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Health Care in the
Time of COVID-19
The past several months have transformed how Providers in our
counties deliver health care to Inland Empire Health Plan (IEHP)
Members. As your partner in health, IEHP is here to support your
efforts. To help you stay connected on the latest updates, we have a
created a dedicated Provider page on IEHP’s website. You can find it
here: www.iehp.org > For Providers > Plan Updates > Coronavirus
(COVID-19) Advisory.
Here are a few important reminders to help you during this
challenging time:

Testing

Please encourage IEHP Members to get tested for COVID-19
regardless of symptoms or if they have had direct contact with
someone who is positive for COVID-19. A list of local testing sites
is available online on the Provider COVID-19 Advisory page.
Please also regularly refer to your county’s public health
department for the latest guidelines on testing requirements.
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Health Care in the Time of COVID-19
Telehealth Services

When it is clinically appropriate,
consider offering telehealth services
in lieu of in-person visits. In
accordance with direction by the
Department of Health Care Services
(DHCS), the services for IEHP
Members are reimbursed at the same
rate regardless of the modality of
delivery, in-person or via telehealth.
Please follow your normal
authorization processes with your
contracted IPAs and contact them
directly with any questions or
concerns about telehealth.

Skilled Nursing Facilities (SNFs)

Upon diagnosing an IEHP Member with COVID-19, SNFs should notify IEHP via email at
COVID19-SNF@iehp.org. Please include Member Name, date of birth, IEHP Member ID, and
date of COVID-19 diagnosis. All SNFs must also provide clinical documentation on confirmed
COVID-19 cases through the concurrent review process.

Office Closure

If you must close your office due to circumstances related to COVID-19, please contact IEHP and
advise on your coverage plan and direction for Members to ensure that Members do not have
a gap in care. Some Providers are rescheduling non-urgent or routine services (or transitioning
them to telehealth). But it is up to each Provider to determine the appropriate protocol in
accordance with CDC and public health guidance. It is essential that you promptly notify IEHP
at (909) 890-2054 of any changes to your office’s availability for services as IEHP is required to
monitor and report our network’s availability to DHCS.
IEHP will continue to provide the most recent updates about COVID-19 on our advisory page.
If you have any questions or need further support, please contact the IEHP Provider Relations
Team at the number below – IEHP is always here to partner with you in serving our community.
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2020 Provider Quality Resource
Guide Available
Created for IEHP Providers and their staff, the goal of the 2020 Provider Quality Resource
Guide is to provide a single source for IEHP priority measures, with overlapping requirements
across key quality programs including Global Quality P4P, DHCS Managed Care Accountability
Set (MCAS) and CMS Quality Withhold.

These IEHP priority measures have been grouped into overarching
health topics. Each health topic within the guide contains related:
•
•
•
•
		

Measure overviews
Medical record documentation tips
Quality improvement strategies
IEHP resources for Providers
and Members.

The Quality Programs Glossary and
Tools You Can Use sections of the guide
can aid Providers and their practices
in meeting quality program elements.
To access the 2020 Provider Quality
Resource Guide, please visit
IEHP’s Secure Provider Portal
on www.iehp.org.
Collaboration between IEHP and
its Providers has the potential to
positively impact IEHP’s quality
rating, avoid health plan sanctions,
and maximize available funds for
Provider incentive programs.
Thank you for all that you do to
provide quality health care to
IEHP Members!

Published: August
XX

, 2020
https://www.iehp.org
/en/providers
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Impact of COVID-19 on the
Global Quality P4P Program
In support of federal, state, and local recommendations to reduce potential exposure to COVID-19,
IEHP has adopted new guidelines for the 2020 Global Quality P4P program during this
unprecedented time. These additional guidelines were implemented to help support our Providers
to continue to offer important preventive care services while also ensuring the safety of patients,
Providers and office staff.
Across California, and at IEHP, the rate of preventive care visits since the start of the pandemic
has dropped significantly. At the end of the 2020 program year, IEHP will assess the COVID-19
impact to measure targets for the 2020 measurement year and will adjust as needed. IEHP’s main
goal is to be flexible and relieve burden on our health care system so that health care Providers can
focus on their patients during the pandemic, while also finding safe ways to meet the preventive
care needs of our Members.

Consider offering telehealth visits for key preventive health services.
Some examples include:
•
		
•
•
•
		
		
		
		

Initial Health Assessments (with a plan to complete a physical exam noted in
medical record by the end of the year)
HbA1c testing for patients with diabetes (order and review of results)
Weight Assessment and Counseling for Nutrition and Physical Activity
Well-Child Visits – some components may be offered via
telehealth mode, followed up with a face-to-face visit to
complete the Well-Child exam (see more details of the
American Academy of Pediatrics recommendations on
this subject on page 5)

To effectively report preventive care services offered via telehealth
and effectively impact your Global Quality P4P scores, visit the
IEHP COVID-19 Advisory page and the IEHP 2020 Global
Quality P4P Program Guide. All services provided in-person or
via telehealth must be reported through normal billing channels
to be captured for Global Quality P4P performance. All services
must be billed following the coding guidance provided in the
2020 Global Quality P4P Program Guide.
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New Recommendations
for Well-Child Visits
The American Academy of Pediatrics (AAP) has developed guidance on the provision of
pediatric well-care services via telehealth during the pandemic and recommends that Well-Child
visits should occur in person whenever possible.
AAP notes that well visits for children may be initiated through telehealth, recognizing that
some elements of the Well-Child exam should be completed in person.

