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Innovative programs.

Seamless services.

Coordinated care.
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Our Mission

A Message
from Our
CEO &
Board Chair

IEHP is committed to improving the coordination of healthcare benefits for
members with both Medicare and Medi-Cal. These “dual eligibles” are lowincome, and are over 65 or have a disability. They often struggle to get the
care they need through multiple disconnected programs.
Through our IEHP DualChoice Cal MediConnect Plan, IEHP works closely
with our providers and stakeholders to provide seamless access to care
for approximately 22,000 dual eligibles in Riverside and San Bernardino
counties. IEHP DualChoice, which launched April 1, 2014, is part of the
state’s three-year Cal MediConnect demonstration program. Scheduled
to end in 2017, Cal MediConnect is measuring the effect of providing all
Medicare and Medi-Cal benefits to dual eligibles through one health plan.
Eight California counties were selected to participate: Alameda, Los Angeles,
Orange, Riverside, San Bernardino, San Diego, San Mateo and Santa Clara.
IEHP is proud to have been chosen, after a rigorous review, as one of two
health plans with the right qualifications and resources to carry out the
program in the Inland Empire.
We are deeply appreciative of the work our IEHP team members, providers,
Governing Board and dedicated community partners have done to develop
and implement our IEHP DualChoice Cal MediConnect Plan. This
collaboration ensures that this vulnerable population receives a full spectrum
of coordinated, quality healthcare.

Bradley P. Gilbert, M.D., M.P.P.
Chief Executive Officer

		
		

Eileen Zorn
Chair, IEHP Governing Board

IEHP DualChoice in Action
IEHP DualChoice contracts with the California
Department of Health Care Services and the federal
Centers for Medicare and Medicaid Services to provide
Medicare and Medi-Cal benefits to dual eligible members.
The comprehensive plan provides a full spectrum of
benefits, including medical care, prescriptions, behavioral
health care, long-term care and Home and CommunityBased Services (HCBS) such as In-Home Supportive
Services (IHSS), Community-Based Adult Services
(CBAS) and the Multipurpose Senior Services Program.

The plan also includes extra benefits
that neither Medicare or Medi-Cal provide:
vision care (eye exam and eye glasses),
comprehensive dental care and transportation.
DidDid
You
You
Know?
Know?

IEHP Care Management Team

Care Coordination
Care coordination ensures streamlined patient care, promotes healthier lifestyles and reduces
inappropriate care.

All IEHP DualChoice
members have a
personalized care plan.

•

Members receive a comprehensive health risk assessment (HRA) to determine their
health needs.

•

A personalized care plan addresses their individual needs and preferences.

•

The care team — primary care physician, specialist, pharmacist, care coordinator, behavioral 		
health care manager and the member — works collaboratively to meet member’s unique needs.

•

Members have access to one of the Inland Empire’s largest networks of primary and
specialty-care providers.

•

The care coordinator is the member’s single point of contact, and understands his or her
cultural, psychosocial and medical needs.
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Innovative Programs Meet
Members’ Unique Needs
IEHP collaborated with providers and community resources to
develop several innovative programs to meet IEHP DualChoice
members’ complex needs.

“They’re
there for me
whenever I
need them.”
— Bienevil, 54,
San Jacinto

Landmark Program
The Landmark program provides in-home medical care for IEHP
DualChoice members with five or more chronic health conditions.
The goal is to provide 24/7 support to the member at home, rather
than in the hospital or emergency room. A team of doctors,
physician assistants, nurse practitioners, nurse care managers,
dieticians, pharmacists and social workers partner with the member’s
IEHP DualChoice physician to provide care, while teaching the
member to better understand and care for their own health.

Bienevil struggled for years with bipolar
disorder. When she signed up for MediCal coverage through IEHP, a psychiatrist
diagnosed the illness, and Bienevil finally
began receiving the care she needed.
When Bienevil enrolled in IEHP
DualChoice two years ago, she was able
to keep her current doctors. That was
important, because Bienevil was also
receiving care for diabetes, high blood
pressure and arthritis that left her
permanently disabled.
All of Bienevil’s care is now coordinated by
a care manager, Ty. “She calls regularly to
check on me,” said Bienevil. Ty manages
Bienevil’s medical and psychiatric
appointments, transportation, medical
equipment and community-based services.

Recuperative Care Housing
IEHP has partnered with the Riverside County Housing Authorities
and the Illumination Foundation to provide homeless IEHP
members with a safe place to stay when they’re discharged from
the hospital. Members are given a clean place to sleep, daily meals,
hygiene supplies and access to laundry, for one to three weeks as they
recover from an injury or illness. They receive medical care, wound
care, medications and transportation to follow-up appointments.
They also get help applying for food stamps, unemployment and
other benefits, and are connected with supportive services to help
them find long-term stable housing.

