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Santa Cruz County:
Central California Alliance for Health - Big Basin Conference Room
1600 Green Hills Road, Suite 101, Scotts Valley, CA
Monterey County:
Central California Alliance for Health - Board Room
050 East Blanco Road, Suite 101, Salinas, CA
Merced County:
Central California Alliance for Health - Board Room
530 West 16th Street, Suite B, Merced, CA
1. Call to Order by Chairperson Beleutz. 10:00 a.m.
A. Roll call
B. Establish quorum
C. Supplements and deletions to the agenda
2. Oral Communications. 10:05 a.m.

A. Members of the public may address the Advisory Group on items not
listed on today's agenda, up to a maximum of 5 minutes per person,
with oral communications time not to exceed 20 minutes in total.

B. If any member of the public wishes to address the Advisory Group on
any item that is listed on today's agenda, they may do so when that
item is called. Speakers are limited to five minutes per item.

3. Comments and Announcements by Advisory Group members.
A. Advisory Group members may provide comments and
announcements.

4. Comments and Announcements by Plan Staff.
A. Plan staff may provide comments and announcements.

Consent Agenda Items: 10:10 a.m.
5. Approve Member Services Advisory Group minutes of August 12, 2021.

6. Approve Member Services Advisory Group minutes of November 4, 2021.

7. Approve Member Services Advisory Group minutes of May 11, 2022.

WEX HEALTHY PEOPLE. HEALTHY COMMUNITIES.
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8. Approve Member Services Advisory Group minutes of August 11, 2022.
9. Approve Member Services Advisory Group minutes of November 10, 2022.
10. Approve Member Services Advisory Group minutes of February 9, 2023.
11. Accept Plan Staff Reports:

A. Current Enrollment

B. Current Call Statistics Report

C. Member Appeals and Grievance Report

D. Community Engagement Report

Regular Agenda Items: 10:15 a.m.

12. Annual Election of Officers of the Advisory Group 10:15 - 10:20 a.m.
Action: Board will nominate and elect Chairperson and Vice Chairperson.

13. Healthy Start 10:20 - 10:40 a.m.
Inform and Feedback: Veronica Lozano, Quality Improvement Program
Advisor Il, will provide an overview and solicit feedback on new incentives
and media campaign efforts.

14. Redetermination Updates 10:40 - 11 a.m.
Inform and Feedback: Veronica Olivarria, Member Services Supervisor, will
provide redetermination updates and solicit feedback and ideas.

15. Doula Services and Community Health Worker (CHW) Services Benefit
11: - 11:20 a.m.
Inform: Jessie Dybdahl, Provider Services Director, will provide an overview of
Doula Services and Community Health Worker (CHW) Services Benefits.

16. Urgent Care Options Discussion 11:20 - 11:30 a.m.
Inform and Feedback: Jessie Dybdahl, Provider Services Director, will facilitate
a discussion surrounding urgent care options for members.

17. Adjourn

WEX HEALTHY PEOPLE. HEALTHY COMMUNITIES.



MEMBER SERVICES ADVISORY GROUP

(¢}
2, 4 7(
- < SN\ &
Meeting Agenda % m 2
E z
3 &

Thursday, May 11, 2023

10:00 - 11:30 am. 0 %
R gEAVS

The next meeting of the Member Services Advisory Group, after this May 11, 2023
meeting:
e Santa Cruz - Monterey - Merced

Thursday, August 10, 2023 10 - 11:30 am.
Locations: Videoconference from Alliance Offices in Scotts Valley, Salinas, and

Merced

Members of the public interested in attending should call the Alliance at
800-700-3874 to verify meeting dates and locations prior to the meetings.

The complete agenda packet is available for review at Alliance offices, and on the
Alliance website at https.//thealliance health/tag/msaqg/. The Committee complies
with the Americans with Disabilities Act (ADA). Individuals who need special assistance
or a disability-related accommodation to participate in this meeting should contact the
Alliance at least 72 hours prior to the meeting at MSAG@ccah-alliance.org or 800-700-
3874. Committee meeting locations in Salinas and Merced are directly accessible by

bus.

WEX HEALTHY PEOPLE. HEALTHY COMMUNITIES.
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Enrolilment Report

Program:

Year:
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Membership Totals by County and Program, % Change Month-over-Month and % Change Year-over-Year
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* 82,050
77,740 0.6%
5.5%
Program County
Q SANTA CRUZ
Members-->
[0 MONTEREY Monthly —>
+ MERCED Yearly -->
May 2022 July 2022 September 2022 November 2022 January 2023 March 2023 May 2023
Program.. ProgramCo.. | May 2022| Jun 2022 Jul 2022 Aug 2022| Sep2022| Oct2022| Nov2022| Dec2022| Jan2023| Feb2023| Mar2023| Apr2023|( May 2023
Medi-Cal | SANTA CRUZ 77,740 77,822 78,040 78,443 78,703 79,237 79,945 80,171 80,822 81,039 81,170 81,579 82,050
MONTEREY 179,823 180,924 182,085 182,726 183,672 184,453 185,243 185,941 187,589 188,596 189,519 191,002 192,222
MERCED 144,961 145,549 146,360 146,929 148,104 148,855 149,666 150,085 151,081 151,449 151,732 152,797 154,016
IHSS MONTEREY 650 657 654 660 658 654 656 654 652 651 646 648 655
Total Members 403,174 404,952 407,139 408,758 411,137 413,199 415,510 416,851 420,144 421,735 423,067 426,026 428,943




m Central California Alliance for Health
Member Services Telephone Statistics - 2023/2022
Member Services Call Volume
Per Thousand Members Per Year (PTMY)
April 2023
MS Queue Calls: 11,221
VAN
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PTMY |354 X
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Jan Feb Mar Apr May Jun July Aug Sep Oct Nov  Dec
Jan Feb Mar Apr May Jun July Aug Sep Oct Nov Dec
Call Volume 14,408| 12,066 13,326 13,246 13,020 15738| 17,169 16,713 11,461| 10,788 12,254] 11562
Rate PTMY 444 371 408 402 388 467 507 487 335 314 352 333
Call Volume 12,401] 12,549| 15,205| 11,221
Rate PTMY 354 357 431 316
e 2029 2023 Member Services Speed to Answer
AQL 80% of Monthly Administrative Quality Indicator (AQI)
answered Calls Answered within 30 seconds of entering the ACD
seconds
87% 87%
I§4% n
=gy Percentage of / A
2022 Member N
Services calls
answered 77%
within 30
seconds
=== Percentage of
2023 Member
Services calls
answered Z
within 30
seconds
April 2023
Score =87%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
AQI 80% 80% | 80% | 80% | 80% [ 80% | 80% 80% 80% 80% 80% 80%
Actual 2022 34% 31% 32% 37% 32% 16% 13% 31% 64% 80% 42% 45%
Actual 2023 84% 87% | 77% | 87%




