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What’s wrong with this picture?
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Agenda:

• The Tool
• Training
• Conducting Site Reviews
• Getting the Word Out
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The Tool

• collaborative effort among L.A. Care, 
IEHP, HealthNet and CDHP (DCHS 
requires collaboration, to streamline)

• 55 questions – exceeds DHCS tool
• plans divide up shared sites, exchange 

data monthly, meet quarterly
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The tool is currently used by: 
(in Los Angeles County)

• L.A. Care Health Plan
• Anthem Blue Cross
• Care 1st Health Plan
• CHP (Community Health Plan, L.A. County)
• HealthNet
• Molina Healthcare
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Any reluctance from plans? Yes initially, including us, but quickly came ‘round



PRESENTATION TITLE HERE-access this text box via: View/Master/Slide Master |

Training

• nurses received eight hours of on-site 
training (including experiential)

• learned how to use tape measures, fish 
hooks, flashlights

• nurses were receptive and understood 
benefit to members: "it's good information 
for us and for the providers“

• buddy up for first few reviews
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Conducting the Site Reviews

• adds ~ one hour to regular site review 
• (which can run 6-8 hours)
• tablet PC transmits results wirelessly to L.A. 

Care, populates database
• took ~ six months to design 
information system and ~ three months to put 

results online for public
• reviews conducted every three years
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if no major renovations just check to see if now have exam equipment
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Conducting site reviews: 
provider feedback

• little resistance from providers especially 
since no corrective action plan (CAP)

• entire FSR is an educational session
• after audit, providers receive formal letter 

of findings
• Why no CAP?
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not worried about liability or adverse selection

-if nurses see a deficiency, they point it out to docs

NO CAP: Wanted to get in the door, make this a standard part of FSR, might have been difficult if it came with sanctions

Many providers offices pre-ADA, would be undue burden to renovate
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Site review results as of 
March, 2010:

# of SPD 
Audits

# of 
Compliant 

audits
Compliance 

Rate %Rating Rating Description

P Parking 1580 963 61%

B
Walkway & Access to 
Building 1580 785 50%

R Restroom 1580 1257 80%

W Reception/ Waiting Area 1580 1445 91%

E Exam Room 1580 1347 85%

T
Height Adjustable Exam 
Table & Accessible Scale 1580 53 3%
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Getting the word out: Member 
Services

• Train call center reps regularly (on all 
disability-related issues)

• Reps have access to entire database of 
detailed results
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Member Services can see detail on each of the 55 
questions in the FSR tool

Criteria No. Critical 
element Evaluation Criteria Reviewer Guidelines Access Indicator Reviewer Comments

50 Y Exam and treatment rooms located on accessible 
route. 

Evaluate pathway to 
exam/treatment rooms for 
obstacles, turns or angles that 
would prevent a 
wheelchair/walker user from 
entering and using the 
exam/treatment room. 

N 

Hallway outside laboratory is lined with chairs and clients, 
main pathway to exam rooms has scale, 2 desks and chairs for 
pt. intake on right hand side of hallway, on left hand side is a 
line for check-out. 

51 Y Doors to exam and treatment rooms are greater 
than or equal to 32" clear opening width. 

Wheelchair user should be able 
to close the door after entering 
the exam room. 

N Most rooms are 29 inches opening. 

52 N Door hardware does not require grasping, twisting, 
etc. 

Controls and operating 
mechanisms shall be operable 
with one hand and shall not 
require tight grasping, pinching, 
or twisting of the wrist (closed 
fist). 

N Requires grasping. 
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Getting the word out: 
Provider Directory

L.A. Care’s Provider Directory includes 
site access information. The directory’s 
introduction (in ten languages) explains 
the coding system used throughout.
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Each provider’s listing in the directory 
shows that site’s access rating:

The Provider Directory footer explains 
the accessibility codes:
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Getting the word out: L.A. Care’s website
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Choose a program, and click on Find a Physician
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The search returns a list and map of doctors’ 
offices that meet the criteria.
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What did we do about it?
L.A. Care Community Benefit Program:

• Provided accessible equipment at 83 sites 
representing 61% of safety net clinics in Los Angeles 
County, and impacting approximately 225,000 persons 
with disabilities.

• Also funded modifications but was complicated to 
manage

• Every clinic got on-site accessibility consult and 
mandatory training

• Providers surveyed report high levels of satisfaction 
and believe equipment reduces workforce  injury and 
increases patient safety.
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Accessible exam equipment
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Next steps:

• Consider expanding to additional safety- 
net clinics

• Explore how to get equipment into private 
practice doctors’ office
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Questions?
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