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         COUNCIL OF THE CITY OF PHILADELPHIA

         COMMITTEES ON THE DISABLED & PERSONS

            WITH SPECIAL NEEDS AND AGING

                   Room 400, City Hall
                   Philadelphia, Pennsylvania
                   Monday, October 22, 2018
                   10:40 a.m.
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RESOLUTION 160739 - Resolution authorizing the
Committee on Disabled & Persons with Special
Needs and on Aging to hold hearings regarding
Pennsylvania's Community HealthChoices
initiative.
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2               COUNCILMAN GREEN:  Good

3     morning.  We're about to open up the

4     Committee on Disabilities and Persons

5     with Special Needs and on Aging to hold

6     hearings regarding Pennsylvania's

7     Community HealthChoices initiative.  I'm

8     the Chair of the Council Committee on the

9     Disabled and Persons with Special Needs,

10     Derek Green.  I'm also the Vice Chair of

11     the Council Committee on Aging.

12               This resolution was drafted a

13     little while ago to really talk about at

14     that time the new Community HealthChoices

15     initiative with the Commonwealth of

16     Pennsylvania and how it impacts the City

17     of Philadelphia and some of the changes.

18               From my understanding based on

19     my research on this initiative, it's

20     really an opportunity to try to have

21     people spend more time in their

22     communities as opposed to being in

23     facilities.  And from my perspective as a

24     person who has been an advocate for those

25     with learning and physical differences as



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 3

1   10/22/18 - DISABLED & AGING - RES. 160739

2     well as my experiences working with

3     people who are seasoned, as my father

4     would say, this is an interesting

5     opportunity for not only the Commonwealth

6     but also the City of Philadelphia, and

7     really want to educate citizens in the

8     City of Philadelphia about the changes

9     that will occur.

10               This is an important issue.  I

11     know that there have been some legal

12     dynamics that have been occurring for

13     some time.  I would like to get a

14     perspective on how the Commonwealth is

15     moving forward on this issue as well as

16     how the City of Philadelphia is preparing

17     for this new initiative for the residents

18     of the City of Philadelphia and services

19     that will be provided.

20               At this point, I will turn the

21     microphone over to my colleague

22     Councilman Al Taubenberger, who is the

23     Chair of the Council Committee on Aging,

24     to see if he has any comments at this

25     time.
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2               COUNCILMAN TAUBENBERGER:  Thank

3     you, Councilman Green.  Thank you for

4     your leadership in getting this

5     resolution through City Council but also,

6     most importantly, in having this hearing.

7     I look forward to joining with yourself

8     and other members as well as the

9     community at-large to hear where we can

10     make this better and improve the ability

11     to get the information out to people.  I

12     think that's very, very, very important.

13               So I look forward to the

14     hearing, to hearing the witnesses, and

15     really I like the way you put it when we

16     spoke earlier on the phone, the

17     discussion that we will be having.

18               So, Councilman, thank you.

19               COUNCILMAN GREEN:  Thank you.

20               At this point, we will have the

21     Clerk read the title of the resolution.

22               THE CLERK:  Resolution 160739,

23     resolution authorizing the Committee on

24     the Disabled and Persons with Special

25     Needs and on Aging to hold hearings
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2     regarding Pennsylvania's Community

3     HealthChoices initiative.

4               COUNCILMAN GREEN:  Thank you.

5               At this point, we will have our

6     first panel, Jill Vovakes, who is the

7     Chief of Staff at the Department of Human

8     Services Office of Long-Term Living.

9               (Witnesses approached witness

10     table.)

11               COUNCILMAN GREEN:  Actually,

12     just to make it easier, why don't we also

13     have Lydia Hernandez Velez from the City

14     to also come up so we can have a

15     perspective from both the Commonwealth

16     and also the City of Philadelphia.

17               I also acknowledge the members

18     who have not been acknowledged already

19     who are part of this Committee or

20     Committees, which is to my far right

21     Councilwoman Jannie L. Blackwell and to

22     my left Councilwoman Helen Gym.

23               Ms. Vovakes, thank you.

24               MS. VOVAKES:  Hi.  I'm Jill

25     Vovakes.  I'm with the Office of
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2     Long-Term Living, Department of Human

3     Services.  Heather Hallman is here with

4     us from the Deputy Secretary's Office and

5     will be presenting the testimony.  If you

6     need additional information, I'm willing

7     to step in.

8               MS. HALLMAN:  Good morning.

9     Thanks for having us here.  We really

10     appreciate you taking the time to learn

11     more about the efforts that we've had

12     with Community HealthChoices.  My name is

13     Heather Hallman.  I'm Special Advisor to

14     the Secretary of the Department of Human

15     Services.

16               So Community HealthChoices is

17     the Medicaid managed long-term services

18     support system, and that system will

19     include individuals who are 21 and older

20     who are duly eligible for both Medicare

21     and Medicaid and who will also include

22     individuals with physical disabilities

23     who need the level of care provided by a

24     nursing facility.  So statewide that's

25     about 420,000 individuals.  In the
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2     Southeast, that is about 129,000 people.

3               So today we're going to focus a

4     lot on what we're doing to communicate

5     these changes to participants.  So back

6     in -- so I'll talk about providers and

7     participants.

8               We started talking to providers

9     about this in approximately -- well, I'll

10     say we've been e-mailing them constantly

11     every two weeks for about a year and a

12     half, but we held nine provider sessions

13     in the Southeast in the month of June.

14     We had over 2,000 providers who attended

15     those events, and it was a day-long event

16     for each one of them.  So if you would

17     like a six-hour presentation, we're

18     willing to do that for you.  But we

19     provided those communications to them.

20               We also started to talk to OBRA

21     participants at that time who needed to

22     be reassessed.  So they started

23     actually -- we started talking to them in

24     February about a need to be reassessed,

25     and the Philadelphia Corporation on Aging
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2     did an amazing job of having those

3     reassessments done so that we could

4     identify participants that would move

5     into Community HealthChoices and those

6     who would stay in the OBRA waiver.

7     Approximately 75 percent of those

8     participants actually will be going into

9     Community HealthChoices.

10               In July, we then sent an

11     informational flyer to all participants

12     saying, hey, Community HealthChoices is

13     coming, please call this telephone number

14     or go to this website to learn more

15     information about CHC.

16               We additionally then in August

17     mailed them an invitation to attend 74

18     community events so that they could come

19     and learn about CHC in person.  I believe

20     Philadelphia Corporation on Aging held 54

21     of those events for us, which is amazing

22     and beyond our expectations, which was

23     wonderful.

24               We had over 4,500 people

25     register to attend those events so that
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2     they could learn in person about what

3     Community HealthChoices is.  We also sent

4     them a notice.  That notice tells them

5     about Community HealthChoices.  It talks

6     to them about needing to select a managed

7     care organization, and it also tells them

8     about what isn't changing.  The big thing

9     is Medicare.  People are very confused

10     about needing to change their Medicare

11     plan, and we have tried to communicate

12     that multiple times to them, that they do

13     not need to change their Medicare plan.

14               After that, they received their

15     enrollment packets, and in that

16     enrollment packet, it tells them about

17     the three plans.  Those three plans

18     you'll actually hear from today.  It

19     tells them about those plans and it tells

20     them how they can select a plan or get

21     more information by attending a community

22     event.  It also has an entire piece of

23     paper that tells them about Medicare not

24     changing, because we want them to make

25     sure that they realize that this is not
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2     their Medicare.

3               And so for participants now,

4     they're in the process of making those

5     plan selections.  They have until

6     November 14th, but if they don't select

7     by November 14th, we'll at that time make

8     a plan selection for them, but they still

9     have up until December 26th to make a

10     final choice to be valid for January

11     1st -- oh, December 21st.  Jill is

12     correcting me.  Thank you.  So they have

13     until December 21st to make that final

14     plan selection to be valid for January 1.

15     If they don't make a plan selection or if

16     they don't like the plan that they did

17     select, they can change at any time after

18     that.  Just based on our dating rolls, it

19     takes a little bit of time for the files

20     and for the change to actually occur.  So

21     it could be a month to a month and a half

22     before somebody's change would actually

23     occur.

24               So in addition to that, we've

25     also held nine legislative events for
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2     legislative staff members and legislators

3     to learn about Community HealthChoices.

4     I know that -- I think Jill was here and

5     at least I know Kevin Hancock, who is our

6     Deputy Secretary for Long-Term Living,

7     was here a few months ago.

8               Because we know we have to keep

9     it short and sweet, Jill, do you have

10     anything to add?

11               MS. VOVAKES:  I would just add

12     that it is 420,000 participants

13     statewide.  Specifically for the

14     Southeast, it's 129,000 participants that

15     will be transitioned effectively

16     1/1/2019, and then we'll be implementing

17     the remainder of the state effective

18     January 1, 2020.  So we've already done

19     the Southwest of 79,000, and then

20     Southeast is close to 130, 129.

21               COUNCILMAN GREEN:  Thank you so

22     much.  Before we go to Ms. Velez to get

23     the City's perspective, the 129,000,

24     which was the number I was familiar with

25     for the Southeast, what's the numbers for
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2     the City of Philadelphia?

3               MS. HALLMAN:  Sixty-nine

4     percent of that is Philadelphia.  And so

5     I know the percentage, but off the top of

6     my head, what is it, like 85,000, I think

7     it was.

8               COUNCILMAN GREEN:  Okay.  I'll

9     do the math on that.

10               And my understanding is that of

11     the 420,000, 75 percent were going to be

12     going into the Community HealthChoices

13     plan?

14               MS. HALLMAN:  So that's for the

15     OBRA waiver, which is a smaller waiver.

16     So that waiver will remain open for

17     individuals who qualify.  It has a

18     different level of care than Community

19     HealthChoices.  So if they're nursing

20     facility-eligible, meaning that they need

21     the level of care, whether they're in

22     their home or in a nursing facility, 75

23     percent of that population will be

24     transitioning, but it's a much smaller

25     population than the entire Community
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2     HealthChoices population.

3               COUNCILMAN GREEN:  And so my

4     understanding is that people have time up

5     until December 21st of this year, but as

6     of January 1, they will be placed into

7     one of the three providers under

8     Community HealthChoices?

9               MS. HALLMAN:  Correct.

10               COUNCILMAN GREEN:  And from the

11     outreach that you've done already, you

12     said 75 community events, I know PCA has

13     done 54 of those community events,

14     they've had nine legislative briefings,

15     one that was here.  I think it was hosted

16     by Councilwoman Cindy Bass in the Caucus

17     Room after a Council session.  I guess my

18     question and concern is, how are you

19     reaching -- I mean, you've done outreach

20     events, but the concern is when you have

21     a new initiative and you have a

22     population that may not be as versed on

23     this information, I have a concern that

24     people may not realize what's happening,

25     and as of January 1, because they didn't



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 14

1   10/22/18 - DISABLED & AGING - RES. 160739

2     take maybe the necessary actions to

3     select a provider and they're going to

4     their existing provider for a number of

5     years who they've had a relationship with

6     and then as of January 1, they've been

7     put into another provider and they go to

8     their physician that they've gone to for

9     a number of years and now they come to

10     find out that physician no longer can

11     provider services.  So how do you account

12     for those issues?

13               MS. HALLMAN:  So they're not

14     changing providers.  They're changing

15     from our fee-for-service system into a

16     managed care organization.  We have for

17     Community HealthChoices, we have a

18     continuity of care period.  So for 60

19     days for physical health and 180 days for

20     long-term services and supports.  This is

21     where it also gets a little complicated.

22               Number one, we require all of

23     our managed care organizations to have a

24     robust network of providers.  So they are

25     currently working with providers,
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2     physical health doctors, direct care

3     agencies, hospitals, that kind of thing,

4     nursing facilities, they're creating that

5     network, and the availability of that

6     network is on our website.

7               For Community HealthChoices, we

8     also have 96 percent of our -- or 94

9     percent of our population is duly

10     eligible for both Medicare and Medicaid,

11     which means that the majority of their

12     physical health services are covered by

13     Medicare.  So for most participants --

14     and we saw this in the Southwest -- when

15     the continuity of care period ended after

16     60 days, we had absolutely no complaints,

17     because Medicare covers most of those

18     services.  So participants didn't see any

19     changes in who their doctors were,

20     because they were able to keep those

21     doctors as their Medicare doctors.