Coordinated Care
that Works

Bienevil, center, with her
Care Manager Ty and
Care Coordinator Maria.
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“It’s really touched my heart that they
don’t even really know me, but are willing
to help,” Bienevil said of her team at IEHP.
“They’re there for me whenever I need
them. I get tears in my eyes when I think of
all they’ve done for me.”
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A Lifetime of Challenges
Birth defects and complications have meant a
lifetime of challenges for Teresa. Today she’s getting
the help she needs, thanks to IEHP.
Teresa was born with both hips dislocated. Early
surgery enabled her to live a normal life until she
turned 35.

“IEHP treats
you like
family.”
— Teresa, 51,
Riverside

IEHP Wins Innovation Award
for Transitional Care Program

Teresa began experiencing constant pain in her
hips, knees and back, related to her problems
at birth. She was forced to quit her job, and
didn’t have insurance. Finally, a hospital
financial counselor helped her apply
for Medi-Cal, and she joined IEHP.

IEHP has won the first annual Innovation Award from the
California Department of Health Care Services (DHCS), for
reducing members’ use of emergency departments and lowering
readmission rates after hospital discharge.

Teresa underwent multiple knee and
back surgeries, but was frustrated
navigating between Medicare and
Medi-Cal. In 2014 she enrolled in IEHP
DualChoice, which now coordinates
her many extensive healthcare needs.
“I love it,” she said. “They
take care of everything.
IEHP treats you like
you’re part of their family
and they want to make
sure you get the best
care possible.”

IEHP’s Transitional Care Program, in partnership with Charter
Healthcare Group, focuses on at-risk IEHP members, including the
homeless or homebound. Most have chronic medical conditions
coupled with behavioral health or social needs. The program
provides 24/7 access to a clinical team who meet members
anywhere they feel comfortable -- a home, motel, park or even a
fast-food outlet. Preliminary data show the program has avoided
emergency department visits.

Did
You
Know?

The top chronic conditions of IEHP DualChoice
members are diabetes, cardiovascular disease,
chronic obstructive pulmonary disease (COPD)
and renal issues.
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Ground-Breaking Program
Addresses Physician Shortage

More Providers, More Choice
IEHP has expanded its provider network to meet the needs of IEHP DualChoice
members. We have contracted with many new Independent Physician Associations
(IPAs) and medcial groups, and launched an innovative program to attract new
providers to the Inland Empire.

Did
You
Know?

The IEHP DualChoice
plan’s comprehensive
coverage benefits my patients
tremendously. Most of them
have diabetes and other
chronic health issues. When
needed, I can get them a
referral to a specialist quickly
and easily. Patients are also
more compliant taking their
medications because IEHP
DualChoice’s pharmacy
benefit covers the cost with
little or no co-pay.”

The Inland Empire has one of California’s lowest rates
of physicians per 100,000 people. To address the
shortage, IEHP established an innovative program –
the first in the state.
IEHP’s $16 million Network Enhancement Fund uses
specially-designated dollars to attract primary care
physicians, specialists, physician assistants and nurse
practitioners to the Inland Empire. The program has
added more than 80 providers to IEHP’s network; the
goal is to add 130 in all.
Additionally, the $30 million Provider Capital Fund
assists with providers’ facility costs, such as building
or renovating office space.

– Ahmad Jiffrey, MD
Internal Medicine specialist

All IEHP DualChoice members
see their primary care physician
at least once each quarter.
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Members Believe Their
Coverage is Better
IEHP DualChoice has the highest enrollment
of any not-for-profit Cal MediConnect Plan
(called the Medicare-Medicaid Plan outside
California) in the nation. To measure program
success, IEHP conducted large-scale focus
groups. Most results mirror those of statewide
polls conducted in partnership with the
California Department of Health Care Services.

Did
You
Know?

Nearly all IEHP DualChoice
members use their vision,
dental or transportation
services within a year.

IEHP Focus
Group Findings
•

The vast majority of members say
they are happy with the plan’s benefits 		
and believe their coverage is better
than what they had before.

•

The top satisfier was members’ ability
to keep their current physician.

•

Members are satisfied with member
services, and the process of getting
their medications.

“I’m so
thankful IEHP
provides these
benefits.”
— Ricardo, 64,
Fontana

Life Changing Moments
Nidia’s life changed in the blink of an eye when she suffered
a debilitating stroke five years ago. The damage to Nidia’s
brain left her unable to speak, and paralyzed the right side
of her body. For a while she suffered seizures.
Nidia’s husband Ricardo applied for Medicare and
Medi-Cal; today Nidia, 53, is covered by IEHP
DualChoice Cal MediConnect Plan.
With help, Nidia can do many things on her own:
dress, use the bathroom, microwave a meal
and even wash dishes. She can walk short
distances with a walker. Ricardo lovingly
provides the other care she needs.
He’s grateful for the benefits
IEHP provides.
“IEHP has helped a lot,” said Ricardo.
“They keep track of all the paperwork
and all the appointments. They provide
everything my wife needs. I’m so thankful
we have these benefits from IEHP
for my wife.”.

