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Authorization Notification
Providers - When you request an authorization for a mem-
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ber, and Johns Hopkins HealthCare approves that authori-
zation, we ask that you notify the member that their autho-

rization has been approved.

Tackling Fraud

If you have questions regarding health care fraud or

would like to report fraud committed by or against a US
Family Health Plan member, network provider, or JHHC
employee, please contact the JHHC Corporate Compliance
Department at 410-424-4996 or compliance@jhhc.com.

Peer to Peer Conversation

Beginning this past October, the Provider Relations team, along with colleagues from
Care Management, Outreach, Customer Service, Quality Improvement and Health
Advocacy have hosted a number of provider educational seminars across the State.

(Above) A participant signs in at the Robinwood Medical Center Provider Educa-
tional Seminar held October 17, as Provider Relations Network Manager, Kathy
Budacz, looks on.

Providers — After you've received a verbal notification of a denial, but before an actual written notification has been sent to

you, you have the right to discuss determinations with the Medical Director, according to the Johns Hopkins HealthCare

Policy entitled: Medical Review for Initial Determination.
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Provider Services
410-424-4528
1-800-808-7347

Care Management
410-424-4480

1-800-261-2421

Provider First Line
1-888-819-1043

Mental Health Services
1-888-281-3186
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he National Asthma Education and Prevention
Program (NAEPP), sponsored by the National
Institute of Health (NIH), released their guide-

lines to the public this summer. The document contains the

necessary information related to the definition, diagnosis,
pathophysiology, and epidemiology of asthma; the recom-
mendations for control and treatment of patients with asth-
ma; suggestions on what education should be emphasized
for the patients with asthma; and a discussion on patient
and provider adherence, which is a major concern at Johns
Hopkins HealthCare.

Although the new NAEPP treatment guidelines
clearly address the issues of the selection of the appropri-
ate medication, the proper administration and dosage
of medications, and long term adherence to medication
therapy, clinicians are sometimes remiss in following

the guidelines.

Patients who used medications inappropriately
tend to use rescue medicines more often, and long
term control medications less often. This is a marker
of poorly controlled asthma which can lead to life threat-

ening exacerbations and higher healthcare costs.

However, assessing adherence is often very difficult.
Adherence to asthma-control medication cannot be mea-
sured by self-reporting since a third of patients who self-
reported full adherence were not even taking their medi-

cine. Therefore it is imperative that healthcare providers

mit information or articles, email dchase@jhhc.com.
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verify treatment
adherence using
objective mea-
sures. This
often requires
obtaining a
medication pro-
file and refill
information on
the patient from
the pharmacist.
Occasionally a
pill count may

have to be done.

There are
Dr. Howard Garber, Medical Director, Johns

strategies that Hopkins HealthCare.
can be used to
improve adherence, but improving a patient’s adherence
is not an easy job. We have to find out what the patient’s
expectations for treatment are, and his fears or concerns
such as:

*Can he/she afford the prescribed medicines?

*How can the regimen be simplified?

We have to involve the patient, the family or care-
giver in the development of a treatment plan. We must
provide positive reinforcement and support using JHHC
disease management care managers and support groups.
Two of the keys to adherence emphasized by the NAEPP
Guidelines are:

*A Written Asthma Action Plan developed with the
patient as a partner with the provider to include the patient’s
family or caregiver along with the JHHC care manager.

ePatient education.

Keeping these issues in mind, we can all work as a team
to include the patient, his/her family, the provider, and the
JHHC care manager to promote better adherence to the

guidelines and better control of the patient’s asthma.
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he US Family Health Plan
(USFHP) at Johns Hopkins

is pleased to announce the

results of our 2007 Member Satisfaction
Survey. The Myers Group, a National
Committee for Quality Assurance
(NCQA) certified survey vendor, con-
ducted the survey using the Consumer
Assessment of Healthcare Providers and

Systems survey methodology.

The survey was conducted earlier this
year using a random sampling of USFHP
members who were asked to rate their
satisfaction with their providers, timeli-
ness and quality of services, and the plan
overall. The result indicated an overall
health plan satisfaction rating of 83%
compared to the national benchmark
of 63% for other health plans. Those
surveyed indicated that they were highly
satisfied with their primary care provid-
ers and specialists, the ability to get care
quickly and overall rating

of health care.