22               Additionally, our managed care

23     organizations, the Department of Health

24     has to certify that they have a robust

25     network of providers so that those
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2     participants can continue to see either

3     their doctor or have a large list of

4     doctors that they can go to.  The managed

5     care organizations will work with them

6     if, say, for some reason they do need to

7     change their provider.  The managed care

8     organization will work with them to find

9     a different one or, as they said, they

10     can change to a different managed care

11     organization if they choose to.

12               COUNCILMAN GREEN:  Well, I

13     guess my concern is that -- and I

14     understand the coverage perspectives, but

15     any managed care organization is going to

16     have a network of physicians that are

17     part of their network.  And so it's

18     possible you're going to have some

19     physicians who may not be part of that

20     network going forward, and so you're

21     going to have people who have been

22     receiving services for a period of time

23     with a physician they trust and now going

24     into a new system under the managed care

25     network who, yes, there's going to be a
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2     goal for them to have robust providers, a

3     robust group of providers, but not all

4     providers that are currently providing

5     services, although the service is still

6     going to be eligible, but they still may

7     not be part of that network for whatever

8     reason.

9               And so my concern is that

10     especially in the communities that we're

11     talking about, those who have disability

12     issues, those who are seniors who have a

13     higher proclivity to go to a physician on

14     a regular basis, that relationship and

15     network and that trust and that dynamic

16     is very important, and so making that

17     transition is a concern.  That's why I'm

18     really concerned about how we're

19     educating and getting the word out to

20     people to let them know about this

21     transition and change.  Because although

22     I as an attorney, I'm familiar with some

23     of these dynamics from both having a

24     sister who is a physician and a wife who

25     works in healthcare, but for a number of
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2     people, a lot of this information is very

3     complicated and they may not get the

4     concept of, well, I'm duly eligible for

5     Medicaid and Medicare and going from a

6     fee-for-service to managed care.  That

7     may seem very overwhelming for some and

8     they may decide that I'm getting material

9     in the mail, but I don't understand

10     what's going on, and so I'll just keep

11     going to my doctor, and they find out

12     that, well, sorry, Miss, your doctor is

13     not in network for this managed care

14     provider.

15               MS. HALLMAN:  So a couple of

16     issues, because I completely agree with

17     you, and I always say -- a couple of

18     years ago the state changed our health

19     insurance and we had to change.  You

20     would think the world had ended for all

21     of us, because the stress of changing

22     and -- we completely get that.  So that's

23     why we did build in the continuity of

24     care period that we did, to make sure

25     that there is enough time, number one,
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2     for the managed care organizations to get

3     to know participants and to get to know

4     the providers and then vice versa, for

5     the providers to get to know the MCOs

6     and, even more importantly, the

7     participants to get to know their managed

8     care organization and be able to have

9     those conversations with them.  So that's

10     one reason that we've built in that

11     continuity of care period.

12               For participants who have

13     physical disabilities and are in our

14     waiver, we have required the service

15     coordination entities that work with them

16     to be trained about Community

17     HealthChoices and then also to have

18     one-on-one conversations with their

19     participants to explain this to them,

20     because we recognize it's harder for them

21     to get to the in-person events that we

22     held, and we want to make sure that it's

23     also somebody that they trust.  They talk

24     to their service coordinator on a regular

25     basis, and so then they can have those
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2     one-on-one conversations with them.  So

3     we have been having those conversations.

4               I will also say that a big part

5     of this is -- I think the confusion that

6     happens is more on the physical health

7     side, and we have struggled to have

8     physical health providers get to know

9     about Community HealthChoices.  So we've

10     done a few additional things.  In the

11     Southwest, we realized that.  In the

12     Southeast, lesson learned from the

13     Southwest, we've been reaching out to the

14     Medicare plans so that they can talk to

15     their doctors and make sure they

16     understand what's going on with Community

17     HealthChoices so that there isn't this

18     confusion about which plan pays for what

19     and recognizing that the Medicare hasn't

20     changed, which pays for the majority of

21     these participants.  We actually have

22     participants in the Southwest that didn't

23     even realize that they were on Medicaid,

24     because Medicare pays for almost

25     everything that they need.
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2               So those are things that we've

3     been talking to the providers about that.

4     If you have contacts with certain

5     providers, it would be wonderful not only

6     for you to encourage them to contract

7     with the managed care organizations, but

8     we'd be happy to go out and talk to them

9     ourselves to make sure that they're

10     educated on what's going on, because

11     they're the ones who have those

12     day-to-day conversations with our

13     clients, their participants.

14               COUNCILMAN GREEN:  And how long

15     is the continuity of care continuum?

16     What's that time period?

17               MS. HALLMAN:  So the continuity

18     of care period for physical health is 60

19     days.

20               COUNCILMAN GREEN:  And that's

21     60 days as of January 1?

22               MS. HALLMAN:  Correct.

23               Now, remember that 94 percent

24     of these participants, Medicare is their

25     primary, so, therefore, that doesn't
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2     really impact them at the end of that

3     continuity of care period.

4               For long-term service and

5     supports, it's 180 days for continuity of

6     care.

7               COUNCILMAN GREEN:  That's LTSS,

8     that's 180?

9               MS. HALLMAN:  Yes.  Yes.  And

10     then for nursing facility, if a

11     participant is in a particular nursing

12     facility January 1, they may remain in

13     that nursing facility for as long as they

14     remain eligible for nursing facility

15     services.  They can remain in that

16     whether or not their managed care

17     organization contracts with that nursing

18     facility, because we view that as -- they

19     view that as their home, and we don't

20     want them to lose their homes.

21               COUNCILMAN GREEN:  And then one

22     last question I have before the state.

23     Is there any type of either hotline or

24     other customer service perspective that

25     you're getting the word out so that if I
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2     am a constituent and just confused by the

3     situation, I can call and I can talk to

4     someone and can explain this process to

5     me?

6               MS. HALLMAN:  Yes.  So we have

7     a couple of different ones.  We have one

8     that we have set up when we had sent out

9     that initial touch-point flyer that I

10     talked about in July.  We have one that's

11     set up to be able to answer just very

12     basic questions about Community

13     HealthChoices.  In addition to that, our

14     Office of Long-Term Living has the

15     participant hotline that they have always

16     had, and that will continue to be able to

17     answer questions about CHC.  We also have

18     really good partnerships with the Aging

19     and Disability Resource Center, and they

20     are able and have been trained on how to

21     answer questions about this.  And in

22     addition, they can talk to the managed

23     care organizations or call the

24     independent enrollment broker and ask

25     questions about CHC.
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2               COUNCILMAN GREEN:  Okay.

3               Ms. Hernandez Velez, if you can

4     give us some perspective on how the City

5     is preparing for this new initiative.

6               MS. VELEZ:  Good morning,

7     Chairman Green and members of the

8     Disabled and Persons with Special Needs

9     Committee and the Aging Committee.  I'm

10     Lydia Hernandez Velez, Deputy Managing

11     Director for Aging, and I'm here to

12     provide testimony regarding Resolution

13     No. 160739.  This resolution authorizes

14     hearings regarding Pennsylvania's

15     Community HealthChoices initiative.

16               Thank you for this opportunity

17     to share information and perspective on

18     this very important transition that will

19     impact Philadelphia residents.

20               By way of background, the City

21     of Philadelphia's Apprise program

22     counsels seniors on their Medicare

23     options.  It sees over 1,700 persons on a

24     yearly basis, and one recurring issue is

25     the impact of dual eligibility.  With
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2     this experience, I will address the

3     concerns of this transition as of January

4     2019 to Community HealthChoices.  The

5     migration to the Community HealthChoices

6     managed care entities will require a

7     focused and tailored effort, as the

8     characteristics of Philadelphia are

9     unique.

10               First, I want to note that many

11     seniors in Philadelphia are not English

12     dominant.  The diversity of first

13     languages amongst our residents is

14     significant, especially when obtaining

15     the necessary information to make the

16     decision of which healthcare plan to

17     choose.  There must be an ability for

18     non-English dominant seniors to reach

19     information in a language that promotes

20     intentional understanding of the choices

21     before them.

22               Another concern is the

23     enrollment process.  Prior efforts for

24     enrollment in the waiver programs were

25     fraught with delay and confusion,
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2     resulting in at-risk seniors waiting

3     months for their services.  These delays

4     were detrimental to the quality of life

5     for these seniors and the great stress on

6     their loved ones.

7               The positives of true and

8     effective coordination of services cannot

9     be overstated.  For many seniors,

10     obtaining the services that will enable

11     and empower them to live in a safe and

12     effective environment will ensure a

13     quality of life that we want for all our

14     seniors.

15               I'm happy to answer any

16     questions.

17               COUNCILMAN GREEN:  Thank you

18     for your testimony.  I guess I'm

19     concerned and you in your testimony

20     provide some of the questions and

21     concerns I had somewhat raised earlier,

22     especially one I want to delve into a

23     little bit more from the language

24     perspective.

25               From your observation in
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2     reference to some of the outreaches

3     already occurring, has that information

4     been provided in multiple languages and

5     primarily English, and what have you been

6     seeing from your perspective?

7               MS. VELEZ:  We've been

8     seeing -- first of all, PCA did a great

9     job of including Spanish and Russian in

10     their outreach efforts, which are two

11     major communities with populations that

12     are being impacted by this.  Right now

13     the Apprise program, for example, is --

14     our Apprise folks have been fielding over

15     30 calls a day from different seniors and

16     many of them with language issues.  So we

17     have the Language Line in the City of

18     Philadelphia where we can in fact engage

19     in those conversations in the language of

20     the person who is calling once we

21     identify what that is.  And, again, most

22     people focus on Spanish and, let's say,

23     Russian, but Philadelphia has such a

24     diverse language community that includes

25     Korean, Vietnamese, Cantonese, Mandarin,
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2     Albanian, Creole.  We have Western

3     African languages being spoken.  So for

4     many of those communities, their seniors

5     are already disconnected because the

6     transition or having to leave their home

7     country for whatever reason created a

8     situation.  Now they're here and they're

9     getting information.

10               So there really does need to be

11     a very focused and careful approach to

12     those families and those seniors who are

13     dual eligible and not English dominant.

14     Because even when you're English

15     dominant, many people have lived in the

16     United States for many, many years, have

17     worked, et cetera, but you get older,

18     cognitive issues start kicking in, and

19     you go back to your original language,

20     and if you want people to make informed

21     choices, you really need to reach them in

22     that language.

23               COUNCILMAN GREEN:  I guess from

24     the Commonwealth level, do you see any

25     future opportunities -- I know we have a
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2     short window between now and January 1,

3     but opportunities of collaborating with

4     the City in reference to try -- because I

5     think the goal is trying to get as much

6     information out as possible, because this

7     is a somewhat significant change in

8     reference to how this healthcare is

9     provided and letting as many people know

10     as possible.

11               MS. HALLMAN:  Yeah.  So a

12     couple of things.  One thing that I did

13     forget to say is that we did mail our

14     notices and the enrollment packets in the

15     five dominant languages, which is the

16     first time that we've done that at the

17     Commonwealth level.  I had to write them

18     down so I remembered.  Vietnamese,

19     Russian, Spanish, Arabic, Chinese, and we

20     actually added Cambodian because

21     Cambodian was one of the dominant and

22     then it went down in ranking, so we

23     continued to mail in that language

24     because we had it.

25               In addition to that, we -- in
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2     addition to Spanish and Russian, we had

3     the community events also in Cantonese

4     and in Chinese and we -- additionally, if

5     a language was requested, Aging Well, who

6     has the contract with the Commonwealth to

7     do that, did attempt to make that happen

8     if it was possible, and I think they were

9     able to accommodate somebody's request to

10     have it in a different language.

11               We additionally are having --

12     we are contracting -- we will be

13     contracting with a minority outreach

14     vendor, and that will be doing personal

15     contacts with different organizations

16     within the Southeast to really get into

17     that population and be able to

18     communicate with participants and

19     communicate with those organizations.  So

20     we will be doing that, and recognizing

21     that it is a short time period, but we

22     really want to make sure that we get to

23     those populations and that they

24     understand what is going on with

25     Community HealthChoices.
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2               COUNCILMAN GREEN:  Does that

3     mean you'll be having more events and, if

4     so, at those events will you have other

5     languages being spoken so other people

6     from different perspectives can attend

7     and participate?

