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You see a lot of patients in a limited time. Fair or
not, your patients may feel rushed or less connected
to you. With a few small changes you can help manage
patient time perception and improve communication
in the process.

1

Take a Seat!

Studies show that –
in the office or in a
hospital bed –
a patient’s perception
of time spent increases
if the Doctor pulls up
a chair and sits down.

2

Be ALERT

Improve patient communication
and satisfaction with this simple
mnemonic:

3

A lways
L isten carefully
E xplain things understandably
R espect what the patient says
T ime: manage time perception

Greater
Financial
Rewards:

Write it Down

Offer spoken and written
advice. It is difficult
for some patients to be
consistently attentive
to you. They may need
everything written down
to review later or with
their family.
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Inform Your Patients
About After-hours Access

While we spend most of our time and resources working to achieve good
health outcomes with investments in medical care, we know that our
health is mostly determined by social factors. These social determinants of
health include features of the environments where we live, work, and play.
IEHP will be supporting new initiatives addressing some of these social
determinants to better support our Members. Be on the lookout for new
resources for supportive housing, healthy food, and for health workers in
the community who can link Members to the services they need. We are
excited to be one of the few health plans innovating in this area.
— Jennifer N. Sayles, MD, MPH, Chief Medical Officer

IEHP asks that all Providers offer IEHP Members 24/7 telephone access. The IEHP 24-Hour Nurse Advice Line
cannot be used as a subsititute.

Acceptable protocols for after-hours on-call physician
access include:
Phone line connecting to you, the on-call Physician or covering Nurse, OR
A voicemail or exchange providing instructions on how IEHP Members can
connect to you, the on-call Physician or covering Nurse after hours.

IEHP Membership

Acceptable protocols for life-threatening emergency calls include:

As of September 2017

Providing instructions for IEHP Members who call to dial 9-1-1, OR

Medi-Cal...............................................................1,226,641
IEHP DualChoice Cal MediConnect Plan............25,047

Advising IEHP Members to go to the nearest Emergency Room.

Total.....................................................................1,251,588

Please ensure that your office voicemail includes the same emergency instructions.
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Provider Relations Team Contact Information

Call (909) 890-2054 Mon–Fri, 8am–5pm, or email ProviderServices@iehp.org

Questions?

Provider Relations Team
Phone:		 909-890-2054
Fax: 909-296-3550
ProviderServices@iehp.org

IEHP is pleased to announce the 2017 Global Quality P4P (GQ P4P)
Program for Medi-Cal IPAs and PCPs. An expansion of IEHP’s
2016 Program, the new program is based on a tiered system that
provides greater financial rewards for reaching higher levels of
quality performance and improvement. The budget for the 2017
program is $38 million. Initial incentive payments are
scheduled to be made in December 2017 and
final incentive payments are scheduled to be
made in July 2018.
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Call (909) 890-2054 Mon–Fri, 8am–5pm, or email ProviderServices@iehp.org
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What's New?
10 new measures added, 3 measures retired
2017 GQ P4P Program aligns with
Medi-Cal IHA P4P measures
Incentive payments are based on
your membership size
Incentive payments are based on
overall quality performance, across
all eligible measures
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New Glucometers Give
Your Patients More Control

Measures are now grouped into four domains:
Clinical Quality – All measures included in this domain follow standard
HEDIS® measures of preventive care and treatment as established by NCQA

1
2
3
4

The IEHP Pharmacy & Therapeutics Subcommittee
approved the following formulary change:

Behavioral Health Integration – Includes measures for depression
screening and follow-up now required by DHCS in their evaluation of
Medi-Cal health plan quality performance

All eligible IEHP Members who are in the IEHP Diabetes Disease Therapy
Management Program (through WeCare pharmacy) will now receive a
OneTouch Verio® Glucose Meter and supplies.

Patient Experience – Includes measures from the IEHP Member
Satisfaction Survey that is sent to Members throughout the year

The OneTouch® Verio Glucose Meter
offers these convenient features:

Encounter Data – Includes measures focusing on meeting established
encounter data benchmarks for SPD and non-SPD membership

ge

Your a
verage
in the
last 7
days is
104

What Do You Need To Do?
IEHP’s main goal is to ensure a
seamless transition with minimal
impact to your practice.
We will keep you and your staff informed
of all project updates through IEHP
communications, faxes, our provider
portal and publications, like our
ScrubTalk and Heartbeat newsletters.

Small sample size of blood and large display screen
Bluetooth telehealth function (providers will be able to access this
feature in the future)

Talking to Parents
about the HPV Vaccine

What does this mean?
WeCare Pharmacy will work directly with IEHP Members who have the
old meter to make sure they receive the new meter in the coming months.
WeCare Pharmacy will provide education about the new glucometer,
how to use it, and offer on-going diabetes management and
medication services.