The information
obtained from the sur-
vey will be incorporated
into the US Family
Health Plan’s continu-
ing quality improvement
process as we monitor

and refine all aspects of
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the program to best meet our mem-

bers’ health care needs.

As a provider you can impact the
member’s overall satisfaction by discuss-
ing specific things to do to prevent ill-
ness, discussing choices for treatment
or healthcare, including choices about
medicine, surgery, or other treatment,
discussing the pros and cons of treatment
choice and, asking the member which

choice is best for them.

The survey will be administered again
in the spring of 2008. Please encourage
your members to complete the survey
so that we are able to assess their needs,
provide better services and evaluate the

impact of our improvement efforts.

What was measured? The results rep-

resent the most favorable responses.

Getting Needed Care: measures
the experiences members had when
attempting to get care from doctors
and specialists.
*USFHP at Johns Hopkins: 86%
*Quality Compass (Public Report): 84%

Getting Care Quickly: measures the
member’s experience with receiving
care and getting appointments in a
reasonable time.
*USFHPY at Johns Hopkins: 91%
*Quality Compass (Public Report): 86%

How Well Doctors Communicate: mea-
sures how well providers listen, explain,
spend enough time with, and show respect
for what members have to say.
*USFHP at Johns Hopkins: 95%
*Quality Compass (Public Report): 93%

New Questions in 2007

Shared Decision Making: measures
the member’s experiences with the doc-
tors or providers discussing the pros
and cons of treatments, and asking the

member which choice was best for them.

Plan Information on Costs: measures
the member’s experience with obrtain-
ing information from their health plan
regarding how much they would have
to pay for services, equipment, and

specific prescription medicines.

Health Promotion and Education:
evaluates the member’s experiences with
doctor discussions of spe-
cific things to do to prevent

illnesses.

Coordination of Care:
evaluates the member’s per-
ception that their personal
doctor seemed informed
and up-to-date about the
care the member received
from other doctors and

health providers.
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NETWORK MANAGERS

Weine Berhe
Senior Network Manager
301-421-1295
1-800-952-8783
fax: 301-421-1296

Terri Krysiak
410-424-4866

Gitu Mirchandani
410-424-4685

Sherry Riley
Senior Network Manager
410-803-9562
1-866-293-8753
fax: 410-803-9563

Barbara Metz
301-777-0920
1-800-873-1423
fax: 301-777-0989

Tony Cooper
410-424-4867

Lory Marciniak

1-800-303-2561

443-249-0184
fax: 443-249-0193

Lee Phipps
Senior Network Manager
410-762-5338

Kathleen Budacz
410-762-5360
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NETWORK COORDINATORS

Angela Young
410-424-4758

TERRITORY ASSIGNMENTS

Johns Hopkins SOM/CPA
Johns Hopkins Health Systems (JH, JHBMC, HCGH)
Johns Hopkins Bayview Medical Center
Johns Hopkins Community Physician

JOHNS HOPKINS
HEALTHGARE

NETWORK MANAGER GRID

SERVICES

NeighborCare
Johns Hopkins Home Care Group

Sandra Moore

Baltimore City

Substance Abuse

410-424-4645 Howard County Mental Health
Anne Arundel County
Debbie O'Brien Charles County Laborato
410-762-5221 St. Mary's County APTN 3
Calvert County
Harford County Ambulance
Shirley Griffin Cecil County Dialysis
410-424-4686 New Castle County, Delaware Hopkins Elder Plus
Southern Pennsylvania DME
Frederick County
Allegany County
Sandra Moore Washington County Radiology
410-424-4645
Garrett County
West Virginia
Montgomery County
Toni Jennings Prince George's County Block Visi
410-424-4641 Washington, DC ock Viston
Northern Virginia
Caroline County
Dorchester County
Kent County
Shirley Griffin Q”Se:n’; e’*rzgféoi‘r’]‘t‘;ty
410-424-4686 Talbot County
Wicomico County
Worcester County
Delaware (except New Castle County)
Hospitals
Angela Young Hospice
410-424-4758 Skilled Nursing Facilities
Ambulatory Service Centers
Baltimore County
Debbie O'Brien Carroll County

410-762-5221

Patient First
Potomac Physicians

Home Health Agencies

Toni Jennings
410-424-4641

Doral Dental
PPMCO & EHP
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