8               MS. HALLMAN:  So I won't say

9     that there are going to be big events

10     like we had and we sent out invitations.

11     It will probably be more of those local

12     events, trying to get into a senior

13     center and with different organizations

14     who hold meetings and while their

15     participants are there, being able to

16     talk to them about what's going on with

17     Community HealthChoices, and then also

18     speaking to those leaders of that

19     community so that they can then

20     communicate that with their participants

21     and they understand Community

22     HealthChoices.

23               We had an event and we were

24     very lucky that PCA held an event in June

25     while we were out here for the provider
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2     sessions with, I think it was, over 100

3     different organizations were represented

4     at that event for us to be able to talk

5     to them about CHC, but we recognize that

6     we want to go even further with that to

7     make sure that they really understand

8     what's going on and that they're able to

9     help participants if they have questions.

10               COUNCILMAN GREEN:  Considering

11     you're doing some other outreach, is

12     there opportunity to partner with the

13     City in that regard as you're doing these

14     initiatives or just as you have more

15     communication materials that we can have

16     on the City website, so we're using

17     multiple resources both from the

18     Commonwealth level and the City level to

19     get the information out regarding the

20     changes that are going to be coming

21     regarding healthcare?

22               MS. HALLMAN:  We always welcome

23     extra partnership in this, and so if you

24     have ways in which we can get out and

25     communicate, we are absolutely happy to
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2     do that, and just let us know.

3               And additionally, there is a

4     lot of information on Community

5     HealthChoices' website.  Every one of the

6     notices that we've sent, anything that we

7     sent to participants is available on the

8     website.  We also have training that

9     is -- it's recorded training that we --

10     shockingly, government rarely gets

11     positive feedback on training.  We've

12     gotten very positive feedback on this

13     training.  The overview is about 30

14     minutes, and we're actually developing

15     one for participants specifically

16     targeted to participants that will be on

17     the website also.  So we're happy to

18     share any of that information with you.

19     And if you also have suggestions of where

20     additional communications that we need,

21     we're always willing to step up and do

22     additional outreach, particularly when we

23     know that there's a question that people

24     have, we try to write a fact sheet

25     specifically around those issues so it's
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2     easy to pull up and understand what's

3     going on with that particular issue.

4               COUNCILMAN GREEN:  Well, the

5     person right to your right and the person

6     you can hopefully have an opportunity to

7     network with before the end of today's

8     hearing so that we can share that

9     information and then we can do a

10     collaborative effort to get the word out.

11               Councilmember Taubenberger.

12               COUNCILMAN TAUBENBERGER:  Thank

13     you, Mr. Chairman.

14               Ms. Velez, you had mentioned

15     about the languages and telephone.  Well,

16     as being someone who is bilingual, I know

17     the power of language, but also it's a

18     great strength to this city, but it in

19     this case could be a logistical nightmare

20     possibly.

21               When someone calls in

22     particular, I would -- in listening to

23     you, I think Spanish is covered pretty

24     easily, but other languages that are not

25     so easily covered, what could happen?
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2     Could the person make an appointment over

3     the phone?

4               MS. VELEZ:  That's also

5     possible, yes.  The person can make an

6     appointment.  Usually when people are

7     calling who have a language issue, it's a

8     family member or someone else who is

9     calling on their behalf --

10               COUNCILMAN TAUBENBERGER:  Who

11     already has at least a working knowledge

12     of --

13               MS. VELEZ:  Exactly.

14     (Continued) -- who will identify, I'm

15     calling on behalf of whoever, they're

16     Hindi, and then we can make the

17     arrangements to have the phone calls done

18     in whatever language, including working

19     with translators and sign language

20     translators so that people --

21               COUNCILMAN TAUBENBERGER:

22     Really?

23               MS. VELEZ:  Yes.

24     (Continued) -- so that people can get the

25     information.  So an appointment can be
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2     set up, and in the case of just the

3     telephone, then we know that we need to

4     have someone on the line who speaks that

5     language.  And then for someone who is

6     hearing impaired or challenged, we can

7     arrange to have a sign language

8     interpreter come in.

9               COUNCILMAN TAUBENBERGER:

10     That's excellent.  Are there --

11               MS. VELEZ:  Again, those -- I

12     hate to interrupt, but those decisions

13     about healthcare are so important.

14               COUNCILMAN TAUBENBERGER:

15     Absolutely.

16               MS. VELEZ:  And for many folks

17     who are even English dominant are

18     challenged to get the information, so

19     that their barriers just increased.

20               COUNCILMAN TAUBENBERGER:

21     Absolutely agree.

22               Is there anything that the City

23     can do to make that better or do you

24     think it's doing pretty well?

25               MS. VELEZ:  Well, it's still
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2     challenging, and the challenge right now

3     is the volume.  As I said, our Apprise

4     line -- and I'm sure it's happening to

5     all the Apprise programs across the

6     City -- has just seen a huge increase in

7     the number of daily messages that are

8     being left seeking services and

9     information.  So that just right now it's

10     a logistical issue.

11               COUNCILMAN TAUBENBERGER:  If,

12     for example, the language is not readily

13     available at that moment, how long do you

14     think it would be until they could say,

15     okay, call us back in an hour, call us

16     tomorrow?

17               MS. VELEZ:  So if someone makes

18     a phone call and leaves a message today,

19     they're going to get a call back as soon

20     as possible, which is usually within 24

21     hours.  So they will probably get a call

22     back, and then whatever arrangements need

23     to be made can be made.

24               Apprise works with volunteers,

25     and we have been blessed in the City to
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2     have a very good cadre of volunteers who

3     are willing to do and go that extra mile

4     to make sure that all those phone calls

5     are answered within the 24 hours.

6               COUNCILMAN TAUBENBERGER:  I

7     think the language diversity is there,

8     without question.  Once again, I think

9     it's a great strength of the City.  It

10     can be a nightmare at times because of

11     the immediacy of the answers needed and

12     the complexity of the answers needed, but

13     on the other hand, you are absolutely

14     correct.  I think a lot of people want to

15     be of help, and Philadelphia has always

16     had a great spirit of volunteerism.

17               MS. VELEZ:  And one of the

18     things that we found in our outreach

19     efforts is that using the City's TV

20     station is a good tool.  People are

21     sitting there at whatever hour of the day

22     or the night and they see an announcement

23     and they -- for the programs that we've

24     worked with, that's a really good tool of

25     getting people information.
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2               COUNCILMAN TAUBENBERGER:  In

3     your opinion, have we used our TV station

4     to the strength it could be used?

5               MS. VELEZ:  Probably not, but

6     our experience at the Mayor's Commission

7     on Aging has been that that's been a

8     really good tool for getting information

9     out.

10               COUNCILMAN TAUBENBERGER:  We

11     had just talked a little bit about this

12     with the Corporation of Aging, and I'd be

13     willing to do my part in doing a public

14     service announcement.  I think it could

15     be very, very helpful.  So I think --

16               MS. VELEZ:  It's just amazing

17     how many times when we do an outreach and

18     we ask people how did you hear about it,

19     and seniors will tell us, I couldn't

20     sleep, I turned on the TV, I was surfing

21     channels and all of the sudden I saw your

22     announcement and that's why I'm calling

23     today.  So that's a good tool for many --

24               COUNCILMAN TAUBENBERGER:  It's

25     a powerful tool we have.  I'm not always
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2     convinced we use it to the strength it

3     could be used, but improvements always

4     can be done.  But, yes, I think it's

5     great, and I'm going to do my part as

6     well as urging others, because it is

7     something that we have.  We have our own

8     TV station.  So great.

9               MS. VELEZ:  Thank you.

10               COUNCILMAN TAUBENBERGER:  Thank

11     you.  Thank you all.

12               COUNCILMAN GREEN:  I'd like to

13     acknowledge the presence of Councilman

14     Allan Domb, a member of the Committee.

15               I know Councilwoman Gym has

16     some questions.

17               COUNCILWOMAN GYM:  Thank you

18     very much, Mr. Chair.

19               So for the state, thank you

20     very much for being here.  Could you just

21     clarify again what are the exact

22     materials that are being translated and

23     in which languages are they being

24     translated?

25               MS. HALLMAN:  So the notices
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2     that are sent to participants, which are

3     legal notices that we mail and give them

4     their rights to appeal and tells them

5     about Community HealthChoices since they

6     need to select a plan, that is being

7     translated into Vietnamese, Russian,

8     Spanish, Arabic, Chinese, and Cambodian.

9     In addition to that, the pre-enrollment

10     packets have been translated into all

11     those languages except for Cambodian.

12     And in addition to that -- I'm trying to

13     think what else.  The notices that we had

14     sent back in July were also translated

15     into most of those languages and I

16     believe it was not translated into

17     Arabic, but it was also -- it was in

18     Napoleon.  Part of the reason for that is

19     we had done that in the Southwest.  So if

20     we already have something translated,

21     even if it's not one of the prevalent

22     languages, we'll still send it just

23     because we have it available and we know

24     that it will help those participants that

25     do receive that.
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2               COUNCILWOMAN GYM:  Okay.  And

3     then so a couple -- so there are no

4     African languages that are being

5     translated, is that right, and you don't

6     have South Asian, so like Urdu or any of

7     the other South Asian languages or

8     Bengali?  I mean, our fastest growing

9     population in Philadelphia is the

10     Bangladeshi community and the Bhutanese

11     community.  So those are two areas that

12     we may be looking at translation.  That

13     might end up being at the City level, but

14     I am surprised that statewide there

15     wouldn't be a South Asian language or an

16     African language that's --

17               MS. HALLMAN:  So Cambodian was

18     one of the top five languages, and it

19     actually --

20               COUNCILWOMAN GYM:  Cambodian is

21     an ethnicity --

22               MS. HALLMAN:  Okay.  I

23     apologize.  I am not a language expert.

24               COUNCILWOMAN GYM:  It's okay.

25     Just for clarity.
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2               MS. HALLMAN:  I'm always

3     impressed when the Councilmember said

4     that he's bilingual.  I took two years of

5     Spanish and I am horrible at it.  So I

6     apologize, because I am not a language

7     expert, but I recognize the importance of

8     this issue.  So we are based on what the

9     numbers tells us of how many

10     participants, and so it is based on the

11     five prevalent languages that are in

12     Pennsylvania.

13               COUNCILWOMAN GYM:  Okay.  And

14     Haitian Creole isn't one of them either,

15     French?

16               MS. HALLMAN:  No, it was not.

17               COUNCILWOMAN GYM:  It was not

18     considered?  Okay.

19               MS. HALLMAN:  No.

20               COUNCILWOMAN GYM:  So I think

21     it may call into account that there's a

22     number of languages where the City of

23     Philadelphia has a vibrant population and

24     may need more interpretation.

25               Is the state doing robo calls
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2     as well?  I'm curious about whether

3     there's opportunities -- I'm concerned

4     about homebound individuals who are just

5     not super active and not going to be able

6     to go out to meetings, they're not going

7     to get all these things.  So the more

8     intensive communication we get inside the

9     home, which is certainly through mail but

10     also through potential robo calls, door

11     knocking, that kind of thing.  Is that a

12     plan?

13               MS. HALLMAN:  Our independent

14     enrollment broker will do robo calls for

15     participants that don't select their

16     plan.  So once they get their notice and

17     their enrollment packet, a couple weeks

18     later they will get a robo call.  They

19     will then receive an additional letter

20     saying, hey, you still need to select

21     your plan, and I believe there is a

22     second robo call.  They will also go into

23     a participant's home if that participant

24     requests it.  So they will do face to

25     face at the request of that participant.



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 45

1   10/22/18 - DISABLED & AGING - RES. 160739

2               And there was something else --

3     oh, I did want to say we have -- so

4     participants when they sign up for

5     Medicaid at the state, they tell us their

6     language preference.  And so we're happy

7     to provide to you what we have as the

8     prevalent languages for the Community

9     HealthChoices in Philadelphia for those

10     participants so you can understand -- you

11     can see how many participants it is for

12     each of those languages.

13               COUNCILWOMAN GYM:  Yeah.  I

14     think -- I'm aware of -- I think we have

15     like a significant amount of data about

16     language need, but what we're looking for

17     from the state is how you recognize that

18     there is this clear need and what the

19     state is doing to sort of match it.  So

20     it's not so much that we need to know the

21     statistics.  It's the challenge of

22     getting out to those language minority

23     communities.  I think the most prevalent

24     languages don't always reflect the

25     highest amount of need as well.  So our
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2     more recent immigrants are going to not

3     necessarily register on the statewide

4     level, but they're very fastly growing.