Member Appeals and Grievance Report

Q4, 2022
Q4 2022 Appeals and Grievances: 1,108" including Beacon D in Control
[ Not in Control
Appeals: 3% [73% in favor of Plan; 27% in favor of Member]
Efgmpt: 45% A lower rate demonstrates a good or positive result when compared to Upper Control Limits (UCL) and Lower
Grievances: 45% Control Limits (LCL). Control limits represent three (3) standard deviations from mean or average performance.
Other: 7% [Inquiries, SFHI
Category Figures :
Driver Punctuality: 35% Appeal and Grievance Rate PKPM
Quality of Care: 14%
Access: 12% 3 . 50 7]
Billing: 8%
Provider/Staff Attitude: 8% 300 |\ __ __ _Goob
Transportation Scheduling: 2%
Vehicle: 2% 250 N
Other: 190% 200 — -DHCS Q3 2022
Analysis and Trends ) —=w= JCL
% Ahigh percentage of grievances involved transportation 1 50 -
issues for late, missed rides and quality of service issues. ) —m— Result
% Access issues regarding provider availability in MRY 1 00 -
Highest Grievances Filed by County ' ———Mean
1. Merced: 46% 0 50 |
2. Monterey: 33% ) == | CL
. :21% -aeh e a C e G E) E) ED ED ED ED ED ED ED GED GD G GD G G G ©
3 Santa Cruz 0 00 T T T T T T T T T T T 1
Behavioral Health Beacon Grievances: VLSSV (1, VXVl ab SV SV
% Member Grievances: 26 09/ (\"1/ ‘L{b‘LQ‘L*‘L q’ (], Q(]/ Qq’ Q,A‘], (1/
% Monterey: 11 (4] > 2 0 5 N 0 O O
% Santa Cruz: 10 O 5 @ ¥ @ 3 ?‘ é
% Merced: 5
IHSS Summary:
% Member Grievances: 4
Jan Feb Mar Apr May Jun July Aug Sep Oct Nov Dec
2021 Enrollment 367,138 369,438 371,533 373,656 376,321 377,793 379,441 380,961 383,084 384,861 386,526 387,632
A&G Issues 145 170 269 222 195 206 173 197 167 184 172 173
Rate PKPM* 0.39 0.46 0.72 0.59 0.52 0.55 0.46 0.52 0.44 0.48 0.45 0.44
2022 Enrollment 390,305 391,467 393,347 395,740 403,178 404,957 407,146 408,753 411,122 413,178 415,498 416,798
A&G Issues 150 132 174 301 302 286 318 824 549 441 359 282
Rate PKPM* 0.38 0.34 0.44 0.76 0.75 0.71 0.78 2.02 1.34 1.07 0.86 0.68

‘Grievances Per 1,000 Member Month

SCMMMMCC Meeting Packet | February 23, 2023 | Page 14E-01 Back to Agenda
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Your Health Matters

Your Health Matters (YHM) is the outreach program of Central California Alliance for
Health (the Alliance). This volunteer program is made up of Alliance employees who
are interested in making a difference in the lives of our members and the
communities we serve.

This program informs and educates our members, communities and the public
about Alliance services. We also share resources based on member needs and
accessibility.

Some of the things we do include:

e Providing resources and handouts at community events.

e Sharing health guidelines and information from the state, county and local
agencies directly to members. This includes COVID-19-related information.

e Making calls to members during emergencies and natural disasters to ensure
their safety and awareness of available resources.

Members and potential members: Contact us for a list of places that we are
scheduled to attend.

Community Partners: If there is a community event where you think our outreach
program'’s presence would be helpful, contact us!

How to contact us:

Email ListOutreachGatekeeper@ccah-alliance.org and a YHM staff member will
respond to you within two business days.

1600 Green Hills Road, Ste. 101 950 East Blanco Road, Ste. 101 530 West 16th Street, Ste. B
Scotts Valley, CA 95066-4981 Salinas, CA 93901-4487 Merced, CA 95340-4710
831-430-5500 831-755-6000 209-381-5300

HEALTHY PEOPLE. HEALTHY COMMUNITIES.

www.thealliance.health
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Recent Community Events
Attended as of April 30, 2023

February 2023 - April 2023

Merced County 8 events
Monterey County g events
Santa Cruz County 3 events
Total 20 events

Here are a few of the events we attended:
Merced County

e Week of the Young Child, Merced
e Week of the Young Child, Los Banos
e Given Elementary School-based Vaccine Clinic

Monterey County

e FEarth Day Festival
e Salinas City Elementary School District Community Resource Fair

Santa Cruz County

e Kids Day
e El Mercado Farmers Market

1600 Green Hills Road, Ste. 101 050 East Blanco Road, Ste. 101 530 West 16th Street, Ste. B
Scotts Valley, CA 95066-4981 Salinas, CA 93901-4487 Merced, CA 95340-4710
831-430-5500 831-755-6000 209-381-5300

HEALTHY PEOPLE. HEALTHY COMMUNITIES.

www.thealliance.health
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Upcoming Community Events
Planned as of April 30, 2023

May 2023
Merced County 5 events
Monterey County 4 event
Santa Cruz County 2 events
Total 12 events

Here are a few of the events we will be attending:

Merced County
Family Day in Santa Nella
e When: Saturday, May 13, 2023 from 10 am. to 2 p.m.
e \Where: Santa Nella Food Center 13193 CA-33 Santa Nella, CA 95322
e Fun day of celebrating Mental Health Awareness Month in Santa Nella with
free games for kids to play, free kids books, arts and crafts, veteran support
information, and many booths with free information.

Family Health and Wellness Resource Day - Merced County Office of Eduation
¢ \Xhen: Monday, May 22, 2023 from 8 am. to 4 p.m.
e \Xhere: 1715 Canal Street in the Mondo Room (1st Floor) Merced, CA, 95340
e MCOE Head Start is an early care and education program that provides
services to low-income children ages 0-5 years and their families.

Monterey County
Alisal Family Walking Group Festival
e When: Saturday, May 20, 2023 from 1 p.m. to 3 p.m.
e \WWhere: Closter Park
e A family walking group is a place for community organizations to share their
resources available to Salinas - East Alisal families, while giving families the
space to walk together and celebrate their community. It will be festive, with
music, games, prizes, and so much more!

7" Annual CET Job & Resource Fair
e \When: Tuesday, May 23, 2023 from 11 am. to 1:30 p.m.
e \Where: 24 E. Alvin Dr. Salinas, CA

1600 Green Hills Road, Ste. 101 050 East Blanco Road, Ste. 101 530 West 16th Street, Ste. B
Scotts Valley, CA 95066-4981 Salinas, CA 93901-4487 Merced, CA 95340-4710
831-430-5500 831-755-6000 209-381-5300

HEALTHY PEOPLE. HEALTHY COMMUNITIES.
www.thealliance.health
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CCAH New Health Rewards for 2023 — Healthy Start

Veronica Lozano, MBA, CHES
Quality Improvement Program Advisor Il

May 11, 2023

AGENDA:

New Health Rewards Overview
Eligibility

Healthy Start Media Campaign
Feedback

Resources

Questions

ok wh =~

CCAH New Health
Rewards for 2023 -
Healthy Start
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Health Rewards - Effective April 1, 2023

Infant Vaccines
Birth - 2 years

« Complete recommended vaccines by 2"
birthday.

« Member will qualify for a $100 Target gift
card.

Health Rewards - Effective April 1, 2023

Adolescent Vaccines

9 — 13 years

+ Complete recommended teen
vaccines by 13t birthday.

+ Complete 1 well care visit in the
previous 12 months.

« Member will qualify for a $50 Target
gift card.
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Health Rewards - Effective April 1, 2023

Well-Child Visits

Birth — 15 months

+ Complete 6 or more well-child visits by 15
months.

* 2-5days, 1 month, 2 months, 4
months, 6 months, 9 months, 12
months, and 15 months

« Member will qualify for a $50 Target gift
card.

Well-Child Visits
15 - 30 months
« Complete 2 well-child visits by 30 months of
age.
+ 18 months, 24 months, and 30 months
«  Member will qualify for a $25 Target gift

card. 5

Health Rewards - Effective April 1, 2023

Well Care Visits

Ages 18-21 years old

+ Complete 1 well care visit April 15t —
December 31st 2023.

*  Member will qualify for a $25 Target
gift card.
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Health Rewards- Eligibility

Meet each health reward requirements.

Must be an Alliance member at the time of service and when
becoming eligible for the reward.

Members with other health insurance, besides Medi-Cal, are not
eligible for these rewards.

Gift cards are mailed to address of record.

Healthy Start Media Campaign

Media Types:

Flyers (all languages)

Website (all languages)
Member Bulletin (all languages)
Paid media:

English & Spanish (launches 5/8 for 8 weeks):
— Mobile ads

— Bus ads — interior and exterior

— Facebook ads
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Health Rewards -

Healthy Start rewards are for
members who have the Alliance

as their only health care coverage.

