Beneficiary Enrollment and Notifications: Duals Demonstration Stakeholder Work Group

Meeting #6: Enrollment Materials and Notification Timeline

Thursday, June 21, 2012 

This meeting focused on providing an overview of enrollment materials, notification timeline, and outreach strategies for the duals demonstration. Beneficiaries also had an opportunity to share their thoughts on the work group experience.
This is one of seven stakeholder work groups organized by California’s Department of Health Care Services (DHCS) to gain input on the dual eligibles demonstration. Background information on the work groups and all materials can be found at www.CalDuals.org.  

Key issues raised:

·   
Work group members are encouraged to send feedback and suggestions to info@calduals.org commenting on any of the documents that have been shared during the work group process. 
· Notification letters are going to be very specific and tailored to minimize beneficiary confusion. Ideally, notifications will be targeted to different populations of beneficiaries, so no one will receive a notification that doesn’t apply to them.

·   Once the beneficiary notifications are drafted, another work group meeting will be held so that participants can provide feedback on the documents. 

·   The intent is that DHCS will take responsibility for implementing outreach efforts, but the execution of operations may be handled by outside contractors. Implementation of outreach activities is going to be a coordinated effort. 
Minutes and Feedback Received in the Last Meeting

Led by Dan McCord, Chief, Health Care Options, DHCS
Some of the issues raised during the last work group meeting include the following: health plans need access to marketing rules and guidelines, the benefit package needs to contain more detail, improvements in transparency are needed, and a suggestion was made for DHCS to fund an independent ombudsman program. 

Download a full summary of meeting #5 here: http://calduals.org/wp-content/uploads/2012/06/Bene5MeetingNotes_FINAL.doc. 
Work Group Goals and Deliverables

Led by Peter Harbage, Harbage Consulting, and Kevin Prindiville, Deputy Director, National Senior Citizens Law Center
The purpose of these work group meetings was to facilitate a conversation about issues related to beneficiary protections. The leadership of this work group felt that efforts were successful in helping DHCS think through all the different levels of information relevant to the duals demonstration, and finding the most effective way of communicating this information. 
In terms of beneficiary enrollment, the comments made during this work group led to the development of the enrollment flow-chart, outlining different duals populations and how information will be distributed to them under the demonstration. Beneficiary notifications are still being drafted, but once they are ready, DHCS will hold additional work group meetings to get feedback on the draft notifications before they are finalized and sent out. 
This work group also had meaningful conversations around appeals and grievances, discussing protections that currently exist, and how these existing protections can be merged. As the duals demonstration moves forward, it is going to be important to think about how Medicare and Medicaid protections can be merged. DHCS has brought up many of the questions raised during this work group process to the Centers of Medicare and Medicaid Services (CMS) for additional discussion. In future work group meetings, updates will be provided on the development of a proposed merged system. 
Presentation of Draft Enrollment Noticing Process

Led by Dan McCord
Download the California Duals Demonstration Notification Strategies Draft Planning Document here: http://calduals.org/wp-content/uploads/2012/06/Duals-Notification-Types-and-Timelines-062012_950pm.doc. Participants are encouraged to send feedback and suggestions about this document to info@calduals.org. Please email your comments as soon as possible so they can be considered and incorporated into the document.  
There are three main sections to be aware of in this document. The first section covers general enrollment, the second section covers definitions relevant to the duals demonstration, and the third section outlines different duals populations and the types of notifications that will be mailed to them. 

Questions

During the question and comment period, the following points were made:
· Turn in dates need to be more standardized and less confusing. During the SPD population transfer, there was lots of beneficiary confusion because notifications were not detailed enough. 

· To further minimize confusion, a schedule should be created and posted on a website so that this information can be easily accessed.

· If a beneficiary opts-out of the demonstration, they will get a confirmation letter.

· Medicare Advantage beneficiaries are not subject to passive enrollment.
· Notification letters are going to be very specific and tailored to minimize beneficiary confusion. Ideally, notifications will be targeted to different populations of beneficiaries, so no one will receive a notification that doesn’t apply to them.

· Beneficiaries will have the opportunity to request more information/be contacted and screened for PACE eligibility. 

· Beneficiaries will also have the option of enrolling in a health plan or opting-out of the demonstration by phone. 

· A suggestion was made to put a braille stamp on notifications mailed to visually impaired beneficiaries. 

· Medical exemptions will not be needed for the purpose of this demonstration.
Draft Outreach Statement of Work

Led by Peter Harbage
Download the Notification & Enrollment Outreach Plan here: http://calduals.org/wp-content/uploads/2012/06/Duals-Outreach-Plan-062012.doc. 

This document contains outreach strategies that are targeted at beneficiaries and providers. There is lots of overlap between the suggested beneficiary and provider outreach efforts, so the last page of the document includes outreach efforts that could target both consumers and providers. As we move forward in the demonstration, more outreach and education responsibilities will be handed down to the county level.

Questions

During the question and comment period, the following points were made:
· Independent living centers, hospitals, community clinics and county offices are good venues to do outreach to beneficiaries and providers. 
· IHSS providers and caseworkers can also assist in beneficiary outreach efforts. 

· DHCS is currently working on creating a 24/7 call line to answer questions and address issues specific to the duals demonstration.

· A 24/7 ombudsman service will likely not be provided through DHCS. However, most health plans have call centers that members will be able to direct problems to. 
· Beneficiaries need to be aware of their rights and benefits, and there should be systems in place to ensure that needs are addressed in instances when something may fill through the cracks. 

· The intent is that DHCS will take responsibility for implementing outreach efforts, but the execution of operations may be handled by outside contractors. Implementation of outreach activities is going to be a coordinated effort. 
Consumer Reflections on the Work Group

Moderators: Peter Harbage & Kevin Prindiville

Lead Speaker: Ben Rockwell, Los Angeles Consumer

Consumers shared personal stories about troubles they have had navigating the healthcare system and building trusted relationships with providers that understand their needs. Consumers who participated in the meeting voiced concerns that they are fearful that the duals demonstration will disrupt these trusted relationships. 

Representatives from the duals population have brought up a number of valid concerns during past work group meetings. DHCS asked questions to get more clarification on consumer concerns. Until more concrete information is available, the duals population will continue to have questions and concerns about the demonstration. 
Wrap up and Next Steps
Visit www.CalDuals.org to stay informed about the Duals Demonstration and stakeholder engagement efforts.
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