5     They include a diverse array of

6     individuals.  And then because they don't

7     have the concentration of population,

8     they end up being more likely to be

9     skipped over because there just isn't

10     that kind of need.

11               So I think that's the part that

12     we're struggling with a lot in the City

13     and also for the state, but if the state

14     can cover well the larger languages, that

15     allows the City to focus in or use state

16     resources and use it as a kind of model.

17     I'm not entirely clear yet.

18               So if somebody checks off that

19     they have a language preference and they

20     receive a notice in the mail, is there a

21     way for them to get back to the state in

22     their own language that they need more

23     information, they need a robo call, they

24     need a home visit or something along

25     those lines?
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2               MS. HALLMAN:  Yes.  All of our

3     notices do have the tag lines on the

4     envelope for the -- I believe it's 12

5     languages.  I'm not positive how many are

6     on the actual envelope.  So that they'll

7     know where they can call to be able to

8     talk to somebody, and it uses the

9     Language Line at that point, so then they

10     can communicate with our staff and tell

11     them what their need is, and then that

12     would be in the language, but it would be

13     through the Language Line, but it would

14     be in the language that they need.  And

15     additionally, if they request materials

16     in a particular language, we will attempt

17     to make that happen if that's available.

18               COUNCILWOMAN GYM:  Okay.  And I

19     know you were talking about a minority

20     provider.  Again, I think it's one of

21     those things where one outfit struggles

22     to get out to the diversity of

23     communities.  So are you looking at just

24     one minority provider or are you looking

25     to cover a number of different
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2     communities through multiple providers?

3               MS. HALLMAN:  It will be one

4     provider whose expertise is actually

5     working with organizations that serve

6     minority participants.  So they will then

7     be working directly with those

8     organizations to get them information

9     about CHC out and help them understand

10     what their participants need to

11     understand.

12               COUNCILWOMAN GYM:  Could you

13     give an example of a provider that you've

14     used in the past who might qualify for

15     that?

16               MS. HALLMAN:  So my struggle

17     with that is I know who our provider will

18     be, but we have not done the procurement

19     yet.  We're in the process of doing that.

20     So I apologize, because I don't think I

21     can talk about that right now.

22               COUNCILWOMAN GYM:  Yeah.  I

23     wouldn't want you to talk about --

24               MS. HALLMAN:  There are

25     different outreach organizations that --
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2               COUNCILWOMAN GYM:  I wouldn't

3     want you to get involved with the current

4     contractual requirement.

5               MS. HALLMAN:  There's actually

6     the invitation to qualify for the state

7     through our eMarketplace with the

8     Department of General Services, different

9     organizations can apply to be on that

10     list, and then we can select from those

11     vendors in order to do outreach.  So we

12     selected one.  So we're looking at do

13     they have a presence in Philadelphia,

14     have they done this work previously,

15     those kind of things, so that we make

16     sure that we get a good provider to do

17     it.

18               COUNCILWOMAN GYM:  And when

19     will that provider be announced?

20               MS. HALLMAN:  We are working on

21     it right now.  I'm hoping this week.

22               COUNCILWOMAN GYM:  So what's

23     the deadline for it?

24               MS. HALLMAN:  I'm hoping this

25     week.
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2               COUNCILWOMAN GYM:  Okay.  Thank

3     you.

4               MS. HALLMAN:  You're welcome.

5               COUNCILMAN GREEN:  Just a quick

6     follow-up.  As you're doing this

7     outreach, and I know you've done a lot of

8     work with PCA, are you reaching out to

9     other organizations that have a broad

10     network of individuals?  I'm thinking

11     AARP PA.  We've done a lot of work in the

12     Aging Committee getting out the word on

13     different issues, especially as it

14     relates to financial fraud, but I think

15     reaching out to our broad net of

16     organizations in addition to PCA that

17     have a specific focus on the populations

18     that will be most impacted by this

19     change.  Just based on my numbers when

20     you say about 69 percent of 129,000,

21     we're roughly talking about almost 90,000

22     people, which is not a lot of people from

23     a Commonwealth perspective, but when you

24     start looking at the City of

25     Philadelphia, although we're a city of
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2     1.5, you're getting closer to almost 10

3     percent.  So that's a significant

4     population of people who are a little

5     more seasoned in age.

6               So seeing no additional

7     questions, we will move to the next group

8     of people to testify.  Thank you.

9               At this time, we'll bring up

10     Christopher Bruette, Matt Jennings, and

11     Norris Benns.

12               (Witnesses approached witness

13     table.)

14               COUNCILMAN GREEN:  Thank you.

15     Anyone can start their testimony.

16               MR. BENNS:  Good morning,

17     Chairman Green, Councilmember Blackwell,

18     Councilmember Taubenberger, and

19     Councilmember Gym.  My name is Norris

20     Benns and I'm the Vice President of

21     Government Relations at PA Health and

22     Wellness.  PHW is one of the three

23     Community HealthChoices managed care

24     organizations that will begin serving the

25     people of Philadelphia and surrounding
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2     Southeast Pennsylvania in January of

3     2019.

4               PHW may be new to many of you.

5     PHW is not new to the world of Medicaid

6     managed long-term care.  PHW is a

7     subsidiary of the Centene Corporation.

8     Centene is a Fortune 100 company,

9     operates health plans in 29 states, is

10     the nation's largest managed long-term

11     supports and services provider, serving

12     200,000 participants in nine states, is

13     the nation's largest Medicaid managed

14     care plan and the nation's largest

15     Affordable Care Act provider.

16               Along with the Pennsylvania

17     Department of Human Services Office of

18     Long-Term Living and our fellow Community

19     HealthChoices MCOs, we are transforming

20     the lives and health outcomes of those we

21     serve, one person at a time.

22               The Community HealthChoices

23     vision is a simple one, to give older

24     Pennsylvanians and people with complex

25     healthcare needs the opportunity to live
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2     and work in the setting of their choice.

3     For some, this may be a nursing facility.

4     For others, it may be their own home or

5     an apartment in their neighborhood.

6               PHW delivers healthcare locally

7     in the communities and neighborhoods in

8     which we live and work, backed by 30,000

9     managed care experts across the country

10     and internationally.  Our local

11     partnerships enable meaningful,

12     accessible healthcare for not only our

13     participants but for the community as a

14     whole.

15               Concern over upcoming changes

16     to the delivery of healthcare in the

17     region is understandable.  Providers

18     worry about changes to their payments and

19     their business processes.  Participants

20     worry that they won't continue to get the

21     services they receive now.

22               By working with our OLTL

23     partners, PHW has invested countless

24     hours and resources to communicating the

25     changes and the opportunities presented
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2     by Community HealthChoices.  Over the

3     past several months, PHW has educated

4     nursing facilities, home health and

5     personal attendant services providers,

6     physicians, pharmacies, and other

7     providers.  We have laid a healthcare

8     delivery foundation by building strong

9     healthcare networks throughout the

10     region, and we are poised to deliver

11     exemplary services beginning January 1st,

12     2019.

13               We have learned from the

14     Southwest implementation the need to

15     communicate early and often with our

16     providers.  We have engaged providers,

17     advocates, and other stakeholders in

18     meaningful dialogues that will yield

19     positive results for the participants we

20     serve.  Most importantly, we have

21     listened to the concerns that providers

22     and participants alike have brought to

23     the table and adapted policies and

24     procedures that will benefit all parties.

25               At PHW, we have a
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2     responsibility to remove barriers and

3     make it simple for people to get well,

4     stay well, and be well.  We have the

5     opportunity to strengthen the communities

6     we serve.  We look forward to making

7     these ideals a reality for Philadelphia.

8               Thank you for the opportunity

9     to be here today.  I would be happy to

10     answer any questions.

11               COUNCILMAN GREEN:  Thank you,

12     Mr. Benns.

13               We'll move forward to

14     Mr. Bruette and then Mr. Jennings.

15               MR. BRUETTE:  Good morning.

16     I'd like to thank Councilman Clarke, the

17     Philadelphia City Council, the Committee

18     on Aging, the Committee on the Disabled

19     and Persons with Special Needs, and

20     Chairpersons Derek Green and Al

21     Taubenberger, respectively.  My name is

22     Christopher Bruette.  I am the Director

23     of Provider Network Management for

24     Long-Term Services and Supports for

25     Keystone First Community HealthChoices.
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2     Keystone First is a part of the

3     AmeriHealth Caritas family of companies.

4     In my capacity I have oversight for the

5     LTSS provider network and part of the

6     implementation team that is preparing for

7     the January 1st, 2019 Southeast launch.

8               Keystone First has been proud

9     to serve Philadelphia medical assistance

10     recipients for over 35 years.  Since our

11     beginnings in West Philadelphia in 1983,

12     our family of companies have grown to

13     serve over 5.3 million members across 15

14     states and the District of Columbia

15     through Medicaid, Medicare, behavioral

16     health, long-term services and supports,

17     and pharmacy benefit management

18     contracts.  We have a successful record

19     of meeting the evolving needs of our

20     medical assistance members using an

21     integrated outcomes-based managed care

22     model.  Our commitment to delivering

23     high-quality, person-centered healthcare

24     has helped us to achieve a place among

25     the highest rated Medicaid health plans
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2     in the country.

3               Through our Keystone First

4     Community HealthChoices and AmeriHealth

5     Caritas Pennsylvania Community

6     HealthChoices health plans, we provide

7     managed care services under the Community

8     HealthChoices program to individuals who

9     are duly eligible for Medicaid and

10     Medicare, as well as individuals who

11     qualify for long-term services and

12     supports in either a community setting or

13     a nursing facility.  Community

14     HealthChoices was implemented in

15     Southwestern Pennsylvania on January 1st,

16     2018.  The Southeast region, including

17     Philadelphia, Bucks, Chester, Delaware,

18     and Montgomery Counties, will be

19     implemented on January 1st, 2019 and the

20     remaining regions of the Commonwealth

21     will be implemented January 1st, 2020.

22     There are over 420,000 Pennsylvanians

23     eligible for Community HealthChoices,

24     including approximately 129,000 eligible

25     participants in the Southeast region.
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2               We utilize the person-centered

3     planning model to assist CHC participants

4     in crafting a service plan to meet their

5     individual needs.  Each service plan

6     includes a comprehensive strategy to

7     support the participant's healthcare

8     needs, provide supportive services, and

9     achieve wellness goals.  Service plans

10     also contain a list of covered services

11     to assist participants in achieving

12     positive healthcare outcomes and

13     retaining their independence.  Our

14     Keystone First Community HealthChoices

15     participants will have the opportunity to

16     utilize several programs designed to

17     positively affect their health outcomes

18     on specific conditions such as asthma,

19     diabetes, hemophilia, and sickle cell

20     anemia.

21               We support the Office of

22     Long-Term Living's comment that the

23     Southwest implementation was a success,

24     and we look forward to serving the CHC

25     population of Southeastern Pennsylvania.
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2     We strive to work with our participants

3     to get them the care and resources they

4     need when they need it and where they

5     need it.  Among top priorities is helping

6     participants remain in their home or a

7     community-based setting.  In addition to

8     physical health benefits that our

9     participants receive, many are also

10     eligible for a number of services to

11     enhance their quality of life if they

12     prefer to live in the community.

13     Services available to nursing facility

14     clinically eligible participants living

15     in the community include home adaptation,

16     employment skills development, home

17     delivered meals, personal assistance

18     services, pest eradication, service

19     coordination, and non-medical

20     transportation.  Keystone First Community

21     HealthChoices supports the efforts of

22     OLTL within the Department of Human

23     Services to help inform and educate

24     participants on the upcoming

25     implementation of CHC in Southeastern
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2     Pennsylvania.  We are committed to

3     ensuring this transition is a seamless

4     process and that our participants receive

5     high-quality, person-centered healthcare.

6               Thank you.

7               COUNCILMAN GREEN:  Thank you.

8               Mr. Jennings.

9               MR. JENNINGS:  Good morning.

10     My name is Matt Jennings.  I'm from UPMC.

11     I just want to say thank you for the

12     opportunity to provide testimony here,

13     and thank you also to my colleagues for

14     overviewing the program very well.