Those with other health coverage
are not eligible.

Questions? Call the Alliance
Health Education Line at
800-700-3874, ext. 5580

HEALTHY PEOPLE

HEALTHY COMMUNITIES

Healthy Start Flyer

Healthy Start

Whatis

$50gift card

for your $28 gife card

family’s health care.

Members ages 0-21
Iife

$100gift card

HEALTHY START
ROGRAM REWARDS

What do | have to do
to get the reward?

Your child must have
6 checkups with their
doctor on ot before

Your child must have
2 checkups with their
doctor on of before

turning 30 months,

Your child must have
gotten all needed
vaccines from

their doctor by their 2nd
bithdate

Members must complete.
1 checkup with their
doctor within 12

months and have gotten

all needed vaccines from

13year-olds 450 gift card
For more ink
- For | Formation, visit birthdate.
oruseyowrsmartphoneto e sesaise
scan the QR code below:
Ages 1821 years 525 gift card

How it works

(". @ mamie i requived. the reward.
w + You will get mail 4-8 weeks q
. e

their doctor by their 13th

Members must have 1
checkup with their doctor
between April 1 and
December 31, 2023.

actions.
you your gift card!

HEALTHY PEOPLE. HEALTHY COMMUNITIES.
www thealliance health

Health Rewards Brochure - Preview

Questions? Call the Alliance Health Education Line at 800-
7003874, ext. 5580, Iy L
o the ¥ o
29 (TTY: Dial 711).
information about all Alliance rewards:

Ok,

Here ore the ways that you can earn a rewsrd for you and your fomily:

& What do | have to

-
KA vty
Members ages 0-21 can get

Ith Rewards Vour child must have & checkups with
S50 TRr9at. theiedoctoron orbefore tuning 15
o months.
$25 Target
gittcard

$100  Your child must ha
Targetgift 2l needed vaccines
ard  bytheis 2nd biethd

Members must complete | checkup.
with their doctor within 12 months

Vpeacoids SIITMIR 31 have gotten ol needed vaccines
AN (o theiedoctor by thew 13th
bithdate
Members must have 1 checkup with
Ages 1821 SISTMBR 1y 4o between Apel 1 and
s A embe 31, 2023
See your doctor within the st 13
Preguant  $30Taegat Ll pregnantor 6 weeks
people | gMtcard ) ining the Allance
Health Rewards Program B o $25Targat See your doctor 11012 weeks after
wards you and your ’:‘m;! giftcard  havinga baby.
1 your health
We bave remands or et Targetgitt .
Ages Complete the 10-week Heal
<onditions, adopting he 2Ne  adferup L Proaram
s 5100
Target gift " Living
B
0525
$50Target
Collhe Nurse Advice Line f you have
members  SMECHN L questions !
rafie

rewarded!

Get Target gt cands totaling up

10 $250 by making sure your child

15 up to date with vaccines and
2.

attending. If you complete the

your chid willlsc be.
entered into a raffle for a chance
towin abike.

n Healthier Living

Program

® .. S manage your chronic condition,
o I . e the Helthier Living Program
Healthy Bables Program  is for you. Attend the
e re e e i 1o receive the tools
baby? With the HealthyMoms £ help you be healthy. You can
g Jou receivea Target g
can learn how you and yourbaby 350 for attending.
€an stay healthy. You can absa get ) Murse Advica ine
» reward for seeing your doctor. t =
in the .
frst 13 weeks of being pregnant 1
Allance Nurse isa
06 weeks.ofjoining the Allance,
Yol be entered o arafle for 9004 place tostart. A registered
your
. Lt Questions and give you advice
on care options. You can call the
When you see yourdoctor 11012 line 24 hours a day, 7 diys » weekd
weeks g2 baby, you will
receive a §25 intoa rafle for
Healthy Welght $50 Target gt canc.
for Life Program $44.971-8907 (TTV: Dial 711}
Iyour chid is between the ages
of 210 18.and you want to help
them reach  heaithy weight,
then the Healthy Weight for
Life program can help. Attend.a
10-weekworkshop to learn the
tools you need to help your child

be healthy. You can receive &

10

10
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Health Rewards Webpages

e

A A
o » o kB g
Hethandweness %5, Healthy Start
AT
P———

Who ath rewwa fr®

L)

Get rewards for your family's beslth care.

e i e x  r retees wenn e

A 4 e oy Pt e coveage Those wn
bt coversge we el gt

N et et -

850 Target gt card

Health and Weliness “_Health Rewards Program

Masth Rewards Program
Weiknass Rescurces o

Important information about all Alliance rewards

Reward amount
.w
Hoalthy Start i
R mors
Reward amount
° e s
Hoalthy Moms and
Houlthy Bobs
Rt more

11

Healthy Start Media Campaign

Mobile Ads

°

Healthy Start

s

for your
family’s health care.

i

Earn gift cards*
by making sure

your child is up

Learn more

*Restrictions apply.

AR

Comisnze Saludable

por el
cuidado de salud de su familia.
Gane tarjetas

de regalo*
al asegurarse

dia con
cunas y

A
Aprenda mas

*Se aplican restricciones.

11
Bus Ads
Exterior
for your
family’s health care.
Earn gift cards® by n
e
12

12
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Health Rewards Promotion

Other Promotion Activities:
Member monthly mailings
New Member Packet
Community Events — Your Health Matters outreach
Presentations
— Internal Departments
— Community Based Organizations
— Providers

13

13

Health Rewards- Feedback

« What other forms of communication would be
best to use to get information out to members?

« Currently our rewards are Target Gift Cards, are
there any other types of rewards that could
motivate members?

14

14
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Health Rewards- Resources

For more information:
* Members can call:
The Alliance Health Education Line:
800-700-3874, ext. 5580
» https://thealliance.health/for-members/health-and-wellness-rewards/

* https://thealliance.health/for-members/health-and-wellness-
rewards/healthy-start/

» Healthy Start Flyers are available in English, Spanish, and Hmong
+ Health Rewards Brochure is being updated (available in late May).

15

15

Questions?

16

16
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Thank you!

Veronica Lozano, MBA, CHES

Quality Improvement Program Advisor Il
Office Number: (209) 381-7336
Email: vlozano@ccah-alliance.org

17

17
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Medi-Cal Redeterminations & the
Continuous Coverage Unwinding

Member Services Supervisor

COVID-19 Public Health Emergency

« On December 29, 2022, the Consolidated
Appropriations Act was enacted, which
included provisions affecting the continuous
coverage requirement.

« Continuous coverage would no longer be
linked to the COVID-19 PHE as of April 1, 2023.
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Continuous Coverage Unwinding

« Starting in April, members with a June renewal
date will start receiving redetermination

paperwork in the mail.

« Counties have 14 months to complete their

backlog of redeterminations.

 Members have ~90 days to submit paperwork.

Member Awareness Activities

®m Member Outreach Materials
+ DHCS Toolkit

Alliance Website Updates

@ Call Center Phone Tree
+ Waiting message

= County Partnership

« Member contact information
exchange

7 Member Texting Campaign
+ Contract with a text messaging vendor

2

Update your

Medi-Cal! f# ‘
11«‘ -

—

Have you moved? Did you
get Medi-Cal coverage
during the pandemic? o .
You will need to update your E E
county office with any changes
to your information.

HEALTHY PEOPLE. HEALTHY COMMUNITIES.
www thealliance. health .
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Your Thoughts & Ideas

* Your thoughts on the Alliance’'s Member
Awareness Activities

* Your ideas for additional activities for the
Alliance to consider

Questions?
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Community Health Workers,
Doulas, and Urgent Care Services

Jessie Dybdahl, Provider Services
Director

Community Health Workers
Med-Cal Benefit Effective 7/1/22
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CHW Services Definition

Preventive health services to prevent disease
and disability.

