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Regular Meeting of the 

Santa Clara County Health Authority 
Cal MediConnect Consumer Advisory Board (CAB) 

 

Thursday, December 3, 2020, 11:30 AM – 1:00 PM 
Santa Clara Family Health Plan   
6201 San Ignacio Ave, San Jose, CA 95119 

 
Via Teleconference 
(669) 900-6833  
Meeting ID: 967 8524 5721  
Passcode: w8c0diqX 
https://zoom.us/j/96785245721 

 

 AGENDA  
___________________________________________________________________________________________ 

1. Roll Call Dr. Nakahira 11:30 5 min 
2. Public Comment 

Members of the public may speak to any item not on the agenda; 
two minutes per speaker.  The committee reserves the right to 
limit the duration of public comment to 30 minutes. 

Dr. Nakahira 11:35 5 min 

3. Meeting Minutes 
Review minutes of the September 3, 2020 Cal MediConnect 
Consumer Advisory Board (CAB) meeting. 
  Possible Action:  Approve the minutes of the  
  September 3, 2020 CAB meeting 
 

Dr. Nakahira 11:40 5 min 

4. Health Plan Update 
 Discuss status of current topics. 

Dr. Nakahira 11:45 5 min 

5. Discussion Items 
a. COVID-19 Update 
b. New CMC Benefits for 2021 
c. Consumer Assessment of Healthcare Providers and Systems 

(CAHPS) 2020 Results 
d. Prior Authorization Process 

 
Dr. Nakahira 
Mr. Ly 
Ms. Enke 
 
Dr. Huynh 

 
11:50 
12:00 
12:10 
 
 12:15 

 
10 min 
10 min 
5 min 
 
5 min 

6. Standing Items 
a. Community Resource Center 
    Provide update on planning and implementation 
b. Member Communications 

Review of SCFHP member communications 
c. Health Education and Cultural and Linguistics 

Presentation by Breathe California 
d. Cal MediConnect Ombudsman Program Update 
 
 

 
Ms. Byom 
 
Ms. Zhang 
 
Ms. Kaur 
 
Ms. Huyenh-Cho 
 
 

 
12:20 
 
12:25 
 
12:35 
 
12:45 
 
 

 
5 min 
 
10 min 
 
10 min 
 
5 min 
 
 

https://zoom.us/j/96785245721
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e. Future Agenda Items 

 Discuss topics for future meetings 

 
 
Dr. Nakahira 
 

 
 
12:50 

 
 
5 min 
 

7. Member Feedback and Experience Dr. Nakahira 12:55 5 min 

8. Adjournment 
Next meeting:  Thursday, March 4, 2021 at 11:30 a.m. 

Dr. Nakahira 
 

1:00   

 
 
 
 
Notice to the Public—Meeting Procedures 

 
• Persons wishing to address the Cal MediConnect Consumer Advisory Board on any item on the agenda are 

requested to advise the Recorder so that the Chairperson can call on them when the item comes up for discussion. 

• The Committee may take other actions relating to the issues as may be determined following consideration of the 
matter and discussion of the possible action. 

• In compliance with the Americans with Disabilities Act, those requiring accommodations in this meeting should 
notify Amy O’Brien 48 hours prior to the meeting at (408) 874-1997. 

• To obtain a copy of any supporting document that is available, contact Amy O’Brien at (408) 874-1997.  Agenda 
materials distributed less than 72 hours before a meeting can be inspected at the Santa Clara Family Health Plan 
offices at 6201 San Ignacio Ave, San Jose, CA  95119. 

• This agenda and meeting documents are available at www.scfhp.com. 
 

http://www.scfhp.com/


Public Comment



September 3, 2020 Meeting Minutes
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Regular Meeting of the 

Santa Clara County Health Authority 
Cal MediConnect Consumer Advisory Board 
 

Thursday, September 3, 2020 11:30 AM – 1:00 PM 
Santa Clara Family Health Plan - Teleconference 
6201 San Ignacio Ave., San Jose, CA  95119 

 

MINUTES  
 

 
Members Present 
Luis Gova Gonzalez 
Tiffany Huyenh-Cho, Ombudsman, Staff Attorney, Bay  
 Area Legal 
Laurie Nakahira, DO, Chief Medical Officer  
Narendra Pathak 
Kumarapuram “Mani” Subramanian 
 
Members Absent 
Charles Hanks 
Raymond Santiago 
Verna Sarte 
Dennis Schneider 

 

Staff Present 
Laura Watkins, Vice-President, Marketing and 
 Enrollment 
Chelsea Byom, Director, Marketing and 
 Communications 
Johanna Liu, Director, Quality and Process 
 Improvement 
Lucille Baxter, Manager, Quality and Health 
 Education  
Thien Ly, Manager, MediCare Outreach 
Natalie McKelvey, Manager, Behavioral 
 Health 
Theresa Zhang, Manager, Communications 
Lynette Topacio, Marketing Project Manager 
Byron Lu, Process Improvement Project 
 Manager 
Zara Hernandez, Health Educator 
Divya Shah, Health Educator 
Amy O’Brien, Administrative Assistant 
 