15               I'll speak specifically about

16     UPMC.  We are an integrated delivery and

17     financial system here in Pennsylvania.

18     We have an academic medical center hub,

19     and we cover three million people through

20     our insurance product, including about

21     43,000 CHC participants as well as 27,000

22     participants in our D-SNP, which is one

23     of the highest rated in the country.

24               We're building on our success

25     in the Southwest.  We've been operational
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2     for about ten months.  And, again, I echo

3     the sentiment of my colleagues that I

4     think it's been one of the smoothest

5     rollouts I've been a part of.  I think

6     one of the metrics that points to that is

7     the high number of active --

8               COUNCILMAN GREEN:  Excuse me.

9     Quick question.  Do you have any written

10     testimony or are you just reading from

11     your notes?

12               MR. JENNINGS:  I'm reading from

13     my notes.

14               COUNCILMAN GREEN:  Okay.  But

15     you didn't provide any written testimony?

16     I just want to make sure we didn't -- so

17     you did not provide written testimony?

18               MR. JENNINGS:  I did not.

19               COUNCILMAN GREEN:  Okay.  I

20     just want to make sure.

21               MR. JENNINGS:  So one of the

22     metrics that we looked at was the large

23     number of active selections that we had

24     in the Southwest.

25               Our focus here has been on
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2     building and educating our provider

3     network.  To date, we've had six provider

4     meetings, with about 100 in attendance at

5     each of the meetings.  We discuss

6     orientation, systems compliance,

7     including billing authorization, system

8     issue resolution, how to spot and report

9     fraud, waste, and abuse, the Americans

10     with Disabilities Act critical incident

11     reporting and other topics.  We currently

12     have two other meetings scheduled in

13     Valley Forge and anticipate about having

14     250 provider representatives there.

15               In addition to the provider

16     meetings, we hold ongoing webinars.

17     We're holding joint MCO trainings with

18     our MCO partners here around HHAeXchange,

19     which is a common billing system that

20     we're using for Community HealthChoices.

21     And we provide new provider orientation

22     to providers that will join us within the

23     next year.

24               We've also been connecting with

25     community organizations here in
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2     Philadelphia especially.  We have

3     identified the language and cultural

4     diversity here as both a barrier but also

5     an opportunity.  So we've been working

6     with community organizations to provide

7     education as well as learning about the

8     services they provide and the resources

9     they have available here in Philadelphia.

10               As the program goes live, we'll

11     be shifting focus to our participants,

12     outreaching to them and hearing their

13     feedback.  We have two councils.  We have

14     the Participant Advisory Council as well

15     as the Health Education Advisory Council

16     that's running here in the Southwest

17     currently that we'll have in the

18     Southeast as well, and it's been an

19     effective way for us to get feedback from

20     our participants.  I think the best

21     example of this is around the

22     person-centered planning process, which

23     received feedback very early on that we

24     weren't doing enough on that front, and

25     so we in conjunction with DHS implemented



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 64

1   10/22/18 - DISABLED & AGING - RES. 160739

2     a person-centered mini assessment.

3     That's the first thing we walk through

4     with our participants currently and

5     allows us to better inform the plan of

6     care as we move forward.

7               And so I just want to thank you

8     for the opportunity to testify and open

9     for any questions.

10               COUNCILMAN GREEN:  Okay.  Thank

11     you, all of you, for your testimony.

12     Earlier you probably heard in my colloquy

13     to representatives here from the

14     Commonwealth about concerns about those

15     who may be part of that number of 89,000

16     in the City of Philadelphia who may not

17     become enrolled by December 21st and get

18     put into one of your three plans.  How

19     would you deal with those situations

20     going forward?  And you talked a little

21     bit about your outreach, but talk about

22     your continuing outreach to get to those

23     who may be hard to reach either based on

24     a language difference or other

25     challenges.
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2               MR. BRUETTE:  For Keystone

3     First, we do realize that there are going

4     to be a number of individuals that will

5     be auto assigned to one of the three MCOs

6     that don't make a selection.  We have a

7     team that's part of our service

8     coordination outreach as well as what our

9     team has called personal care connectors.

10     They will be providing outreach to

11     individuals that are duly enrolled, that

12     may be enrolled with Keystone First and

13     also with our aligned Keystone First VIP

14     D-SNP or with another D-SNP or Medicare

15     fee-for-service.  So we are not isolating

16     our outreach to just aligned individuals.

17     We will be working together with those

18     other D-SNPs that are unaligned and not

19     part of our organization to help improve

20     that communication as we work together

21     with them to implement this program.

22               From a language concern and

23     barrier, we do realize that that is a

24     barrier here in Philadelphia as well as

25     through the rest of the Commonwealth.
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2     Similar to Philadelphia, we do have a

3     language line translation service that is

4     available through our contact center, as

5     well as our service coordinators would be

6     able to access that language line to be

7     able to help provide translation services

8     while discussing and educating the

9     individuals on Community HealthChoices

10     and Keystone First Community

11     HealthChoices program.

12               In addition to just the

13     language line, we also can provide

14     materials in alternative formats for

15     individuals, such as braille, to be able

16     to provide those documents to individuals

17     in alternative formats for communication.

18               MR. JENNINGS:  I would also add

19     to that.  We're working with community

20     organizations to hire navigators in some

21     of the cultural and ethnic communities

22     that tend to be a little harder to reach.

23     So one of the organizations we're working

24     with is Penn Asian Senior Services, which

25     serves participants that speak up to, I
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2     think, 22 different Asian languages and

3     we'll be providing education to them,

4     which they can then filter down to the

5     people that they serve.

6               MR. BENNS:  I'll just add that

7     we similarly worked really closely with

8     community partners.  We worked with

9     Centers for Independent Living.  We

10     worked very closely with the Pennsylvania

11     Corporation for Aging.  And one of the

12     great aspects of this program is that

13     participants can change plans at any

14     time.  They're not locked in for the

15     year.  If they want to change, they can

16     change every month if they want to.  So

17     that I think is a really unique aspect of

18     this program.

19               And another component then --

20     and Ms. Hallman addressed this a little

21     bit earlier in her testimony -- that

22     during the enrollment process, that

23     participants can change plans and they

24     have the opportunity -- and Medicare is a

25     primary payer, so that the overwhelming
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2     majority of the services that

3     participants receive, Medicare will be

4     the primary payer, so there will be

5     little disruption at all in their

6     provider of choice.

7               COUNCILMAN GREEN:  Thank you.

8               I just have some additional

9     questions.  AmeriHealth Caritas Keystone

10     First, you've been in the community for a

11     number of years.  PA Health and Wellness

12     par Centene is new to the Philadelphia

13     market, and UPMC is somewhat new to the

14     market.  I know all of you have done

15     advertising in a broad context, in the

16     macro context, kind of introducing your

17     brands or continuing to maintain the

18     presence in the community in reference to

19     advertising.  Do you anticipate any

20     specific more targeted type of

21     advertising around the Community

22     HealthChoices initiative?

23               MR. BRUETTE:  So if I

24     understand the question, are we targeting

25     specific individuals to market to them?
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2               COUNCILMAN GREEN:  Well, yeah.

3     For the most part, I mean, all three of

4     your organizations do kind of broad

5     advertising about PA Health and Wellness,

6     UPMC, AmeriHealth Caritas and Keystone

7     First, but do you anticipate any more

8     specific targeted marketing, especially

9     within this time period as we run up into

10     January 1?

11               MR. BRUETTE:  So there are

12     limitations on our abilities to market.

13     We are not allowed to direct market.  We

14     can do the broad marketing, according to

15     our agreement with DHS.

16               COUNCILMAN GREEN:  Got you.

17     Okay.  Just curious.  I'm just trying to

18     see in this time period as I was asking

19     to the representatives here from the

20     Commonwealth about partnering with the

21     City, to the extent we can get as much

22     information out as possible in this tight

23     window of getting more information, but I

24     understand the limitations.  Okay.

25               Councilmember Taubenberger.
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2               COUNCILMAN TAUBENBERGER:  Thank

3     you, Mr. Chairman.

4               Mr. Benns, you had just said

5     that this was -- a consumer could change

6     each month.  Is it easy to do so?

7               MR. BENNS:  Well, that's a good

8     question.  I think nothing --

9               COUNCILMAN TAUBENBERGER:

10     That's why I asked.

11               MR. BENNS:  Nothing in

12     healthcare unfortunately is easy, but I

13     think that the process is as easy as it

14     can be.  It's the participant -- if they

15     decide to change plans prior to, I

16     believe it's, the 15th of the month, the

17     change is effective the first day of the

18     following month.  If they decide to make

19     a change after the 15th, then it would

20     take place the month after.  So if they

21     decide on January 14th they want to

22     change, the change would be effective

23     February 1st.  If they decide after the

24     15th, then it would take effect March

25     1st.  So they can let the independent
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2     enrollment broker know.  They can let

3     their service coordinator know.  They can

4     call the state.  So there are a lot of --

5     there's no wrong door for a participant

6     to indicate that they would like to

7     change plans.  So I'd like to think that

8     I think the state and we as well as my

9     colleagues try to make that process as

10     easy as possible.

11               COUNCILMAN TAUBENBERGER:  So we

12     truly won't know that until, of course,

13     January of next year or even later in the

14     year; is that correct?

15               MR. BENNS:  Well, no.  Well, we

16     know from our experiences in the

17     Southwest that we believe that -- I'll

18     speak for PA Health and Wellness, that

19     that process has gone relatively smoothly

20     with participants.  When they indicate

21     their decision to change plans, we all

22     try and make that process as easy and

23     seamless as possible.

24               COUNCILMAN TAUBENBERGER:  Then

25     is it correct that this system has been
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2     going on in the Southwest for a while?

3               MR. BENNS:  It started January

4     1st of this year.

5               COUNCILMAN TAUBENBERGER:  Of

6     this year?  Okay.  So there's already a

7     bit of a track record if people want to

8     switch.

9               MR. BENNS:  Correct.

10               COUNCILMAN TAUBENBERGER:  Which

11     I hope isn't too much, but people do like

12     to change their mind.  That's why we're

13     Americans.

14               MR. BENNS:  Correct.  And I

15     think that's one of the unique aspects of

16     this program, that some states allow

17     participants to change every couple of

18     months, some every six months, but

19     Pennsylvania allows participants to

20     change every month if that's their

21     choice.

22               COUNCILMAN TAUBENBERGER:  If

23     that's their choice.  Well, it certainly

24     gives them many, many options, and that's

25     a good thing.  People like options.
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2               MR. BENNS:  I think so.

3               COUNCILMAN TAUBENBERGER:  Thank

4     you very much.

5               MR. BENNS:  Thank you.

6               COUNCILMAN GREEN:  Just a

7     follow-up on that question.  I'm trying

8     to get some perspectives on things you've

9     learned on the Southwest rollout.  Have

10     there been a number of people that have

11     been switching plans as a result of

12     what's the rollout in Southwest?  This is

13     for anyone on the panel.

14               MR. BRUETTE:  I think in the

15     beginning, you saw a little bit more

16     frequency in the transition -- in

17     switching from MCO to another health

18     plan, but as we've moved on, that's kind

19     of stabilized and it's not as -- it's a

20     small number at this point from what

21     we're seeing at AmeriHealth Caritas.

22               MR. BENNS:  I think the numbers

23     are consistent with what you see in the

24     HealthChoices program, which is the

25     existing Medicaid managed care, which



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 74

1   10/22/18 - DISABLED & AGING - RES. 160739

2     also allows members to change plans every

3     month if they desire, and I think -- I

4     don't think the numbers in Community

5     HealthChoices are significantly larger

6     than -- maybe in the first couple of

7     months, but I think the numbers have sort

8     of stabilized and they're roughly

9     consistent with what you see in the

10     HealthChoices program.

11               COUNCILMAN GREEN:  Additional

12     follow-up questions.  What other

13     takeaways have you seen from the

14     Southwest rollout that have changed your

15     operations here in Southeast and possibly

16     throughout the Commonwealth?

17               MR. BENNS:  I think one of the

18     biggest takeaways for PA Health and

19     Wellness is to get out and talk to

20     providers early and often and provide

21     them with training early.  Last year the

22     training started, I guess, in December,

23     and we're starting much earlier this

24     year, because the thinking last year was

25     that we didn't want to put too much
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2     information at them prior to open

3     enrollment starting, but we're doing it

4     much more -- we started earlier and we're

5     doing it much more -- having much more

6     sessions this year than we did last year.