To prevent other health conditions or their
progression.

To prolong life.
To promote physical and mental health.

CHW Covered Services

Health Education

Health Navigation

Screening & Assessments
Individual Support or Advocacy
Violence Prevention Services
Asthma Preventative Services
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CHW Certificate Pathways

1. CHW Certificate
2. Violence Prevention Certificate
3. Work Experience

@)
s
CHW Provider Roles
(  Enrolled Medi-Cal Provider -
Supervising Provider Can be a Community Based
Organization
Written )
Recommendation - Physician or Licensed Provider
Provider )
\_
(" )
Plan of Care + Licensed Provider - required
Provider - CHW
\. /,)
U
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Current Network Challenges

+ Billing Medi-Cal services is not familiar to
Community Based Organizations.

« Obtaining Member Eligibility it not a current
practice during CHW services.

Current Network Challenges - MSAG Feedback

« \Xhat recommendations does MSAG have for
getting CHW providers in the Alliance
network?

« What is the best way from a member
perspective to confirm member eligibility with
the Alliance?
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Doula Services

Medi-Cal Benefit Effective 1/1/2023

Provider Relations Team

Doula Definition

» Birth workers who provide health education,
advocacy, and physical, emotional, and non-medical

support for pregnant and postpartum persons before,
during, and after childbirth

» Doulas also offer various types of support, including

health navigation; lactation support; development of a
birth plan; and linkages to community-based
resources.

10
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Doula Covered Services

* One initial visit.
» Up to eight additional visits that may be provided in
any combination of prenatal and postpartum visits.

» Support during labor and delivery (including labor and

delivery resulting in a stillbirth), abortion or
miscarriage.

« Up to 2 extended three-hour postpartum visits after

the end of a pregnancy

11

11

Eligibility Criteria

+ Active CCAH Member
* Pregnant
* Pregnant in the last year and requesting Doula

services or benefit from services

12
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Doula Qualifications

Training Pathway Experience Pathway

Complete 16 hours in the following » Five years of active doula
areas experience in paid or volunteer
« Lactation support capacity

« Childbirth education + Attestation to skills in prenatal,

Foundations on anatomy of labor and postpartum.

pregnancy & childbirth

* Nonmedical comfort measures:
prenatal support and labor
support
Developed community
resources

Provide support at 3 or more
births

13

Current Network Challenges

« Billing Medi-Cal services is not familiar to
Doulas.

« Enrolling in Medi-Cal is a requirement and is
another unfamiliar area for doulas.
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Current Network Challenges - MSAG Feedback

 WWhat recommendations does MSAG have for

getting doula providers in the Alliance
network?

« Have any of you had a doula? If so, how did
you obtain the doula?

(@)
15 \(J@

15

Urgent Care Services

16

16
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Urgent Care Services - MSAG Feedback

« What's the best way for the Alliance to notity

members of the Urgent Care Benefit?

(@)
17 \69

17

Questions?

18

18
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Meeting Minutes

Thursday, August 12, 2021

Teleconference Meeting
(Pursuant to Governor Newsom'’s Executive Order N-29-20)

Members Present:
Alene Smith
Humberto Carrillo
John Beleutz
Margaret O'Shea
Michael Molesky

Members Absent:
Alexandra Heidelbach
Ashley Lynne Gregory
Candi Walker

Celeste Armijo

Debby Perez

Doris Drost

Elsa Quezada

Enid Donato

Ericka Peterson

Leo Demushkane
Linda Jenkins

Lupe Chavez

Martha Rubbo

Myisha Reed
Rebekah Capron

Rex Resa

Shebreh Kalantari-Johnson

Sylvia Wilson
Tamara McKee
Vivian Pittman

Consumer

Consumer

Health Projects Center
Consumer
Commissioner

Consumer

Consumer

Consumer

Monterey Department Social Services
Consumer

Consumer

Commissioner

Natividad Medical Center
Merced County Head Start
Consumer

Consumer

Consumer

Consumer

First 5 Merced County
Merced HSA

Consumer

Commissioner

Monterey County - CalHeers
HICAP - Alliance on Aging
Consumer
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MINUTES - MEMBER SERVICES ADVISORY GROUP August 12, 2021

Staff Present:

Jennifer Mockus Community Care Coordination Director
Kayla Zoliniak Administrative Specialist

Lee Xiong Grievance Supervisor

Maureen Wolff Communications Content Specialist
Ronita Margain Regional Operations Director

Sky Collins Web and Digital Media Developer
Yomayra Gomez Member Services Project Specialist

1.  Call to Order by Chairperson Beleutz.
Chair Beleutz called the meeting to order at 10:04 am.
No changes to the agenda were made.
Self-introductions were made.

2. Oral Communications.

Chair Beleutz opened the floor for any members of the public to address the Committee
on items listed in the agenda.

M. O'Shea inquired about the CommonSpirit contract renewal. R. Margain stated an
agreement was reached and Provider Services will follow-up for additional questions.

3. Comments and Announcements by Member Services Advisory Group Members.

Chair Beleutz opened the floor for Advisory Group members and Plan Staff to make
comments.

M. Molesky proposed mandates for dual eligible members and the SWOT survey
presented at the Board meeting as topics for the next Member Services Advisory Group
meeting.

R. Margain announced Luis Somoza is the new Alliance Member Services Director.

Consent Agenda Iltems:

4. Chair Beleutz opened the floor for approval of the Consent Agenda.

Action: All consent items approved.

Regular Agenda Items:

5. New Website User Feedback

Sky Collins, Web and Digital Media Developer, shared the Alliance's new website address,
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design, and features.

Advisory Group members expressed the new website address and design are more user
friendly than before.

6. Enhanced Care Management and In Lieu of Services Overview

Jennifer Mockus, Community Care Coordination Director, provided an overview of Enhanced
Care Management.

e Collaboration with local providers and organizations will begin soon and will expand
to include more community-based organizations and hospitals by the end of the year.
e The state provided strict eligibility criteria and the Alliance will identify the members.

Jennifer Mockus provided an overview of In Lieu of Services.

e Theinitial ILOS services to be implemented will be based on services currently being
provided through the Whole Person Care pilot: housing transition and navigation
services, housing deposits, and housing tenancy and sustaining services. Sobering
centers will be available in Monterey County.

¢ Medically tailored meals will continue to be available for members.

e The Alliance Board approved a recuperative care pilot which will be available to
members, although not as an in lieu of services program.

An Advisory Group member inquired about dental coverage for Medi-Cal/Medi-Care
members. J. Mockus stated the State of California recognizes this as an issue and is
evaluating potential changes.

Adjourn:

Chair Beleutz adjourned the meeting of August 12, 2021 at 10:56 a.m. to November 4, 2021 at 10
a.m. via teleconference unless otherwise noticed.

Respectfully submitted,

Kayla Zoliniak
Administrative Specialist
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Meeting Minutes

Thursday, November 4, 2021

Teleconference Meeting
(Pursuant to Governor Newsom'’s Executive Order N-29-20)

Members Present:
Humberto Carrillo
John Beleutz
Margaret O'Shea
Rebekah Capron
Celeste Armijo
Enid Donato
Tamara McKee

Members Absent:
Alene Smith
Alexandra Heidelbach
Ashley Lynne Gregory
Candi Walker

Debby Perez

Doris Drost

Elsa Quezada

Ericka Peterson

Leo Demushkane
Linda Jenkins

Lupe Chavez

Martha Rubbo
Michael Molesky
Myisha Reed

Rex Resa

Sylvia Wilson

Vivian Pittman

Consumer

Health Projects Center

Consumer

Merced HSA

Monterey Department Social Services
Natividad Medical Center

HICAP - Alliance on Aging

Consumer

Consumer

Consumer

Consumer

Consumer

Consumer

Commissioner

Merced County Head Start
Consumer

Consumer

Consumer

Consumer

Commissioner

First 5 Merced County
Consumer

Monterey County - CalHeers
Consumer
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MINUTES - MEMBER SERVICES ADVISORY GROUP November 4, 2021

Staff Present:

Deborah Pineda Quality and Health Programs Manager
Kayla Zoliniak Administrative Specialist

Jessie Newton Care Coordination Manager

Luis Somoza Member Services Director

Maureen Wolff Communications Content Specialist
Oscar Sanchez Quality Improvement Project Specialist
Ronita Margain Regional Operations Director

Yomayra Gomez Member Services Project Specialist

Call to Order by Chairperson Beleutz.