Components of Well-Child visits that may be offered through
telehealth include:
•
•
•
•
•
•

Visual Physical Exam
Physical Development
Health Education/Anticipatory Guidance
Nutrition Counseling
BMI Assessment
ACEs Screening

•
•
•
•
•

Health History
Mental Development
Age-appropriate SHA/IHEBA
Exercise Counseling
Developmental Screening

IEHP encourages Providers who have successfully implemented telehealth
to provide appropriate elements of the Well-Child exam, followed by
a timely in-person visit, no later than by the end of the calendar
year, to support existing quality incentive programs.

The in-person components to complete a
Well-Child visit offered initially through
telehealth should include, at a minimum:
•
•
		
•
•

Comprehensive Physical Exam
Office Testing: Laboratory testing, hearing,
vision, and oral health screening
Fluoride Varnish
Immunization

For more information on Well-Child visits, including coding
and billing guidance, visit the IEHP COVID-19 Advisory page.
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Protect Your Patients
From the Flu
With Providers and hospitals still grappling with the effects of COVID-19,
it’s more important than ever to help your patients prepare for the
upcoming flu season. Here are some ways you can help them fight the flu:
• Share that the CDC recommends the flu vaccine for everyone 6 months
and older (with rare exceptions)
• Educate Members on the facts about the flu vaccine
• Refer them to IEHP’s 24-Hour Nurse Advice Line if they need care
after office hours (the number is located on their IEHP Member card)
For more resources to help your patients understand the importance of
getting a flu shot, visit www.iehp.org and select the Health and Wellness
tab under Provider Services.

Behavioral Health and Care
Management Integration
Did you know that Behavioral Health and Care Management at IEHP are
now one integrated and comprehensive department? The Behavioral
Health and Care Management Department consists of LSCWs, RNs,
LVNs, Care Coordinators, and Community Health Workers. The
team aims to provide a supportive care model that provides an
integrated and holistic approach to meet the needs of our at-risk
Members with few hand-offs.
The BH & CM Team offers Complex Care Management (CCM) for
high-risk Members. This program supports Members' health goals
by working directly with Members, their families, and Providers to
coordinate complex care and services. The CCM referral form can
be found on www.iehp.org in the "Forms" folder on the Providers'
page. The Dispatch Team will process the referral to ensure the timely
response to the identified need.
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Safer at Home: IEHP DualChoice
Prescription Mail Order Service

A great way to help your IEHP DualChoice patients stay safely at home is to encourage them to
join our prescription mail order service at: https://www.alliancerxwp.com/home-delivery.
This helps our vulnerable DualChoice Members get the medicines they need delivered to their
doorsteps, especially if they are physically challenged and cannot travel.
IEHP DualChoice’s mail order prescription service also helps protect you and your staff.
When there are fewer people at your retail pharmacy or office space, you are helping with
social distancing and limiting risk for exposure to COVID-19.
At your patient’s request, you can send a valid prescription to the AllianceRx Walgreens
Prime mail service (at the link provided above). To learn more, call AllianceRx Walgreens
at 1-800-345-1985.

THANK YOU!
IEHP thanks you for your timely response to our
requests for information in regard to Member
grievances. When we are able to get the
information quickly, we can ensure our
Members are getting the care and
services they need when they need it.
This improves their experience and overall
satisfaction with IEHP and our Providers.
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The impact of COVID-19 can be overwhelming for Providers. During
this challenging time, it’s important that you take steps to deal with stress
before it affects your personal health. Stress is caused by the perception
of threat. That perception results in a cascade of catecholamines which
creates preventable health events, diminishes critical thinking, forges a
lost sense of personal agency, and potentiates a host of bad coping habits.
Resilience is largely a biochemical state, enhanced by higher levels of
serotonin, dopamine and oxytocin. The key to building your resilience is
strengthening these protectors. Two cultivated strengths are critical:

Karen Gaio
Hansberger, MD
Chief Medical Officer

1. Our mental state. Review the stories that we tell ourselves about how
life/work is, what it means, and what is possible.
2. Our connections. Be intentional to connect to people, especially
people that support us or make us laugh.
Also, remember the fundamentals: Healthy food, adequate sleep and
exercise. On behalf of IEHP, thank you for everything you are doing to
take care of our Members. As important members of our family, we ask
that you take care of you too.

IEHP Membership
As of September 2020
Medi-Cal.............................................................. 1,293,931
IEHP DualChoice Cal MediConnect Plan............29,732
Total.................................................................... 1,323,663
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Questions?

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