7     So that's one of the things you heard,

8     that providers wanted more training, so

9     we've been doing that.

10               MR. BRUETTE:  And similar for

11     AmeriHealth Caritas is the earlier

12     provider sessions.  We've held a number

13     of face-to-face sessions, and along the

14     lines of individuals being able to switch

15     MCOs, learning to stress certain areas of

16     importance and education to the provider

17     community, whereas prior to Community

18     HealthChoices, they know the eligibility

19     was through the Office of Long-Term

20     Living and would check the state system.

21     Now they need to make sure that they are

22     ensuring that they are checking and

23     validating which MCO the individual has

24     chosen for that particular month.  But as

25     Norris had mentioned, it's earlier
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2     education, earlier engagement, and having

3     those discussions with the providers

4     sooner in the process.

5               MR. JENNINGS:  The only thing I

6     think I would add to that in terms of

7     detail is, we found it very helpful to

8     focus not only on Medicaid but on

9     Medicare as well and how the two products

10     can interact with each other, because

11     there is a lot of confusion around people

12     are afraid that they'll lose their

13     Medicare, and so making sure the

14     providers understand that and can explain

15     it to their participants.

16               COUNCILMAN GREEN:  Okay.

17               Councilman Domb.

18               COUNCILMAN DOMB:  Thank you,

19     Chairman Green.

20               Good morning.  I just had a

21     question.  Maybe it was answered, but I

22     want to make sure I understand.  Is there

23     any cost difference per person between

24     those who would be in a nursing home or

25     staying in their home overall?
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2               MR. JENNINGS:  That's a really

3     good question.  So in terms of cost

4     difference, there is a pretty significant

5     cost difference.  Generally what we're

6     seeing in the Southwest is around 4,500

7     per member per month for a home and

8     community-based member, whereas that is

9     closer to around 6,000 before the

10     spend-down for a nursing facility.

11     However, DHS has done a good job in

12     designing the program from a financial

13     perspective where we receive a blended

14     rate whether someone is in the community

15     or in a nursing home.  And so from the

16     state's perspective, the cost is the

17     same.  From ours, it's not.  And so we

18     have a large financial incentive to keep

19     people in the community.

20               COUNCILMAN DOMB:  Let me make

21     sure that I understand something.  If it

22     was myself and I had a choice of going

23     into a nursing home or staying in my

24     current property, the obligation to

25     continue to pay if I had a mortgage, real
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2     estate taxes, insurance, maintenance, who

3     has to pay for that?  I do or is that

4     paid by the insurance?

5               MR. JENNINGS:  That's still

6     paid for mostly by you.

7               COUNCILMAN DOMB:  So that's a

8     cost for people when they're looking at

9     this, because they're going to continue

10     to have the cost of their home, where

11     they wouldn't have that cost if they went

12     to a nursing home and it's paid by

13     insurance.

14               MR. JENNINGS:  Unfortunately

15     most of our participants don't own their

16     home.  A lot of them are renting or live

17     with family.

18               COUNCILMAN DOMB:  But even the

19     rental payment would be a cost.  What I'm

20     getting at is the cost of housing,

21     whether it's rent or buy, stays with the

22     individual if you stay in your home

23     versus it being picked up by going to a

24     nursing home.

25               MR. JENNINGS:  Yeah.  Which is
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2     why we help a lot of our participants get

3     on Housing Choice subsidies and get into

4     low-income housing tax credit properties

5     as well, so that financial burden is a

6     little less.

7               COUNCILMAN DOMB:  Okay.  Thank

8     you.  Thank you very much.

9               Thank you, Mr. Chairman.

10               COUNCILMAN GREEN:  Councilman

11     Taubenberger.

12               COUNCILMAN TAUBENBERGER:  Thank

13     you, Mr. Chairman.

14               Mr. Benns, this is directed at

15     you, but if anyone on the panel would

16     like to answer it, please feel free.

17               It's my understanding that if

18     you do not pick a plan by the end of this

19     December, that you will be assigned.

20               MR. BENNS:  That's correct.

21               COUNCILMAN TAUBENBERGER:  And

22     if by chance that person finds out this

23     is really the wrong plan, I want

24     something different, for whatever reason,

25     so then it's actually easy for them to
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2     change?

3               MR. BENNS:  Correct.

4               COUNCILMAN TAUBENBERGER:  Okay.

5               MR. BENNS:  And they can change

6     up to December 21st, which will take

7     effect January 1st.  So say they realize

8     on December 20th that they've been

9     assigned to a plan that they don't want

10     to be in that plan, they can change to a

11     different plan and it will take effect

12     January 1st.

13               COUNCILMAN TAUBENBERGER:  Well,

14     they might not really know until they're

15     actually in that plan.

16               MR. BENNS:  Sure.  That's

17     possible.

18               COUNCILMAN TAUBENBERGER:  But

19     everyone will be assigned.  So no one can

20     say, I didn't do anything and I got

21     nothing.

22               MR. BENNS:  That's correct.

23     There is an auto assignment process that

24     utilizes an algorithm to determine which

25     plan the participant gets assigned and,
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2     again, they can change every month if

3     they desire.

4               COUNCILMAN TAUBENBERGER:  Okay.

5     All right.  Thank you.

6               COUNCILMAN GREEN:  One

7     follow-up question.  I know with the auto

8     assignment for those who have not signed

9     up for a particular plan, once that

10     occurs, how quickly will people receive

11     information in reference to the provider

12     network and other information about that

13     plan they've been assigned to?

14               MR. BRUETTE:  So --

15               COUNCILMAN GREEN:  And you

16     referred to what happened in Southwest.

17     That may not or may not be comparable for

18     Southeast Pennsylvania.

19               MR. BRUETTE:  So for

20     individuals that are newly coming on for

21     the Southeast, we are not allowed to

22     contact them prior to five days on their

23     effective date.  So they would not

24     receive anything from the MCOs until the

25     end of December, but they will be
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2     receiving documents and communications

3     from the independent enrollment broker

4     through the state.  They would not be

5     receiving that from the MCOs.

6               MR. BENNS:  And that would have

7     network information about which providers

8     are in the network.  They can talk to the

9     independent enrollment broker also and

10     they can provide that information.

11               COUNCILMAN GREEN:  Okay.

12     Seeing no other questions, we will now

13     move on to the next panel.  Thank you for

14     your testimony.

15               (Thank you.)

16               COUNCILMAN GREEN:  The final

17     panel will be Holly Lange, Pam Walz,

18     Kathy Cubit, and Amy Lowenstein.

19               (Witnesses approached witness

20     table.)

21               COUNCILMAN GREEN:  Ms. Lange,

22     feel free to begin.

23               MS. LANGE:  My name is Holly

24     Lange.  I'm the CEO for Philadelphia

25     Corporation for Aging.  I would like to
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2     thank Councilman Green, Councilman

3     Taubenberger, Councilwoman Blackwell,

4     Councilman Domb for holding this hearing

5     today.  We are very concerned about the

6     new program about to start January 1st,

7     2019.  Many of our consumers, as you

8     know, your consumers, are elderly,

9     disabled, and frail.  So no amount of

10     community education and outreach is

11     enough.

12               As you have heard, the

13     Department of Human Services, all of the

14     three managed care companies, as well as

15     PCA and other groups in the community

16     have held many meetings to talk to

17     providers, to talk to consumers, to talk

18     to families.  There is still a lot of

19     confusion.  Whether you speak English or

20     one of the other many languages that we

21     have here in Philadelphia, whether you

22     have an advocate or whether you attend

23     yourself, there is still a great deal of

24     confusion.  So we are very concerned

25     about holding additional outreach and
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2     education meetings and holding additional

3     group meetings with senior centers and

4     other facilities.

5               The Pennsylvania Department of

6     Human Services has developed Community

7     HealthChoices, and it's a good program.

8     We are about maybe 20 of many states that

9     already have this type of program.  So

10     our state has had the opportunity to

11     learn from other states.  I think they've

12     avoided some of the pitfalls and some of

13     the confusion.  But when you're an older

14     frail person, if you don't have a family

15     to depend on, it's still confusing.  What

16     is more important than your healthcare?

17     What is more important than your doctor,

18     than your hospital?  And we're still

19     concerned that there is a lot of

20     confusion even though this program will

21     not change the person's Medicare.

22               So we've worked very closely

23     with the Department of Human Services.

24     We have had 54 outreach meetings.  The

25     meetings were at senior centers, at
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2     churches all throughout Philadelphia.  We

3     have used translators.  We have

4     translated the information into many

5     languages but, again, we're concerned

6     that we need to do more community

7     outreach and education.

8               I commend City Council for

9     holding this hearing today.  I hope that

10     all of your other Councilmembers and the

11     constituent services staff will call and

12     find out more information, because

13     January 1st when Mrs. Jones doesn't get

14     her ride to the doctor, when Mr. Smith

15     doesn't get his ride to the pharmacy to

16     pick up his medication and ends up back

17     in the hospital, that's a problem.

18               We at PCA, we have a lot of

19     social workers that have been trained in

20     this program.  If the person is a

21     consumer of PCA services in their home,

22     their social worker, their service

23     coordinator will tell them about this

24     program.  We're not allowed to pick any

25     of the three managed care companies, of
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2     course, but we will tell them about the

3     program.  Then they have to call the

4     independent enrollment broker, somebody

5     on the phone that may or may not know

6     their condition.

7               We're also concerned that

8     sometime in December, as you heard,

9     December 21st, everybody will be enrolled

10     whether they choose a program or whether

11     they're automatically enrolled.  They

12     still may not know what providers that

13     they will have.  They know that they

14     chose one of the managed care companies.

15     We at PCA will have a contract for the

16     service coordination for the social work

17     that goes into the home of the older

18     person, but if they become more frail or

19     more disabled or they experience some

20     kind of chronic illness or chronic

21     confusion, we still need to help them on

22     an individual basis.

23               The numbers are the numbers.

24     You've heard, 87,000 older people and

25     disabled people will be enrolled in this
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2     program in Philadelphia.  What we've

3     learned in the Southwest, we're very

4     appreciative that the Southwest went

5     first.  I talk to my colleagues in

6     Western Pennsylvania very often to find

7     out, well, the computer didn't have this

8     person's care plan in it, but that person

9     still needs a meal on January 1st.  We're

10     here to ask you to hold continuing

11     informational sessions to make sure that

12     all of your constituents and the

13     consumers that we all care about are

14     aware of this program.

15               So in closing, we welcome the

16     opportunity to work with you and your

17     staff.  We're concerned about the elderly

18     and the adult disabled.  We have a

19     45-year history of helping seniors in

20     their homes.  We have held meetings at

21     all of the senior centers.  We will

22     continue to hold meetings with the senior

23     center staff and with your offices, and

24     you can call my office any time to get

25     more information.
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2               Thanks.

3               MS. WALZ:  Hi.  Good morning.

4     My name is Pam Walz and I am a

5     Supervising Attorney in the Aging and

6     Disabilities Unit at Community Legal

7     Services.  My unit focuses on the legal

8     needs of older adults and people with

9     disabilities.  One of our main areas of

10     focus is access to long-term services and

11     supports, and we represent low-income

12     seniors in Philadelphia and people with

13     disabilities in appeals where they are

14     trying to access services that they have

15     been denied through the long-term

16     services programs.  We also represent

17     nursing home residents in a range of

18     different issues.

19               I want to focus my comments

20     this morning on four particular concerns

21     that we have in addition to the many that

22     have been touched on here this morning.

23     The first is about outreach.  The

24     Department and PCA and its other

25     subcontractors have put a huge effort



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 89

1   10/22/18 - DISABLED & AGING - RES. 160739

2     into outreach in their community

3     education sessions throughout

4     Philadelphia.  However, there are a lot

5     of people who are not able to get to any

6     of those sessions.  We're especially

7     concerned about homebound individuals and

8     especially about people who are in the

9     long-term services and supports programs,

10     the waiver programs, most of whom are

11     homebound and couldn't get to any of

12     those sessions.  We're really concerned

13     about how they're going to find out that

14     this is happening, what it means for

15     them.  And these are people who are

16     particularly dependent on these services.