Chair Beleutz called the meeting to order at 10:.05 am.
No changes to the agenda were made.
Self-introductions were made.

Oral Communications.

Chair Beleutz opened the floor for any members of the public to address the Committee
on items listed in the agenda.

Chari Beleutz announced Health Projects Center is relaunching California Community
Transitions Program to assist individuals in Santa Cruz, Monterey, and San Benito counties
transition from skilled nursing facilities to home.

Comments and Announcements by Member Services Advisory Group Members.

Chair Beleutz opened the floor for Advisory Group members and Plan Staff to make
comments.

R. Margain announced Van Wong will be the new Alliance Chief Operating Officer.

Consent Agenda Items:

4.

Chair Beleutz opened the floor for approval of the Consent Agenda.

Action: Quorum was not met and no was action taken.

Advisory Group member inquired about a further breakdown of the “Other” category in the
Member Appeals and Grievance Report. L. Somoza will look into a further breakdown of
the category.

Advisory Group member inquired about Member Appeals and Grievance Report and Call

Statistics Report trends and corrective actions taken by the Alliance. L. Somoza will look
into this information.
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Regular Agenda Items:

5. VIP COVID-19 Vaccine Member Incentive

O. Sanchez, Quality Improvement Project Specialist, shared information about the
Alliance's COVID-19 vaccine member incentive.

Advisory Group members recommended publishing list of participating providers, mailers
to members, and partnering with community-based organizations to disseminate flyers.

6. Office Reopening

R. Margain, Regional Operations Director, shared the Alliance offices are scheduled to
reopen February 1, 2022. The next Member Services Advisory Group meeting is scheduled
to be held in person. Details will be announced when available.

7. Member Engagement Efforts Discussion

L. Somoza, Member Services Director and R. Margain, Regional Operations Director, shared
the Alliance is returning to in-person member engagement and inquired what member
engagement meant to Advisory Group members.

Advisory Group members recommended the Alliance continue attending in-person
outreach events and to meet members where they are such as schools, faith-based
organizations, and sport events

8. Proposed Dates for 2022

The proposed dates for 2022 will be submitted to the Santa Cruz-Monterey-Merced
Managed Medical Care Commission for approval.

e Thursday, February 10, 2022

e Thursday, May 12, 2022

e Thursday, August 11, 2022

e Thursday, November 10, 2022

Adjourn:

Chair Beleutz adjourned the meeting of November 4, 2021 at 10:47 am. to February 10, 2022 at
10 a.m. via videoconference from Alliance Offices in Scotts Valley, Salinas, and Merced unless
othernwise noticed.

Respectfully submitted,

Kayla Zoliniak
Administrative Specialist

Page 30f 3



MEMBER SERVICES ADVISORY GROUP

Members Present:
John Beleutz

Members Absent:

Meeting Minutes

Thursday, May 12, 2022

Health Projects Center

Alene Smith Consumer
Alexandra Heidelbach Consumer
Ashley Lynne Gregory Consumer
Candi Walker Consumer
Debby Perez Consumer
Doris Drost Consumer

Ericka Peterson

Merced County Head Start

Humberto Carrillo Consumer
Leo Demushkane Consumer
Linda Jenkins Consumer
Lupe Chavez Consumer
Margaret O'Shea Consumer
Martha Rubbo Consumer
Michael Molesky Commissioner
Rebekah Capron Merced HSA

Sylvia Wilson
Tamara McKee
Vivian Pittman

Staff Present:

Gisela Taboada

Hilary Gillette-Walch, RN
Jessie Newton, RN

Monterey County — CalHeers

HICAP - Alliance on Aging
Consumer

Member Services Call Center Manager
Quality and Population Health Manage
Continuum of Health Manager - Adult (RN)

Kayla Zoliniak Administrative Specialist
Luis Somoza Member Services Director
Maureen Wolff Communications Content Specialist

Sarah Sanders
Veronica Martinez

Grievance and Quality Manager
Member Services Operations Supervisor
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MINUTES - MEMBER SERVICES ADVISORY GROUP May 12, 2022

1. Call to Order by Chairperson Beleutz.
Chair Beleutz called the meeting to order at 10 am.
No changes to the agenda were made.
Self-introductions were made.

2. Oral Communications.

Chair Beleutz opened the floor for any members of the public to address the Committee on
items listed in the agenda.

3. Comments and Announcements by Member Services Advisory Group Members.
Chair Beleutz opened the floor for Advisory Group members to make comments.

4. Comments and Announcements by Plan Staff.
Chair Beleutz opened the floor for Plan Staff to make comments.
H. Gillette-Walch announced the Alliance is preparing the 2022 Population Health Needs
Assessment. Preliminary findings will be presented at the August 2022 MSAG meeting. The
2020 and 2021 reports are available on the Alliance website under community resources.

The Alliance will be working with a wide range of stakeholders to develop the next report
which will be published in 2025,

Consent Agenda Iltems:

5. Chair Beleutz opened the floor for approval of the Consent Agenda.
Action: Quorum was not met and no was action taken.

Regular Agenda ltems:

6. Annual Election of Officers of the Advisory Group
Action. Quorum was not met and no was action taken.

7. Member Support Updates
Gisela Taboada, Member Services Call Center Manager, provided an overview of and
solicited feedback on the types of support provided by Member Services.

Call center staff are sharing benefit information with members who call, regardless of the
original purpose of calling the Alliance.

Members receive the call center phone number in their new member packet, on their
Alliance ID card, and through materials provided at outreach events.

The Alliance is developing a post-call satisfaction survey. There will be a numerical response
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question and a voice memo option. Advisory Group chairperson enquired about how the
information will be analyzed and shared. Reports will be developed based on the numerical
response question.

Commissioner Edgcomb enquired about the ability to send text messages to members. The
Alliance has considered text messaging, however there are limitations including federal laws
and detail of information received from the state.

8. Member Grievance Overview
Sarah Sanders, Grievance and Quality Manager, provided an overview of the member
grievance system, trends, and issues.

An estimated 20% of appeals and 80% of grievances are overturned in favor of members.

Commissioner Edgcomb enquired about the actions the Alliance takes to address the high
number of grievances overturned in favor of members. Many of the grievances are not
substantiated. The Alliance provides education to members as needed, for example, a
member may be dissatisfied with Call the Car arriving 15 minutes before the appointment
time and the Alliance would educate the member that Call the Car may arrive up to 15
minutes early.

The Alliance provides an estimated 12,000 rides per month and fewer than 1% result in a
grievance.

9. Redetermination Tactics
Luis Somoza, Member Services Director, provided an overview of and solicited feedback on
redetermination tactics. The Alliance is exploring potential agreements with the county to
implement a text messaging campaign that would be allowed under federal law to inform
members of the redetermination process.

Adjourn:

Chair Beleutz adjourned the meeting of May 12, 2022 at 10:55 am. to August 11, 2022 at 10 am.
via videoconference from all three Alliance offices.