 
1. Introduction 

Dr. Laurie Nakahira, Chair, called the meeting to order at 11:35 a.m., and roll call was taken.  
2. Public Comment 

There were no public comments. 
3. Meeting Minutes 

The minutes of the June 4, 2020 Cal MediConnect Consumer Advisory Board Committee meeting were 
reviewed.  
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4. Health Plan Update 

Dr. Nakahira began with an update on how COVID-19 has affected Santa Clara Family Health Plan 
(SCFHP), and the long-term plan to continue with approximately 98% of staff working from home. Dr. 
Nakahira introduced Lucille Baxter, Manager, Quality and Health Education, and welcomed her to the 
Committee. Ms. Baxter gave a brief summary of her career highlights. Dr. Nakahira also noted that our new 
Case Management Director, Raman Singh, will join the December 2020 CAB meeting. Enrollment has 
increased by over 1,000 members in the past year, with 9,029 members enrolled in July and 9,266 members 
in August. Dr. Nakahira gave an update on the status of the CMS re-validation audit on August 31, 2020. At 
this time, Mr. Pathak inquired as to whether or not the Plan intends to increase its CMC membership. Mr. Ly 
gave a brief summary of the roles and responsibilities of the Medicare Outreach team. Mr. Pathak also 
inquired as to whether or not SCFHP has contracts with Stanford, PAMF, or El Camino Hospital. Mr. Ly 
advised that the Plan does have contracts with these facilities, and he outlined the requirements for members 
to utilize these providers and facilities. Dr. Nakahira continued with her update, and the Grievances and 
Appeals re-validation audit begins on September 4, 2020. Dr. Nakahira discussed the Plan’s ongoing 
member outreach and response to the COVID state of emergency, which also includes early Pharmacy 
prescription refills. The SCFHP website has links to resources regarding COVID, the wildfires, and 
emergency power outages. Dr. Nakahira reminded the committee members to get their flu shots as soon as 
possible. She concluded with a statement that SCFHP is following the COVID recommendations established 
by Santa Clara County Public Health, which align with the California public health recommendations, and 
whose guidelines are stricter than the CDC guidelines. Mr. Pathak inquired as to how many members have 
contracted COVID-19. Dr. Nakahira advised the Plan is in the process of gathering this information, which 
also requires an accurate count from our delegates. The Plan is working with the state to report our numbers; 
however, those numbers are unavailable at this time.  

5. Discussion Items 

a. COVID-19 Update 
Theresa Zhang, Manager, Communications, gave an update on SCFHP’S COVID-19 member outreach that 
continues throughout this pandemic. Ms. Zhang shared that SCFHP’s COVID-19 Resource Guide as well as 
the county’s resource guide is on the Plan’s website, while the Aunt Bertha platform continues to be helpful in 
finding resources and support near you by ZIP. Customer Service continues to waive the notification 
requirement for coordinating transportation to COVID related medical appointments; however, this notification 
has been reinstated for all other transportation requests to medical appointments. SCFHP shares the most 
current COVID-19 guidelines from the CDC and the Santa Clara County Public Health Department on 
Facebook. The Plan’s website and Facebook page also published important reminders to catch up on 
preventive care appointments missed because of COVID, such as well-child visits and immunizations.  

b. Behavioral Health Options – Taking Care of Health and Wellbeing During Times of Uncertainty 
Natalie McKelvey, Manager, Behavioral Health, gave a presentation on ways in which stress can affect our 
health. Ms. McKelvey highlighted various coping mechanisms and resources members can access to ensure 
their continued physical, mental and emotional health during COVID-19 and other current events. She also 
discussed tips on how to cope during the holiday season. Ms. McKelvey concluded her presentation with 
important reminders on how to access talk therapy appointments through the SCFHP Behavioral Health 
team or through Santa Clara County. Mr. Pathak took this opportunity to share that he feels extremely 
supported by SCFHP. Mr. Pathak would like to see SCFHP offer workshops or seminars on how to cope with 
stress. Ms. McKelvey responded that Behavioral Health currently does not have any in-person workshops 
available; however, she can reach out to our members to see what the community needs and what programs 
our providers may be able to offer. Ms. McKelvey will note this as a discussion item for the December 2020 
meeting. Mr. Pathak also mentioned the fact that it takes a long time to get a provider appointment right now. 
Ms. McKelvey suggested members contact SCFHP to get connected with our internal Behavioral Health 
team. The team does have providers available to help. Mr. Subramanian shared his coping mechanisms for 
stress. Mr. Gova inquired about a referral for Case Management support, and Dr. Nakahira and Ms. 
McKelvey confirmed they will request his Case Manager reach out to him to offer support, and to provide 
assistance with some issues he has with his care at Stanford.  
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6. Standing Items 
a. Community Resource Center  

 