17               The Department's plan is for

18     these folks -- their service coordinators

19     to provide education to them, and the

20     Department has created an online training

21     for service coordinators to prepare them

22     to do this.  However, so far only about 6

23     percent of the population who are getting

24     long-term services and supports have

25     gotten an outreach from their service
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2     coordinators.  We're really concerned

3     that these people who really need this

4     information the most, we're concerned

5     about how much information, if any,

6     they're going to get telling them about

7     CHC, how it's going to affect their

8     ability to use their providers, and how

9     they're going to get services after

10     January 1st.

11               We're also hearing a lot of

12     concerns from recipients about whether

13     they can keep their physicians who accept

14     Medicare but who may not join one of the

15     CHC plan's networks.  The answer to this

16     question is yes, as long as the provider

17     is treating them for a Medicare-covered

18     service, but on the other hand, for

19     services that are covered only by

20     Medicaid, participants are going to need

21     to choose providers in the CHC managed

22     care network.  And for enrollees who

23     don't have Medicare, they are also going

24     to have to choose providers that are in

25     this network.
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2               This interaction between

3     Community HealthChoices and Medicare is

4     both complicated and confusing, and it

5     presents a huge challenge in preparing

6     the dual eligible population for the

7     transition.

8               I'd like to finish by talking

9     about an important need and an

10     opportunity.  First, there's a great need

11     for supports, like an ombudsman program,

12     to help people navigate the CHC program

13     and to help them understand how CHC

14     functions, how it interacts with their

15     Medicare and their other coverage, what

16     their rights are, and how to file appeals

17     if they get denied services that they

18     need.

19               There will also be a need for

20     legal representation for CHC enrollees in

21     these appeals.  The enrollee is

22     entitled -- if the plan denies someone of

23     services they need, the enrollee is

24     entitled to an appeal, but this is a

25     protection that's much more likely to be
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2     meaningful if they have legal

3     representation, especially since the

4     managed care plans will be represented by

5     counsel at hearings.

6               Based on our experience with

7     the existing managed care plans, we know

8     that appellants are much more likely to

9     succeed if they have a lawyer, because

10     attorneys know the regulations and how to

11     present an argument.  These beneficiary

12     support programs haven't been fully

13     developed yet by the Department, and they

14     remain a big need that needs to be

15     addressed.

16               Finally, I want to talk a

17     little bit about behavioral health care

18     in Community HealthChoices.  CHC

19     represents a real opportunity for

20     participants to access better behavioral

21     health care.  Until now, the dual

22     eligible population and people 60 and

23     over who have been in the waiver programs

24     have not been eligible to get their

25     behavioral health services from Community
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2     Behavioral Health, CBH.  Instead they

3     could only get behavioral health services

4     through the fee-for-service system.  The

5     problem was there were very few providers

6     enrolled in fee-for-service.  And nursing

7     home residents also have had really

8     limited access to behavioral health

9     services.

10               With the rollout of CHC, all of

11     these populations are now going to be

12     eligible to get their behavioral health

13     services from CBH, and the CBH plans are

14     required under their contracts to

15     coordinate services with CBH.  So this is

16     a great opportunity to fill a big need.

17     In order to really realize this

18     opportunity, it's going to be very

19     important for CBH to become familiar with

20     these populations and their needs, to

21     develop and make appropriate services

22     available, and to coordinate with the CHC

23     plans, the nursing homes, and other

24     providers.

25               Thank you for inviting me to



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 94

1   10/22/18 - DISABLED & AGING - RES. 160739

2     speak today.

3               COUNCILMAN GREEN:  Real quick,

4     I just want to interject real quick.  You

5     made reference to behavioral health and

6     the ability under a managed care program

7     as opposed to the traditional provider

8     opportunities -- the original provider

9     network, the ability for people that have

10     behavioral health challenges to be able

11     to access in a more coordinated way with

12     CBH.  From your observation, has there

13     been any conversation or discussion in

14     that regard with Joan Erney and others?

15     I see Holly is shaking her head.  So

16     there has been some conversation between

17     CBH and the MCOs?

18               MS. WALZ:  I believe that

19     they're having some discussions that have

20     started.

21               COUNCILMAN GREEN:  Okay.  Good.

22               MS. WALZ:  One thing I left out

23     that I should say is, the CBH plans won't

24     be providing behavioral health services

25     themselves.  It's carved out.  CBH will
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2     be doing it.

3               COUNCILMAN GREEN:  Right.  But

4     coordinated.

5               MS. WALZ:  Yeah.

6               COUNCILMAN GREEN:  Thank you.

7               Councilman Taubenberger.

8               COUNCILMAN TAUBENBERGER:  Just

9     a very, very quick question.  It is for

10     Ms. Walz.  You had mentioned that you're

11     most concerned with the homebound

12     population.  How big is that population?

13               MS. WALZ:  You know, I had that

14     number.

15               MS. LANGE:  10,000.

16               COUNCILMAN TAUBENBERGER:

17     That's close enough.

18               MR. WALZ:  I think it's more

19     than 10,000.

20               MS. LANGE:  10,000 elderly and

21     additional numbers of disabled.

22               COUNCILMAN TAUBENBERGER:  Okay.

23     That's close enough for my purposes.

24     Thank you.

25               MS. CUBIT:  Good morning.  My
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2     name is Kathy Cubit and I'm the Director

3     of Advocacy Initiatives from CARIE, the

4     Center for Advocacy for the Rights and

5     Interests of the Elderly.  Thank you,

6     Chairman Green, Chairman Taubenberger,

7     and members of the Committees for the

8     opportunity to talk about Community

9     HealthChoices.

10               CARIE is a non-profit

11     organization based in Philadelphia

12     dedicated to improving the equality of

13     life for frail older adults regardless of

14     whether they live at home or in a

15     facility.  Since 1977, CARIE has worked

16     to promote their well-being rights and

17     autonomy through advocacy, education, and

18     action.  We've had the privilege of

19     working with many of your offices, and

20     our director is pleased to serve as a

21     commissioner on the Mayor's Commission on

22     Aging.

23               My written remarks include a

24     very brief overview, which I think you've

25     heard already, so I'll skip that, but
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2     there's two points I did want to make.

3     We keep hearing about the December 21st

4     date.  Participants will be auto enrolled

5     after November 17th.  So you may get

6     calls from your constituents, what's this

7     about, why am I getting this plan

8     information.  The 12/21st date is their

9     last chance to change to be in their

10     chosen plan by January 1.  So I just

11     wanted to bring some clarity to that.

12               The other point that wasn't

13     covered this morning is the LIFE Program

14     continues to be an option for some folks

15     that are 55 and older.

16               Some of the issues of concerns,

17     to piggyback on what you've heard

18     already, is it's very confusing to

19     consumers and their caregivers given

20     they're accustomed to the current system

21     and the program materials that they're

22     receiving are easy to ignore and can be

23     hard to understand.  Community social

24     workers and current providers are also

25     confused about the changes and
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2     implications of CHC as the program makes

3     changes for providers as well as

4     consumers.  Many consumers worry that the

5     new system will mean big changes to the

6     services they receive, fearing they will

7     experience problem accessing their

8     doctors, interruptions in their

9     healthcare or cuts in services that allow

10     them to live at home.  Others may be

11     using a managed care system for the first

12     time, and challenges, as we've heard, are

13     far greater for those who struggle with

14     lower levels of literacy, cognitive

15     impairment, limited English proficiency,

16     and who may have a greater need for

17     culturally competent providers.

18               CARIE recognizes Community

19     HealthChoices is a daunting change.  We

20     are helping with the transition by

21     providing outreach and education as well

22     as developing easy-to-understand

23     materials so that consumers can learn

24     more about CHC and their rights.  I have

25     fact sheets that were attached to my
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2     written remarks and on your table, and

3     we're translating these into multiple

4     languages.

5               Our CARIE line is available to

6     anyone who would like an advocate to take

7     the time to talk about these changes,

8     answer questions, and troubleshoot

9     problems.  We are also working to

10     identify problems and systemic issues to

11     advocate for any needed changes.  And our

12     resources are found on our website at

13     carie.org/chc, and our number is in the

14     testimony.  And we appreciate your

15     interest in CHC and the potential impact

16     of vulnerable Philadelphians.  We're here

17     to help you and your staff ensure that

18     the new Community HealthChoices program

19     does not disrupt the health,

20     independence, dignity, and well-being of

21     participants.

22               I'm happy to answer any

23     questions you may have.

24               MS. LOWENSTEIN:  Hello.  My

25     name is Amy Lowenstein.  I'm a
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2     Supervising Attorney at the Pennsylvania

3     Health Law Project.  Thank you for this

4     opportunity.  The Pennsylvania Health Law

5     Project is a statewide non-profit legal

6     organization that's dedicated to

7     improving public health insurance and

8     improving both the services that are

9     available and the access to those

10     programs.  We do this through policy

11     advocacy, litigation, as well as

12     individual legal representation.

13               We have been involved in CHC

14     advocacy since the program was announced

15     in 2015, and that was involved in

16     advocating for what the program would

17     look like and our views on what the best

18     ideas for how participants' rights could

19     be protected.  Since we are a statewide

20     organization, we've also been involved

21     with the implementation that you've heard

22     about in the Southwest, and that has

23     involved not only counseling participants

24     about what was coming but talking to them

25     about the problems when they encountered
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2     them and making ourselves available for

3     legal representation.

4               Now, my colleagues here and

5     others have talked about some concerns.

6     I'm going to touch on them briefly, but I

7     also want to just bring in some of the

8     Southwest experience that we've had so we

9     can kind of see what we might anticipate

10     in the Southeast.

11               I do want to note that we have

12     had a good relationship with the Office

13     of Long-Term Living throughout this

14     process.  They have been meeting with us

15     weekly actually since the launch of the

16     Southwest, and we've now started talking

17     about the Southeast launch as well.  So

18     we hope to continue that productive

19     relationship going forward, and my

20     colleagues at the table here are involved

21     in that as well.

22               Now, PHLP because -- we are

23     actually on all the notices that people

24     receive when they're told they're going

25     to go into CHC and we're also listed on



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 102

1   10/22/18 - DISABLED & AGING - RES. 160739

2     all the notices if somebody receives a

3     denial of a service or a change in a

4     service.  So we are a resource for your

5     constituents.  I want to emphasize that,

6     because we recently learned -- so

7     recently one of the plans sent out about

8     153 notices in the Southwest denying or

9     reducing services.  Our number is on that

10     notice.  We received four calls.  So we

11     really want to emphasize that if you guys

12     get calls, you can reach out to us.  You

13     can reach out to Community Legal Services

14     if these are about changes in services.

15     We're here to provide legal

16     representation for constituents.

17               So quickly on this Southwest, I

18     do echo the concern about confusion.

19     That was a major issue for people when

20     they were trying to access services.  It

21     was an issue in the Southwest on the

22     provider side and the constituent side,

23     so people would call up their doctors and

24     they wouldn't be able to make

25     appointments.  This is not everybody, of



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 103

1   10/22/18 - DISABLED & AGING - RES. 160739

2     course.  But people had trouble making

3     appointments.  People had appointments

4     cancelled.  They would go to the pharmacy

5     and leave without their medication.

6     They've had trouble accessing durable

7     medical equipment.  This was largely

8     because of both the consumers' confusion

9     about how to talk about what the change

10     was, if they even knew there was a

11     change, and provider confusion -- this is

12     mostly medical providers -- about what

13     Community HealthChoices brings.

14               Now, we do know that the state

15     has done a lot more work in the Southeast

16     to educate providers so that they know

17     what's coming, but we've also talked to

18     providers in the Southeast who really

19     still don't necessarily understand how

20     Community HealthChoices works for their

21     constituents.

22               For example, some of them don't

23     understand that they can actually still

24     build Community HealthChoices for their

25     dual eligibles even if they're not in the
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2     network of that Community HealthChoices

3     plan, which is critical to people being

4     able to keep seeing their providers.