Respectfully submitted,

Kayla Zoliniak
Administrative Specialist

Page 30f 3



MEMBER SERVICES ADVISORY GROUP §mé

Meeting Minutes

Thursday, August 11, 2022

Members Present:

Alene Smith Consumer

Candi Walker Consumer

Ericka Peterson Merced County Head Start

Humberto Carrillo Consumer

John Beleutz Health Projects Center

Julie Edgcomb Commissioner

Michael Molesky Commissioner

Rebekah Capron Merced HSA

Yaneth Venegas Virgen Monterey County Department of Social Services

Members Absent:

Alexandra Heidelbach Consumer

Ashley Lynne Gregory Consumer

Debby Perez Consumer

Doris Drost Consumer

Leo Demushkane Consumer

Linda Jenkins Consumer

Lupe Chavez Consumer

Margaret O'Shea Consumer

Martha Rubbo Consumer

Sylvia Wilson Monterey County - CalHeers

Tamara McKee HICAP - Alliance on Aging

Vivian Pittman Consumer

Staff Present:

Gisela Taboada Member Services Call Center Manager
Hilary Gillette-Walch, RN Quality and Population Health Manage
Jennifer Mockus, RN Community Care Coordination Director
Jessica Finney Grant Program Manager

Jessie Newton, RN Continuum of Health Manager - Adult
Kathleen McCarthy Strategic Development Director

Kayla Zoliniak Administrative Specialist

Luis Somoza Member Services Director
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MINUTES - MEMBER SERVICES ADVISORY GROUP August 11, 2022

Mao Moua Quality and Health Programs Supervisor
Maureen Wolff Communications Content Specialist
Ronita Margain Community Engagement Director
Yomayra Gomez Member Services Project Specialist

Public Representatives Present:
Enid Donato Public Representative
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1. Call to Order by Chairperson Beleutz.
Chair Beleutz called the meeting to order at 10:10 am.
Roll call was taken.
No supplements or deletions were made to the agenda.
Self-introductions were made.

2. Oral Communications.

Chair Beleutz opened the floor for any members of the public to address the Committee on
items listed in the agenda.

Commissioner Edgcomb reported hearing about challenges accessing specialty and primary
care in Santa Cruz County.

3. Comments and Announcements by Member Services Advisory Group Members.
Chair Beleutz opened the floor for Advisory Group members to make comments.
Commissioner Molesky announced PEP will be holding an event on August 23 from 3 - 5
p.m. at 21340 East Cliff Drive, Santa Cruz, CA to provide power and manual wheelchair tune-
ups and minor repairs, skin assessments, and a scale for people in a wheelchair to weigh
themselves. Please call 831-457-7099 for more information.

4. Comments and Announcements by Plan Staff.

Chair Beleutz opened the floor for Plan Staff to make comments.

Consent Agenda Iltems:

5. Chair Beleutz opened the floor for approval of the Consent Agenda.
Action: Quorum was not met and no was action taken.

Regular Agenda ltems:

6. Annual Election of Officers of the Advisory Group
Action: Quorum was not met and no was action taken.

7. Medi-Cal Capacity Grant Program

8. Jessica Finney, Grant Program Manager, provided an overview of the Medi-Cal Capacity
Grant Program’s new funding goals and priorities. The new focus areas are access to care,
healthy beginnings, and healthy communities.

MSAG member shared they heard of a shortage of psychiatrists and therapists in California
and enquired if the program will assist. The Medi-Cal Capacity Grant Program will address
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provider network, provider capacity, and access to care.

MSAG member enquired if the funding will be sustained, and if so, how long funding would
be sustained for grants. The Medi-Cal Capacity Grant Program is looking to be sustained
through Board allocation with one-time grants with consideration for long-term programs.

9. Population Needs Assessment Findings
Hilary Gillette-Walch, Quality and Population Health Manager, and Mao Moua, Quality and
Health Programs Supervisor, provided an overview of the 2022 Population Needs
Assessment (PNA) Findings.

The survey will be conducted every three years with the next survey being in 2025.
The Alliance population has shifted to be a higher percentage of adults than children.

The data is from 2020 and shows the increase of COVID-19 and the decrease in preventative
care.

Departments across the Alliance are making efforts to improve the child and adolescent (3-
21 years) well-care visit rates.

New Alliance members receive a call to share information about benefits and services. The
new member call answer rate is 30%. Members also receive information in the mail and
when they call member services.

MSAG member enquired about the trend data for births to adolescent mothers, 15-19 year
old and expressed interest in learning more about the education around family planning, the
services to prevent or delay pregnancy. The Alliance can connect with providers to ensure
the providers have the tools to engage in family planning conversations with patients.

MSAG member enquired about access to abortion in California. At this time, there are no
changes to Medi-Cal benefits.

Adjourn:

Chair Beleutz adjourned the meeting of August 11, 2022 at 11:23 am. to Thursday, November 10,
2022 at 10 am.

Respectfully submitted,

Kayla Zoliniak
Administrative Specialist
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Members Present:
John Beleutz

Margaret O'Shea
Melissa Raya

Michael Molesky
Rebekah Capron

Rob Smith

Yaneth Venegas Virgen

Members Absent:
Alexandra Heidelbach
Ashley Lynne Gregory
Candi Walker

Debby Perez

Doris Drost

Ericka Peterson
Humberto Carrillo
Leo Demushkane
Linda Jenkins

Lupe Chavez

Martha Rubbo

Sylvia Wilson

Tamara McKee

Vivian Pittman

Staff Present:
Gisela Taboada
Jennifer Mockus, RN
Jessie Newton, RN
Kayla Zoliniak

Lilia Chagolla

Luis Somoza

Stacie Simmons

Meeting Minutes

Thursday, November 10, 2022

Health Projects Center

Consumer

Natividad Medical Center

Commissioner

Merced HSA

Commissioner

Monterey County Department of Social Services

Consumer

Consumer

Consumer

Consumer

Consumer

Merced County Head Start
Consumer

Consumer

Consumer

Consumer

Consumer

Monterey County - CalHeers
HICAP - Alliance on Aging
Consumer

Member Services Call Center Manager
Community Care Coordination Director
Continuum of Health Manager - Adult
Administrative Specialist

Community Engagement Director

Member Services Director

Community Engagement Program Manager
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MINUTES - MEMBER SERVICES ADVISORY GROUP November 10, 2022

Call to Order by Chairperson Beleutz.
Chairperson Beleutz called the meeting to order at 10:05 am.
Roll call was taken.

No supplements or deletions were made to the agenda.

1. Oral Communications.

Chairperson Beleutz opened the floor for any members of the public to address the
Committee on items listed in the agenda.

2. Comments and Announcements by Member Services Advisory Group Members.

Chairperson Beleutz opened the floor for Advisory Group members to make comments.

3. Comments and Announcements by Plan Staff.
Chairperson Beleutz opened the floor for Plan Staff to make comments.

Lilia Chagolla, Community Engagement Director, announced the Alliance is offering a no-
cost clinic for people ages 2 and older to get vaccines for COVID-19 and the flu at the Salinas
office on December 1, 2022.

Jennifer Mockus, Community Care Coordination Director, announced Enhanced Care
Management (ECM) and Community Supports (CS) services will be expanding in January
2023. ECM eligibility will be expanded to members at risk for institutionalization and eligible
for long term care and nursing facility residents transitioning to the community. CS services
will be expanded to include Environmental Accessibility Adaptations (Home Modifications).
The Alliance is building a provider network of community-based organizations with
experience serving the populations of focus for ECM. Commissioner Molesky provided
Family Resource Center in Santa Cruz as a potential partner for home modification.

Gisela Taboada, Member Services Call Center Manager, shared that the Alliance offices in
Merced, Monterey and Santa Cruz counties are open to help members who want to speak to
an Alliance representative in person. No appointment is necessary.

Consent Agenda Items:

4. Chairperson Beleutz opened the floor for approval of the Consent Agenda.
Action: Quorum was not met and no was action taken.

Regular Agenda Items:

5. Annual Election of Officers of the Advisory Group
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Action: Quorum was not met and no was action taken.
6. Member Support and Engagement Committee

Lilia Chagolla, Community Engagement Director, provided an overview of the Alliance's
Member Support and Engagement Committee (MSEC).

