Program Resources (cont.)

Central Operations Department

= HCO Call Center
v" Toll-free language line assistance
v 13 threshold languages

v' Monday — Friday
8:00 a.m. — 5:00 p.m.

= Mailhouse Department

A v" HCO informing materials available in
13 threshold languages

v" Alternative Formats are also
available in Braille and Audio

v" User friendly format
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Medi-Cal Population

In California, the HCO program serves an estimated 3 million
Medi-Cal participants per year

= The HCO program target population
consists of two classifications of
Medi-Cal participants:

> Mandatory
> Voluntary

= Mandatory participants must join a Medi-Cal health plan if they
receive CalW ORKs benefits or Medi-Cal only without a “share of cost”

= Voluntary participants may join a Medi-Cal health plan if they receive
Medi-Cal benefits due to foster care or adoptive aid programs.
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County Model

There are several type of CA HCO program delivery models
= Two-Plan County

= Regional Two-Plan

= Single Plan (Passive)

= Geographic Managed Care (GMC)

v The aid code determines if
the applicant/beneficiary is
mandatory or voluntary
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Aid Code Breakdown

Mandatory aid codes are typically assigned to:

| “ v" CalWORKs related Medi-Cal
B B

4. o ¥ Medi-Cal only with no share of cost
{»J
s, v Achild receives care throughthe
CCS program
v Seniors and persons with

Disabilities

Voluntary aid codes are typically assigned to:
v' Children in adoptive aid programs

v’ Foster care
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Getting Started

Once eligibility for program enrollment is identified,
mandatory Medi-Cal beneficiaries will be mailed an Intent to
Assign (IA) Packet containing:

= Their health care options ST B
= Names of affected case members

= Whether or not they are required to a enroll in
Managed Care Plan (MCP) -

Informing Packet will contain:
“My Medi-Cal Choice For Healthy Care” booklet

= Choice enrollment form

= County-specific MCP provider directory i

= Health Plan Comparison Chart

=  Exemption form
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Enrollment Path

Medi-Cal Eligibility is determined
% by local County social services
and forwarded to MEDS

> =
TOp 1. = A’
» Healthy ©2°

v

CRM downloads Mandatory eligibles from MEDS W
each evening. CAHCO sends IA packet to the
beneficiary informing them they have 30 days to J

choose an MCP

If beneficiary
does not choose,
CAHCO will send a
reminder notice giving
them 10 days to
choose a pla

If beneficiary
makes a choice,
they will be enrolled
into plan of choice within

15-45 days

[Participantis a \ If the beneficiary still

‘ health plan « .~ doesnot choose,itis ™,
member ~, calleda"default"and

\ / ., aplanis assigned

%~ byDHCS ~
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The Default Population

What is a “default?” — an automatic computer assignment

into a health plan due to an applicant’s failure to make a
choice

= Mandatory participants who do not choose a Medi-Cal health plan
within 30 days are automatically assigned a health plan by the
State Department of Health Care Services (DHCS)

Im pact of Default:

= Default can disrupt continuity of health care services
= Default can change provider/patient relationships
= Default can cause unintended barriers to care
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Changing Plans or Providers

ESRs also provide assistance with the disenrollment
process

» Beneficiaries have the option of changing plans at any time

v" By returning to see the ESR and completing a new Choice form
to request disenrollment and enrollment into new MCP

v" By contacting the 1-800 HCO Call Center

v'By going online to www.healthcareoptions.dhcs.ca.gov

NOTE: Beneficiaries can change providers within their MCP
by contacting their member services department —
a Choice form is not required
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HCO Website

How to navigate
Medi-Cal
managed care
system

County specific
presentation

www.healthcareoptions.dhcs.ca.gov

Health Care Options - Windows Internet Explorer

schedules

Enrollment forms

Provider

Information

Network (PIN)