																																			IEHP
Report
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Collaboration
Engaging the Community
IEHP has long collaborated with communitybased organizations and resources, which provide
invaluable insight to IEHP regarding member
needs, preferences and challenges.
Before launching the IEHP DualChoice Plan,
IEHP previewed the state’s Cal MediConnect Plan
proposal with providers, disability communities,
the Inland Regional Center and other behavioral
health and social services agencies for input.
Today, IEHP works closely with member, provider
and advocate advisory groups to obtain feedback
regarding plan benefits and services.

Inland Empire Coordinated
Care Initiative Advisory
Committee

Our partnership has
challenged the status quo for
the coordination of care of Cal
Duals beneficiaries. Through
collaborative relationship
building, shared leadership,
and effective communication,
we’ve demonstrated that
partnerships with shared goals
and objectives are effective.”

IEHP DualChoice Member,
Provider and Advisory Groups
•

Public Policy Participation Committee

•

Persons with Disabilities Workgroup

•

Inland Empire Disability Collaborative

•

Provider Advisory Committee

•

Inland Empire Coordinated Care Initiative Advisory Committee

Partnerships

– Sarah Eberhardt-Rios
Deputy Director of San Bernardino
Department of Behavioral Health

IEHP facilitated the establishment of the
IECCI to maximize information exchange
among providers, county agencies, and nonprofit community agencies serving people with
Medicare and Medi-Cal.
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Addressing Challenges
The majority of Cal MediConnect members are satisfied, but others have
left the program. The result is lower than expected statewide enrollment.
Fear of change and fear of losing access to current doctors are the biggest
reasons members opt out, according to statewide polls.
Many people also do not understand managed care, simply do not like it,
don’t understand how Cal MediConnect differs from
“straight” Medicare-Medi-Cal, or think their benefits may change.

There is such a thing
as ‘them’ and ‘us’ in a
world this size, there
can only be we — all of
us working together.”
– Dan Zadra
best-selling author
and executive coach

Common challenges include poor literacy, not understanding state
enrollment materials, and being overwhelmed by the amount of
information they receive from the state and health plans.
To address these challenges in the Inland Empire, IEHP is continuing to
expand its IEHP DualChoice provider network, improving understanding
of IEHP DualChoice plan services and benefits, and strengthening
member communication and education materials.
Specialists
and Mental
Health Providers
2950+

Primary Care
Physicians
850+

Hospitals
32

Pharmacies
700+

IEHP
DualChoice
Provider
Network

Urgent Care
85+

Working Together,
the Future is Ours
Cal MediConnect is a ground-breaking program
designed to help the state’s most vulnerable
populations – low-income seniors and persons with
disabilities – improve their health, while lowering
the costs of care.
IEHP is committed to continued engagement with
providers, county agencies and community-based
organizations to address these challenges, and further
improve the health of its members through the IEHP
DualChoice Plan.

Extending Cal MediConnect’s three year
demonstration timeframe beyond its current
end date of 2017 would provide the time needed
to demonstrate the full value of the program.
With continued collaboration in providing
support, education and quality,
affordable access to healthcare, we can
improve the health of our members
and the community as a whole.

Skilled Nursing
Facilities
100+

Vision Providers
300+
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IEHP Leadership Team
Executive Team
Dr. Bradley Gilbert, Chief Executive Officer
Rohan C. Reid, Chief Operations Officer
Susan Arcidiacono, Chief Marketing Officer

Our Mission:
To organize and improve the delivery of quality,
accessible and wellness based healthcare services
for our community.

Kurt Hubler, Chief Network Officer
Laura J. Holden, Chief Financial Officer
Michael Deering, Chief Information Officer
Marcia Anderson, Chief of Medical Services
Janet Nix, Chief of Organizational Development
Governing Board
Eileen Zorn, Chair
Former Healthcare Clinician and Educator
Marion Ashley, Fifth District Supervisor
Riverside County Board of Supervisors
John Tavaglione, Second District Supervisor
Riverside County Board of Supervisors
Josie Gonzales, Fifth District Supervisor
San Bernardino County Board of Supervisors
Curt Hagman, Fourth District Supervisor
San Bernardino County Board of Supervisors
Dr. Dan Anderson, President/CEO
Riverside Community Health Foundation
Andrew Williams, Former Logistics Support
and Communications Electronics Officer, United States Air Force
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Who we are.
Inland Empire Health Plan (IEHP) is a not-for-profit,
rapidly growing Medi-Cal and Medicare health plan in
California. With a provider network of more than 4,000
providers, and 1,800 employees, we serve the more than
1.15 million residents of Riverside and San Bernardino
counties who are enrolled in Medi-Cal, Cal MediConnect
(Medicare-Medicaid) Plan or the Healthy Kids program.

P.O. Box 1800
Rancho Cucamonga, CA 91729-1800
www.iehp.org
April 2016