MSEC aims to transform member engagement to increase member satisfaction, increase
level of health literacy, improve access to care, and improve health outcomes.

The Alliance is committed to incorporating member voice to inform programs, practices, and
policies.

MSAG member announced the IHSS Advisory Commission has an open seat and enquired
about an Alliance staff member being available to participate in the commission.

MSAG member enquired about the Alliance contact for a potential partnership with Dignity's

PEP Program in Santa Cruz. Gisela Taboada, Member Services Call Center Manager, will
facilitate follow up with the MSAG member.

Adjourn:

Chairperson Beleutz adjourned the meeting of November 10, 2022 at 10:45 am. to Thursday,
February 9, 2023 at 10 am.

Respectfully submitted,

Kayla Zoliniak
Administrative Specialist
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Meeting Minutes
Thursday, February 9, 2023

Teleconference Meeting

(Pursuant to Governor Newsom's Executive Order N-29-20)

Members Present:
Ericka Peterson, DrPH
John Beleutz

Margaret O'Shea
Michael Molesky
Rebekah Capron
Yaneth Venegas Virgen
Janna Espinoza

Members Absent:
Alexandra Heidelbach
Ashley Lynne Gregory
Candi Walker

Debby Perez

Doris Drost

Humberto Carrillo
Leo Demushkane
Linda Jenkins

Lupe Chavez

Martha Rubbo
Melissa Raya

Sylvia Wilson

Tamara McKee

Vivian Pittman

Staff Present:

Gisela Taboada
Jennifer Mockus, RN
Jessie Newton, RN
Kayla Zoliniak

Lilia Chagolla

Maureen Wolff
Michelle Stott, RN, MSN
Ronita Margain
Yomayra Gomez

Merced County Head Start

Health Projects Center

Consumer

Consumer, Commissioner

Merced HSA

Monterey County Department of Social Services
Commissioner

Consumer

Consumer

Consumer

Consumer

Consumer

Consumer

Consumer

Consumer

Consumer

Consumer

Natividad Medical Center
Monterey County - CalHeers
HICAP - Alliance on Aging
Consumer

Member Services Call Center Manager

Community Care Coordination Director

Continuum of Health Manager - Adult
Administrative Specialist

Community Engagement Director

Communications Content Specialist

Quality Improvement and Population Health Director
Community Engagement Director

Member Services Project Specialist
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MINUTES - MEMBER SERVICES ADVISORY GROUP February 9, 2023

Call to Order by Chairperson Beleutz.
Chairperson Beleutz called the meeting to order at 10:03 a.m.
Roll call was taken.

No supplements or deletions were made to the agenda.

1. Oral Communications.
Chairperson Beleutz opened the floor for any members of the public to address the
Committee on items listed in the agenda.

2. Comments and Announcements by Member Services Advisory Group Members.

Chairperson Beleutz opened the floor for Advisory Group members to make comments.

3. Comments and Announcements by Plan Staff.
Chairperson Beleutz opened the floor for Plan Staff to make comments.
Ronita Margain, Community Engagement Director, requested MSAG members submit the
MSAG application/renewal form included with the agenda packet and encouraged

participants to share MSAG with others who may be interested in participating in MSAG.

Consent Agenda Items:

4. Chairperson Beleutz opened the floor for approval of the Consent Agenda.
Action: Quorum was not met and no was action taken.

Regular Agenda Items:

5. Annual Election of Officers of the Advisory Group
Action: Quorum was not met and no was action taken.

6. 2023 Pediatric Equity Roadmap

Michelle Stott, RN, MSN, Quality Improvement and Population Health Director, provided an
overview of the Alliance's 2023 Pediatric Equity Roadmap and solicited feedback.

The Pediatric Equity Roadmap is a multi-pronged strategy to address root causes and health
disparities. The Alliance has identified providers, members, community, communication, and
health plan as areas for engagement. Examples of engagement include school-based
interventions in Merced, telephonic member outreach by care teams, and member
incentives for well-visits and immunizations.
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MSAG members enquired about partnerships with schools and school programs for
education around general health, exercise, and nutrition. The Alliance is working with school
districts in Merced County to share information through Peachjar, a platform that connects
K-12 families to life-changing school and community resources. Michelle Stott, RN and Dr.
Peterson will connect to discuss potential partnhership opportunities between the Alliance
and Merced County Head Start.

MSAG member enquired about vaccine barriers. Michelle Stott shared flu vaccine hesitancy
is a primary barrier. The Alliance is working with providers on strategies to engage members.

MSAG members enquired about access, transportation to care, and mobile services.
Michelle Stott shared some providers have mobile clinics and the Alliance partners with
organizations to help reduce transportation barriers.

MSAG member enquired about the Doula Services benefit and how the benefit will be
financially sustained. The Alliance will present Doula Services benefit and Community Health
Worker (CHW) Services benefit at a subsequent MSAG meeting.

7. Member Services Call Center Satisfaction Survey
Gisela Taboada, Member Services Call Center Manager, provided an overview of the post-
call satisfaction survey announced at the May 2022 MSAG meeting.

The Alliance received more than 1,300 complete surveys in January 2023.

MSAG member shared appreciation for the member services representatives and the helpful
and prompt follow-up on next steps.

MSAG member enquired about impact on call volume of recent floods and power outages
and how the Alliance helped members. Gisella Taboada stated the Alliance received an
influx of calls about a week after the flooding with questions around next steps including
how to order a new member ID card and how to receive mail. Member Services
Representatives provided information around community resources. Jessie Newton, RN,
Continuum of Health Manager, shared both adult and pediatric care coordination teams
reached out to the most vulnerable members including members with durable medical
equipment needs.

Adjourn:

Chairperson Beleutz adjourned the meeting of February 9, 2023 at 10:52 a.m. to Thursday, May
11, 2023 at 10 am.

Respectfully submitted,

Kayla Zoliniak
Administrative Specialist
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Non-Discrimination Statement and Taglines

CENTRy,
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Central California Alliance for Health (the Alliance) complies with all applicable state and
federal civil rights laws and does not unlawfully discriminate, exclude people, or treat
them differently because of sex, race, color, religion, ancestry, national origin, ethnic
group identification, age, mental disability, physical disability, medical condition, genetic
information, marital status, gender, gender identity, or sexual orientation.

English Tagline

ATTENTION: If you need help in your language call 1-800-700-3874 (TTY: 1-800-735-
2929). Aids and services for people with disabilities, like documents in braille and large
print, are also available. Call 1-800-700-3874 (TTY: 1-800-735-2929). These services
are free of charge.

(Arabic) 4l jadd)

1-800-700-3874 = Jeailé clials saclusal) ) anial 13) olisi¥) a5

48y sl 4 5l laitosdll Jie Bl Y1 (553 GaladD Claral) g e luall Unif 5% (TTY: 1-800-735-2929)
1-800-700-3874 = Juail Sl adll 5 s

Adlae cilendll o3 (TTY: 1-800-735-2929)

Swbpbu whwwy (Armenian)

NFCUMYNFE3NFL: Grb Qg oqunipynLu E hwpywynp 26p |Ggyny, quuqwhwntp 1-
800-700-3874 (TTY: 1-800-735-2929): Ywl Lwl odwunwy Jvhgngutp nL
dwnwjnpynLlutn hwodwunwdnieinit nlubgnn wudwlg hwdwp, ophbwy™ Ppwyjh
gpwwnhwny nL fun2npuwnwn tnwwapywsd UnLetp: 2wuqwhwntp 1-800-700-3874
(TTY: 1-800-735-2929): Ujn Swnwjnipejnluutnu wuysdwn Gu:

NN INM NI (Cambodian)

Sam: 10HA (87 MINSW Man IURHS gy Sindnisitug 1-800-700-3874 (TTY:
1-800-735-2929)4 B8t SH iNAY NENU NSAMI 8GN ANt HAIN
UEUNSHOMITEA URARIIINMHAPINYS SMGIRSRHINY SINumius
1-800-700-3874 (TTY: 1-800-735-2929)4 it Mg SiHiS B SARIGIS WY

B{E P XHRiE (Chinese)

BEER  MEGFELUGHAERMEED |, B3 1-800-700-3874

(TTY: 1-800-735-2929), BRI EE WEEATHAEFIRS |, SINEXNEERA
FIRENE, th2AFEEEN. 153 EE 1-800-700-3874 (TTY: 1-800-735-2929), XLEARSS
#Z2RZEN.