Information
available in
Spanish

ca.gov v B4/ X | |8 cahoo | R-
Eile Edi Yew Favorites Toos Help
Sy Favarites | o5 &) -
‘ {& Welcome to Medi-Cal Managed Care Health Care Opti... |_‘ @ "R = @ v Page - 3afely - Tools~ ‘@' =
- . - o
m an Skip to: Content | Footer | Accessibility | Espafiol @ —
Medi-Cal Managed Care
g . () California (2 This Site
‘Gov Health Care Options ; f ;
Home | HCO Program | Presentation Sites | Enrollment | Providers & Plans | Surveys | Useful Links I n Or at I O n
R ] = Enrollment
Ny - nroliment process
— - " Welcome to Medi-Cal Managed Care Health Care Options
QUICK LINKS MISSION %i-Cal c’h’,
- |
T — The mission of the Department of Health Care Serices (DHCS) is to preserve and improve the health status of all Califomians s . . %
- Frequently Asked
Questions In support of this mission. the Medi-Cal Managed Care Division (MMCD) administers. monitars and provides oversight of the contracts for the Medi-Cal program. The Health Care Options . . .
Branch provides beneficiaries with resources to make informed choices about Medi-Cal benefits ‘
Health Care Options main functions are to coordinate activties in the managed care counties that include outreach and education in Sacial Service and Community-Based Organization nﬂ’"@a ca,ﬂ
locations; oversight of informing materials mailed to beneficiaries: monitor and evaluate the Contractor's operations and systems lthy
- Medi-Cal Managed Care : .
Dvison (AMCD) Hot Topics and the Latest News
- Provider Information Network (PIN) - Is Now Available
» Seniors & Persons with Disabilties (SPD)
»
>
B BHCS
Pl /008 READER
et He [‘tﬂy
This pragram is administered Ca'iﬁ‘umf
by the Department of .
Health Care Senices (DHCS). HealthCareServices e q
HELP SAVE A CHILD
WITH
AMBER ALERT
IF CALLED 1
CONSERVE N
Done: & Intemet Gy Rk -
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Role of Community Partners

The HCO program collaborates with recognized community
partners to increase health plan choice rates and enhance
enrollment satisfaction

= Statewide, our community partners are the primary source for client
referrals

= ESRSs currently provide approximately 40,000 educational
presentations per month at community sites

= The HCO program provides outreach and education services to key
eligibility groups and hard to reach beneficiaries with onsite HCO
services, participation in health fairs, and other outreach events
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Utilizing the HCO Referral Process

Why Should | Refer?

= Some participants may not be aware they have been defaulted to a
health plan until they encounter barriers in accessing their Medi-Cal
benefits

= HCO referral participation addresses the following
concerns on behalf of your clients:

v" Enrollment/Disenroliment
v Changing Providers
v" Expedited Disenrollment Request

v" Customer Service & Problem Resolution
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Who Should Be Referred?

There are two types of applicants/beneficiaries that should
be referred to CA HCO

“ Intake: * Redetermination:
v Onsite applicants v Current eligibles
v" Newly determined Eligible's v" Newborns
v Mail-in/Telephone/Web v' Case add-ons
applicants v Discontinued cases
v Dual Eligible
Note: New applicants can enroll Note: Existing Medi-Cal beneficiaries
into a MCP while awaiting are re-determined for eligibility
eligibility determination by annually via an annual
county social services interview with their EW
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HCO Referral Methods

County staff can refer to HCO onsite staff by using
. . . ) REFERRAL TYPES
the HCO referral process, whichis tailored to align 1 Verbal

with the respective County Intake process 2. Paper-based

_ o _ 3. Automated
= The primary referral method used within HCO is the

Point-of-Entry (POE) referral process, which was implemented
statewide in HCO operational counties due to its effectiveness

= The POE referral process is aimed at contacting applicants during the
Initial Medi-Cal application process/drop-off
- POE is easily integrated into County Intake/Screening process
- POE reduces the need for an informing packet mailing
- POE minimizes the possibility of default.

CA HCO will maintain new applicant enroliments in the CRM
for up to 120 days pending eligibility
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HCO Referral Materials

= HCO Referral

IMPORTANT MEDI-CAL INFORMATION

If you are applying for Medi-Cal benefits, it is important that you receive information on
how to receive you Medi-Cal benefits. You must make a choice for you and your family

about how you want to receive your health care. If you do not make a choice, the it ot "'\Hea]th Care

State may make a choice for you.

What are the services? il-Fo]
-, 2 . gl
: ‘The Health Care Options (HCO!) program s here o hel i
Options 3 wne KOREAN
. p ‘the Medi-Cal community becter understand the health B o
‘bensfits mvailable to them and to work through the na :.u_}nﬂ
seopa o sigm up for theie desired hesleh care. HOO pronidea =
v ways £ seck persenal support; call a Castomer Service.
Representative (CSR) toll free at 1-800-430.4263 o

PLEASE ASK FOR THE HEALTH CARE OPTIONS ENROLLMENT SERVICES
REPRESENTATIVE AT ANY OF THE LOCATIONS LISTED BELOW. OFFICE HOURS:

Hanford
Dept. of Human Services
1400 West Lacey Blvd. - Building #8
Monday - Friday
8:30am - 12:00pm
1.00pm - 4:00pm

Corcoran
Dept. of Human Services
951 Chittenden
Monday - Friday
8:30am - 12:00pm
1:00pm - 4:00pm

Whatis Health Care Options?