5               The other thing I want to

6     mention just because it's the Southwest

7     perspective is sort of a fast forward to

8     after this continuity of care period that

9     people have discussed.  So there is a

10     continuity of care period for people who

11     are getting services in their home that

12     help them stay in the home and stay in

13     the community, and that includes things

14     like personal assistance, which is help

15     in your home doing daily living tasks,

16     anything from transferring, getting out

17     of bed, cooking, all of those things that

18     help people stay in the community.  So

19     people have a lot of concerns that those

20     services may be cut when there's a

21     managed care plan in place.  They're

22     concerned that the bottom line will be I

23     can save money maybe if I cut these

24     services.  And we haven't seen that yet,

25     but we are concerned that it may be
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2     coming.  And one of the reasons we

3     haven't seen it is, continuity of care

4     has essentially continued in the

5     Southwest beyond the first six months.

6     Early on towards the end of continuity of

7     care, we noticed that the notices people

8     get when they're denied a service were

9     not explaining why the service was

10     changing or being reduced.  And so we

11     went to the state, and they very quickly

12     told the plans they had to stop issuing

13     notices changing services.  So they've

14     essentially extended continuity of care.

15               But we have seen what some of

16     the notices look like and some of those

17     153 that went out that I mentioned, those

18     were all rescinded.  They weren't

19     supposed to go out.  But they do show

20     that there's cuts in personal assistance

21     services coming and that people need to

22     be alert to this and be aware.  So it's

23     something to watch out for.  We're

24     concerned.  We want the notices to be

25     improved so people understand what's
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2     changing and be able to challenge those

3     decisions.  You can't really challenge a

4     decision if you don't understand it.  So

5     that is one thing we're concerned about.

6               We're also concerned about the

7     person-centered service planning that was

8     mentioned earlier.  This is the sort

9     of -- for the people who are getting

10     services in their homes, this is the plan

11     that said what services they're going to

12     get.  And if it's not done properly and

13     doesn't include their goals, then they're

14     not going to get those services.  So

15     those plans were also missing things like

16     goals and signatures, and it wasn't clear

17     that there was really a true process

18     going on.  So, again, to the state's

19     credit, they put the plans in corrective

20     action regarding those person-centered

21     service plans, and they're still in

22     corrective action on that.

23               So basically I just wanted to

24     sort of say that your constituents need

25     to know that even after the initial bumps
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2     that are going to be inevitable in this

3     program, they're going to still need to

4     contact you and reach out to you about

5     these other issues, about changes in

6     their services, and we want to show that

7     we're here to support them, but we need

8     to keep the lines of communication open,

9     because if we don't know what's going on

10     on the ground, we can't communicate that

11     to the state.

12               Thank you.

13               COUNCILMAN GREEN:  Thank you

14     all for your testimony.  In your

15     testimony, you talked about the ongoing

16     communication that you've been having

17     with the Commonwealth.  It seemed like

18     everyone was nodding that you've been in

19     frequent, almost weekly conversations

20     with the Commonwealth not only for the

21     Southwest rollout but now in preparation

22     for the Southeast -- well, you will be

23     for Southeast PA mostly -- rollout.  Have

24     you also had communications with the MCOs

25     at all during this process?
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2               MS. LANGE:  Yes.  The MCOs have

3     been very gracious about meeting with

4     many of the providers.  PCA, as you know,

5     is one the largest providers, and we have

6     meetings, meetings on the phone as well

7     as in-person meetings we've had, yes.

8               MS. LOWENSTEIN:  We've had less

9     contact, but our Executive Director has

10     had -- we have relationships with the

11     three MCOs, but we've had -- it hasn't

12     been as formal, the engagement.

13               COUNCILMAN GREEN:  And so based

14     on your observations as well as your

15     concern about the possible disconnect,

16     especially people who will be receiving

17     the services, are there suggestions that

18     you would make in reference to outreach

19     that can be done by both the MCOs as well

20     as the Commonwealth as well as the City

21     to help more people?  When you're talking

22     about looking at possibly 89,000 people

23     in the City of Philadelphia eligible for

24     these services, are there suggestions

25     from what you've seen so far, things
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2     you've seen in other states?  Because you

3     mentioned other states and you said how

4     Pennsylvania has done things, learned

5     from what other states have done, but are

6     there some additional things we can do to

7     get the word out, especially considering

8     that we're talking about we're already

9     almost November and we're talking January

10     1?

11               MS. LANGE:  I think all of us

12     have stated, Councilman Green, that we

13     need additional community outreach

14     meetings.  I think all of your offices

15     should have, whether you can use the

16     computer, should maybe have paper copies

17     of the information.  Certainly CARIE has

18     done a great deal of information, and

19     we've participated with them in printing

20     a lot of the material.  Sometimes people

21     can respond better when they have a piece

22     of paper and they understand better than

23     looking on a computer.  Many of our

24     elderly don't have a computer.  They

25     depend on an advocate or their family to
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2     go on the website to learn more about it.

3     There is a ton of information on the

4     website.  I think Department of Human

5     Services has done a great job in putting

6     information on the website, but, again,

7     many elderly and disabled don't have

8     access to a computer or they're just not

9     good with technology.

10               So we plan to have a lot of

11     information available in our offices and

12     at the senior centers, printed materials,

13     and I would encourage all of your

14     constituent services members to have that

15     information available, because they're

16     not going to call an 800 number in

17     Harrisburg.  They're going to call you

18     and they're going to call me.

19               MS. CUBIT:  CARIE has been

20     doing a lot of outreach to consumers

21     obviously and also providers that fall

22     out of the typical Department network.

23     Last week, for example, I was at Action

24     Aids or Action Wellness now speaking to

25     about 75 caseworkers, and they obviously
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2     work with people of all ages, and they're

3     not really in the loop as much as some of

4     the AAA network and other providers, but

5     nonetheless they are helping their

6     consumers and trying to answer questions

7     and dealing with problems like with the

8     enrollment broker, which you've heard

9     about today.

10               We've also started a CHC

11     Advocates Alliance.  So we're going to be

12     getting out like real brief newsletters

13     to try to dispel myths and keep people up

14     to date with certain information, and

15     we'd be glad to supply all your offices

16     with our fact sheets again to help, like

17     Holly mentioned, get the word out and

18     get -- people often need one-to-one

19     conversations.  All the outreach is

20     important, but we're finding sometimes it

21     can take a half hour on the phone really

22     explaining everything to people about

23     this is what's happening and answering

24     their questions.  That doesn't always

25     happen at some of the -- not to say they
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2     shouldn't be happening, but a lot of

3     people do need these one-to-one

4     interactions.

5               MS. WALZ:  I just wanted to add

6     that I think anything that the Department

7     can do to reach out to the service

8     coordination agencies and

9     encourage/pressure them to actually have

10     their service coordinators reach out to

11     the participants would be really

12     important.  There are -- I keep losing

13     track of how many service coordination

14     agencies -- 170, something like that, in

15     Philadelphia, and they need to be getting

16     their employees or service coordinators

17     to reach out to the people they serve and

18     explaining this program to them.

19               COUNCILMAN GREEN:  When you say

20     service coordinating agencies, give me an

21     example.  I think I know, but I don't

22     want to assume.

23               MS. WALZ:  So for people who

24     are in the long-term services and

25     supports programs, as Amy was saying,
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2     each of them has a person-centered

3     service plan that is created by a service

4     coordinator.  Each person is assigned a

5     service coordinator whose job is to

6     create the service plan and then to find

7     the home care agency, put it all in

8     place, and then to follow along and make

9     sure the person gets the services they

10     need and to help them coordinate their

11     care and get over any problems that they

12     encounter.  And so that's kind of the --

13     that's the point person, and they work

14     for service coordination agencies, of

15     which, as I was saying, there are about

16     170 maybe in Philadelphia.  Many.

17               MS. LANGE:  The service

18     coordination agencies, some of the larger

19     ones you might have heard of.  There's

20     over 100.  I don't think there's 170, but

21     there are over 100.  Some of them are

22     quite small.  PCA is the largest, and

23     Liberty Resources and JEVS are also two

24     of the largest.  And so a lot of the

25     service coordinators work for those



Committess on the Disabled & Persons with Special Needs and Aging
October 22, 2018

(215) 504-4622
STREHLOW & ASSOCIATES, INC.

Page 114

1   10/22/18 - DISABLED & AGING - RES. 160739

2     larger agencies but, again, there are a

3     lot of smaller agencies that they also

4     work for, and they have been given

5     information by the Department of Human

6     Services.

7               COUNCILMAN GREEN:  That kind of

8     follows up to my point, because the AAA

9     entities are getting the word out,

10     because that's kind of their bread and

11     butter, but some of these non-traditional

12     organizations.  When you made reference

13     to Action Wellness, some of these service

14     coordinating agencies like JEVS and

15     others would be good organizations,

16     because they come in contact with people

17     who are going to be eligible for these

18     services.  So I think that's, once again,

19     a way of broadening the outreach, that we

20     think of some of the non-traditional

21     organizations that provide services, you

22     may not think of them from a perspective

23     dealing with people who are senior

24     citizens or people who have disabilities,

25     but they come in contact with a broad
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2     group of people they provide services to

3     that may also include those populations.

4     So I think that is important.

5               Have there been any public

6     service announcements and other type of

7     information that's been put out by the

8     Commonwealth or others?  I know I do and

9     one of the suggestions I'm thinking is

10     that I do a lot of PSAs on our TV

11     network.  This sounds like a prime

12     opportunity to do that similar type of

13     work with our public access television

14     network that we have here through the

15     City, but I'm curious if there's been any

16     other PSAs that have been done so we can

17     use that copy and not reinvent the wheel.

18               MS. LANGE:  As far as I know,

19     the state has not done any public service

20     announcements.  I'm talking with

21     Councilman Taubenberger about helping to

22     do City Council do some public service

23     announcements at your request.

24               COUNCILMAN GREEN:  Yeah.  I

25     just think that makes sense, because I
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2     could see an op-ed, a PSA.  I saw some of

3     the material that you had from CARIE.  We

4     can put it out through social media

5     pretty quickly, but I think having this

6     come from a multi-faceted perspective,

7     because someone, like I think someone

8     said earlier, couldn't sleep, get up,

9     they watch Channel 63 or 64 or 41, 42 and

10     they see it or they have a relative who

11     is a son or a daughter who sees something

12     in a newspaper or someone else sees

13     something on a website or sees something

14     on social media.  I think trying to come

15     at this from different perspectives in

16     addition to the traditional network as

17     well, as well as the work the MCOs are

18     doing and work that the Commonwealth is

19     doing and the City.

20               Councilman Taubenberger.

21               COUNCILMAN TAUBENBERGER:  Just

22     one more comment, and this is getting the

23     word out.  And I think when you want to

24     get the word out, you tell everyone you

25     know and everybody you know and every
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2     organization you know.  I was just

3     wondering if anyone knew of the fact that

4     I think Channel 6ABC News has a segment

5     that runs every so often called The Art

6     of Aging.  Has anyone reached out to

7     them?  I mean, this would be a great

8     opportunity to do a two-minute sequel.

9               MS. LANGE:  They haven't yet

10     done Art of Aging on Community

11     HealthChoices.  They've done it on senior

12     centers and employment and many of the

13     programs that are offered by the City as

14     well as by PCA and home care companies,

15     but we'll make sure to reach out to them.

16     That's a good idea.

17               COUNCILMAN TAUBENBERGER:

18     Excellent.  Very good.  Thank you.

19               COUNCILMAN GREEN:  Along a

20     similar line, I know some of the other

21     networks in addition to Channel 6, I know

22     NBC10 does Live@Issue.  In fact, my wife

23     and I were just on there last week for

24     the Autism Walk, which was this past

25     Saturday.  So I think looking at other
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2     media outlets that have any type of

3     public interview type concept where you

4     can bring an issue up just as a way of

5     informing people, from my experience in

6     talking with those in the media, they're

7     often looking for ways to educate their

8     listeners and their viewers.  So those

9     could be some other avenues as well as a

10     way to just get the word out.

11               Seeing no other questions from

12     any of my colleagues, thank you all.  I

13     think this provides some good

14     information.  I know this helped provide

15     me some more context at both the state

16     and local level as well as what the MCOs

17     are doing in regard to the rollout as

18     well as some of the advocacy

19     organizations are doing as well to let

20     people know what's going on.  Hopefully

21     we can use this as an impetus to kind of

22     really collaborate and combine our

23     efforts to get information out in a

24     really robust way as we lead up to

25     December 21st and 2019.
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2               So thank you all for being here

3     and participating, and this hearing will

4     be recessed to the call of the Chair.

5               (Committees on the Disabled &

6     Persons with Special Needs and Aging

7     concluded at 12:25 p.m.)

8                   - - -
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