Parents trust your opinion when they have questions about
childhood immunizations. Here are some talking points when
speaking with parents about the HPV vaccine series:

The pharmacy may contact your office as well for additional information.

Studies continue to show the HPV vaccine series is safe

During this time, your patients will continue getting their diabetic
testing supplies without a break in service.

The HPV vaccine series is recommended for Girls and Boys
Completing the HPV vaccine series early allows the body
to develop an appropriate immune response

Questions? Call:
WeCare Pharmacy
(909) 693-3376
Monday – Friday
9am – 6pm, or

Be on the lookout for more
information in the weeks and
months ahead. Be sure to share
all updates with your staff.

IEHP Pharmacy
(909) 890-2049
Monday – Friday
8am – 5pm

Make sure IEHP has the correct
contact information for your practice.

What Can You Expect?
New Provider ID
Emphasis on clean claims rules
Billing NPI is now required for correct identification, IEHP Secure
Provider Portal recognition, accurate claims and efficient payment

It is that time of the year again to begin preparing for the flu season. The CDC
continues to recommend the flu vaccine for everyone 6 months of age and older
(with rare exceptions). The more people who get vaccinated, the more people
will be protected from the flu, including older people, very young children, pregnant
women and people with certain health conditions, who are all more vulnerable
to serious flu complications. Additional CDC provider recommendations and
patient resources for the 2017-2018 Flu Season can be found at:
https://www.cdc.gov/flu/about/season/flu-season-2017-2018.htm

* This guideline is informational only. It is not intended or designed as a substitute for the reasonable exercise of independent
clinical judgment by Practitioners, considering each patient's needs on an individual basis. Guideline recommendations apply to
populations of patients. Clinical judgment is necessary to design treatment plans for the individual patients.
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Provider Relations Team Contact Information

Call (909) 890-2054 Mon–Fri, 8am–5pm, or email ProviderServices@iehp.org

NEW!

To be successful, we need your support:

Flu Season is HERE!

IEHP recommends a two-dose series for the HPV vaccine between
the Member’s 9th and 13th birthday, with at least 146 days between
the first and second dose.* The HPV vaccine series is part of the
IEHP Global Quality P4P Immunizations for Adolescents measure.
To help improve this quality score and outcome, visit the IEHP
Secure Provider Portal for tips and best practices.

Call (909) 890-2054 Mon–Fri, 8am–5pm, or email ProviderServices@iehp.org

In Ran

Messages about blood glucose levels based on past results

For program criteria and ways to maximize financial incentives, visit IEHP’s Secure
Online Provider Portal at www.iehp.org. Or call the IEHP Provider Relations Team.

2

To ensure IEHP meets business needs today and for years to come,
IEHP is transitioning to a new more efficient and reliable claims and
customer relationship management system. The new
system is scheduled to go live in late Winter 2018.

ColorSure Technology” instantly shows glucose results and if they
are in or out of range

To be eligible for incentive payments, PCPs must meet specific criteria.
PCPs who meet eligibility requirements are automatically enrolled.

Provider Relations Team Contact Information

New Claims &
Customer Relationship
Management System

New Member ID number
If you have questions or concerns, call the IEHP
Provider Relations Team at the number below.
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for some patients to be
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to you. They may need
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Inform Your Patients
About After-hours Access

While we spend most of our time and resources working to achieve good
health outcomes with investments in medical care, we know that our
health is mostly determined by social factors. These social determinants of
health include features of the environments where we live, work, and play.
IEHP will be supporting new initiatives addressing some of these social
determinants to better support our Members. Be on the lookout for new
resources for supportive housing, healthy food, and for health workers in
the community who can link Members to the services they need. We are
excited to be one of the few health plans innovating in this area.
— Jennifer N. Sayles, MD, MPH, Chief Medical Officer

IEHP asks that all Providers offer IEHP Members 24/7 telephone access. The IEHP 24-Hour Nurse Advice Line
cannot be used as a subsititute.

Acceptable protocols for after-hours on-call physician
access include:
Phone line connecting to you, the on-call Physician or covering Nurse, OR
A voicemail or exchange providing instructions on how IEHP Members can
connect to you, the on-call Physician or covering Nurse after hours.

IEHP Membership

Acceptable protocols for life-threatening emergency calls include:

As of September 2017

Providing instructions for IEHP Members who call to dial 9-1-1, OR

Medi-Cal...............................................................1,226,641
IEHP DualChoice Cal MediConnect Plan............25,047

Advising IEHP Members to go to the nearest Emergency Room.

Total.....................................................................1,251,588

Please ensure that your office voicemail includes the same emergency instructions.
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