(Farsi) ¢aulo Ui w0 dbio

1-800-700-3874 (TTY: 1-800-735-2929) L, 11115 <16L,5 S0S 365 o) @0 udle> o Sl taves
Ggy> b wlz g Jip b sladsaw aile «wudgles sl sl jogose Oless g l0SeS 1S Julas
LB Slons ol a,Es Lwles 1-800-700-3874 (TTY: 1-800-735-2929) L sl 36550 3 S0
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&} &ars (Hindi)

T ¢&: 3R 3MTH! T TS & TERIAT Bt ATaLTH T § af 1-800-700-3874

(TTY: 1-800-735-2929) TR HId B3 | 3RS ATl @RT & ot TeTaar 3R e, S o
3R 3 fife # 1} Sxaraw U 1 1-800-700-3874 (TTY: 1-800-735-2929) WR Hid I |
3 Jarg : e g

Nge Lus Hmoob Cob (Hmong)

CEEB TOOM: Yog koj xav tau kev pab txhais koj hom lus hu rau 1-800-700-3874 (TTY:
1-800-735-2929). Muaj cov kev pab txhawb thiab kev pab cuam rau cov neeg xiam oob
ghab, xws li puav leej muaj ua cov ntawv su thiab luam tawm ua tus ntawv loj. Hu rau
1-800-700-3874 (TTY: 1-800-735-2929). Cov kev pab cuam no yog pab dawb xwb.

BHASEREE (Japanese)

SEEBAARE COXMNBE L IEE E 1-800-700-3874 (TTY: 1-800-735-2929) £ EEE <
LEW, RFOBERCXFORARTEE. BHVWEEREOADICHDT—E 2L H
ELTCWFT., 1-800-700-3874 (TTY: 1-800-735-2929) N b BEEC L&\, Th 5D
—E2EE|HTREBELTVET,

ot=0f Ej12t2l (Korean)

FOIALE: Mool 202 =52 B 4/ O A|H 1-800-700-3874 (TTY: 1-800-735-2929)
HOE ZOISIMAIR. FAILE 2 SAIE & EAQF 20| Hoj7t e B2 ?le =t
MH|A & 0|8 7hs & L|Ct. 1-800-700-3874 (TTY: 1-800-735-2929) HO 2

oSt A2, Ol2{et MH| A R &2 MS&E L

ccnlowrzr20 (Laotian)

UENI0: n”‘)Ui*mm”agmDE)0‘)ua’oacﬁa?nwﬁzﬁaaguiﬁv?m'?mm*)cﬁ 1-800-700-3874 (TTY: 1-
800 735-2929). 90009008 CHOCCITNIVVINIVIISVOVEWNIV
caucentniicivengevyvcarlntulns lwtumacs i}

1-800-700-3874 (TTY: 1-800-735-2929). non03nuctianiciegcsnss igaelos).

Mien Tagline (Mien)

LONGC HNYOUV JANGX LONGX OC: Beiv taux meih giemx longc mienh tengx faan
benx meih nyei waac nor douc waac daaih lorx taux 1-800-700-3874

(TTY: 1-800-735-2929). Liouh lorx jauv-louc tengx aengx caux nzie gong bun taux ninh
mbuo wuaaic fangx mienh, beiv taux longc benx nzangc-pokc bun hluo mbiutc aengx
caux aamz mborgv benx domh sou se mbenc nzoih bun longc. Douc waac daaih lorx
1-800-700-3874 (TTY: 1-800-735-2929). Naaiv deix nzie weih gong-bou jauv-louc se
benx wang-henh tengx mv zugc cuotv nyaanh oc.
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UATs 291878lS (Punjabi)

fprs fe6: 7 398 »muet s feg Hee & 83 J 3 1% dd 1-800-700-3874

gv: 1-800-735-2929). MUTJH B et AT w3 A<, i fa 98 »3 At surdh
THAIRH, <t QUBTU 5| I8 FJ 1-800-700-3874 (TTY: 1-800-735-2929).

&g Aeei He3 I

Pycckumn cnoraH (Russian)

BHUMAHWE! Ecnu Bam HyXHa NOMOLLb Ha BalleM POAHOM si3blke, 3BOHUTE N0 HOMepPY
1-800-700-3874 (nuHna TTY: 1-800-735-2929). Takke npeaoctaBnsaTCa cpeacrasa u
ycnyru ang nogen ¢ orpaHNYeHHbIMU BO3MOXHOCTAMU, HanpumMep AOKYMEHTbI KPYMHbIM
WwpndpTom mnu wpndgtom bpanns. 3soHuTte no Homepy 1-800-700-3874 (nnHmna TTY:
1-800-735-2929). Takne ycnyrmn npegocraBndaTca becnnaTHo.

Mensaje en espaiiol (Spanish)

ATENCION: si necesita ayuda en su idioma, llame al 1-800-700-3874

(TTY: 1-800-855-3000). También ofrecemos asistencia y servicios para personas con
discapacidades, como documentos en braille y con letras grandes. Llame al
1-800-700-3874 (TTY: 1-800-855-3000). Estos servicios son gratuitos.

Tagalog Tagline (Tagaloq)

ATENSIYON: Kung kailangan mo ng tulong sa iyong wika, tumawag sa
1-800-700-3874 (TTY: 1-800-735-2929). Mayroon ding mga tulong at serbisyo para sa
mga taong may kapansanan,tulad ng mga dokumento sa braille at malaking print.
Tumawag sa 1-800-700-3874 (TTY: 1-800-735-2929). Libre ang mga serbisyong ito.

uiinlavniwing (Thai) .

Tlsansu: wnaasiasnisanuhamdailunmzasaa nsaninsdwiildivanaay
1-800-700-3874 (TTY: 1-800-735-2929) uanainil fawsaulianuiandanarusniseig
9 & nTuyAARNIAINANTT 12U Lan&TSEY 9 |
Midludnwsusaduaziangsniuvmadanesuuialug nsaninsdwiildivanaa 1-
800-700-3874 (TTY: 1-800-735-2929) lLisia1Tdanadwiiuuinisivanil

MpumiTka ykpaiHcbkow (Ukrainian)

YBAIA! Akwo Bam noTtpibHa gonomora BaLlo pigHO MOBO, TENEOHYNTE HA HOMEpP
1-800-700-3874 (TTY: 1-800-735-2929). Jltoan 3 0BGMeXEeHMMN MOXKITUBOCTSMWN TaKOX
MOXYTb CKOpUCTaTUCS AOMNOMIKHUMK 3acobamum Ta nocnyramu, Hanpuknag, oTpumaTti
OOKYMEHTW, HaapyKoBaHi WwpngTom bpannsa ta senvkum wpudtom. TenedoHymnte Ha
Homep 1-800-700-3874 (TTY: 1-800-735-2929). Lli nocnyrn 6e3kOLWTOBHI.

Kh&u hiéu tiéng Viét (Vietnamese)

CHU Y: Néu quy vi can tro giip bang ngén ngi¥ ctia minh, vui ldng goi s6
1-800-700-3874 (TTY: 1-800-735-2929). Chung tdi ciing hd tro va cung cap cac dich vu
danh cho nguwoi khuyét tat, nhw tai liéu bang chi ndi Braille va chi khé I&n (chi hoa).
Vui 16ng goi s6 1-800-700-3874 (TTY: 1-800-735-2929). Cac dich vu nay déu mién phi.
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