The Heslth Care Options (HOO) Progeam bjective
isto provide individuals with informaion that wil
enabile them to make educaced health care choices for

p— ©sR)

atone of the beations listed on this brochure. HCO provides

PR

SU3LrEL
Pycorumid

KLESAN
RN

Lemoore WIC
Kings County Public Health

Hanford
Family Health Care Network

For more information visit one of the following

329 W. 8th. Street #101 28 C St Presentation Sites: 0 e
Mo - T - . -
8:00 Dieparement of Social Services ESPAROL
e ‘Canyon Country Los Angeles STANTEH
27233 Camp Plenty Rd., 1740 E. Gage Avenue AESAEENRI Y
Santa Clarica 2855 Olympic Blvd. ER TR

2615 5. Grand Avenuc

Chatsworth 3833 5. Verment Avenue
21415 Plommer Sc, Wese 11110 WiPico Bl T‘I‘E!‘LM,
Villey 448 Whireier Blud. TAGALOG
Your Eligibility Wi Compton e
please call Health 211E. Alondra Blwd. 2707 5. Grand Avenne
way Medi-Cal reci L 1819'W. 120k Sevect Tiéng Vist
also retum to this Helping individuals make Cudahy HLS Wibth St T
e i i 81305, Adlanic Aveons 2601 Wilshire Blwd WIETH
informed health care choices 140021
H X X E1 Monte Norwalk L .
1s our pbo 3350 Acro Jet Avenue or 12727 Nerwalk Bled.
3352 Acco Jet Avenue ™n
CASE NAME, Panorama City LS 1T
ko =] Glendale 14545 Lanack St B4 IR0
4680 San Fernands Rd.
ADDRESS. " Haalthy C2% e Pasadena
W;’:’"" Lancaster 9551 Lake Averme
TELEPHONE # __ Al mandatory participants: If you are approved to receive Medi-Cal, you will 3408 Basc Avenne K-6 .
receive a packet in the mail. The packet will have mformation on the health plans you B e Avenne Health Care Options
CLIENT WAITING may choose in your county. Inside the packet you will find a Medi-Cal Choice Form. program
You must conplete the Medi-Cal Choice Form and make a health plan choice. If you do Rancho Deminguez
not choose & healih plan, one will be chosen for you. 2961 Base Vicoria & Serving Los Angeles County
COMMENTS___ 17600 Sania Fe Avenne
All voluntary participants: You may chioose to join a health plan at no cost to
you, or keep regular Medi-Cal. If you do not choose a health plan, you will remain in X
regular Medi-Cal. Communiry-Based Site
i The Children’s Clinic, Long Beach
g2 cal o f thenunbersbelorw i yon are not s if o are a uandatory ar The Chidren's Clinic
‘O visit us on the Web ar For mare information call (562) 861-8699

If you have any guestions about your Medi-Cal
Health plan choices, please call Health Care Options:

ENGLISH i ! HOETE-§8E8
] i i HOOGTE- 065
3U3EPEL et ] HOA3-TET
i 5 ESPAROL Isuri 004201003
Rt E0043 6005 THEAL0G Vil HILOSTE- G0
[ “B05150H Tibng V8t = [T
g 16004302022 LKHEUAGES WOT LSTEL HH0-480-0 365
Far TDD wsars, call 1-B0-430-1077

wurw HealthCareOptions. dhes ca.gov

= HCO
Flyer

‘Call now to find a location near you where this information can be explained
and where you can receive help with completing your Medi-Cal Choice Form.

e e e e e e e e e e e e e e e e e T e T T T e T T |

HCO Mail-in 2-Plan ENG_09.24.07
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Iit’s All About Choice

Key Points

HCO is a State funded program providing free, unbiased, and
language specific Medi-Cal Managed Care education and
enrollment throughout the State

= Defaults can be prevented through consistent utilization of the

Point-of-Entry HCO referral process

= State and local community partnerships are vital to the success of

the HCO program
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What Questions Do You Have?

= Open Forum
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