Chelsea Byom, Director, Marketing and Communications, gave an update on the progress of the Community 
Resource Center (CRC). SCFHP hopes to take occupancy of the building by mid-October 2020. There is good 
progress in regards to the hiring of a CRC Manager. The Plan continues to have conversations with our 
community partners to identify potential health and wellness programs the Plan can offer at the CRC. Ms. 
Byom shared pictures of the construction progress. Mr. Pathak inquired as to the square footage of the 
building. Ms. Byom replied that the entire building is approximately 10,000 square feet, and the Plan will share 
space with Community Health Partnership. Mr. Pathak suggested that a rehab center or various sports 
activities would be desirable. Ms. Byom explained that the Plan’s original vision for the CRC included various 
indoor group fitness classes, which are not feasible at this time due to COVID. The Plan is currently 
brainstorming creative ways to use this space until indoor group fitness classes can be resumed. Mr. Pathak 
spoke about the classes offered in Palo Alto’s REACH program, and Ms. Byom responded that the CRC will 
likely offer similar programming to what was described. Mr. Gova asked if our two locations will affect which 
location a member can go to for in-person assistance. Ms. Byom replied that, once our offices are open for in-
person assistance, members can use both locations. Mr. Gova offered his assistance to help the Plan 
determine classes he feels are beneficial to the community. Ms. Byom responded that, once the CRC 
Manager is hired, they will reach out to him for suggestions. Ms. Byom noted there will be some form of virtual 
Grand Opening, if we are not allowed to gather in large groups.  

b. Member Communications 
Ms. Zhang gave an overview of the mailings completed since the last June CAB meeting. The summer 
newsletter included articles on how to connect to a Telehealth doctor though our 24/7 nurse advice line, the 
Plan’s commitment to our members’ health and safety, and how the Plan’s website is updated with the most 
current Coronavirus information from the CDC and the Santa Clara County Public Health Department. 
Members were reminded to register to vote, and that every registered voter will receive a vote-by-mail ballot. 
Information on how to prepare for power outages was also included, and these tips also apply to the recent 
wildfires and evacuations. Ms. Zhang highlighted the Signify Health letter that was mailed to select CMC 
members. She explained that the Plan has partnered with Signify Health to offer virtual health assessments 
at no cost to members, and give members an opportunity to speak with a clinician about health questions or 
concerns, and get helpful coronavirus information and best practices to stay safe. Calls to vulnerable, high-
risk members continue during COVID-19. Ms. Zhang reminded members of the information that is accessible 
on the SCFHP website, all of which are updated on a monthly basis. The Plan is also publishing a webpage 
that is dedicated to flu shot information, with a new tool is being rolled out that connects members to Google 
Maps to help them find participating flu shot clinics and pharmacies near them. Flu shot reminders are 
included on all member phone calls. The Plan’s Facebook page also includes these same reminders. 
SCFHP is working with a provider group to get members in for flu shots and any overdue screenings. Ms. 
Zhang gave an overview of the virtual events SCFHP attended, as well as upcoming virtual events. Mr. Gova 
inquired about the Shining Stars Gala. Ms. Zhang responded this is the virtual Asian Americans for 
Community Involvement (AACI) event.  
 

c.    Health Education and Cultural Linguistics 
 

Zara Hernandez, Health Educator, presented the Health Education Vendor Spotlight on ACT for Mental 
Health. Ms. Hernandez outlined the mission of ACT for Mental Health and the classes they provide in a 
virtual format, with an emphasis on stress management and anger management. Ms. Hernandez explained 
how members can sign-up for classes, with no doctor’s referral needed. Classes are no cost to SCFHP 
members, along with free transportation services. Mr. Pathak inquired about classes on high blood pressure 
prevention, proper diabetes control, and stroke. Ms. Hernandez responded that SCFHP does offer these 
classes through their health partners; however, due to COVID-19 there are no in-person classes at this time. 
Mr. Gova offered that the YMCA only offers classes on diabetes prevention, but not proper diabetes control. 
Mr. Subramanian suggested that anger management is the key to illness prevention. Ms. Hernandez 
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recommended members login through the SCFHP member portal for cost-free resources and tips. Ms. 
Hernandez also advised that SCFHP partners with The HealthTrust for “Better Choices Better Health” for 
diabetes maintenance classes for members. Ms. Hernandez advised as to how members can enroll in any 
classes offered by SCFHP.    
 

d.    Cal MediConnect Ombudsman Program Updates 
Tiffany Huyenh-Cho, Ombudsman, Staff Attorney with Bay Area Legal Aid, began with an update on Medi-Cal 
applications. Bay Area Legal Aid has seen an increase in the number of callers in regards to Medi-Cal 
applications for various reasons. Ms. Huyenh-Cho also highlighted the protections in place to ensure 
individuals maintain access to healthcare and medical treatment. The moratorium continues on Medi-Cal 
redeterminations, even if the individual does not currently qualify. Santa Clara County Social Services will not 
terminate benefits at this time, nor implement any negative changes to members’ share-of-cost. There have 
been some rare exceptions, so if a member has had a change to their benefits or share-of-cost, they can 
contact Bay Area Legal Aid for assistance. Ms. Huynh-Cho discussed the Public Charge rule. A federal judge 
has ruled that, due to the COVID crisis, this test will not be applied to individuals who currently seek legal 
citizenship, in order not to discourage immigrants from getting tested or treated for COVID. The reasoning 
behind this is it is one way to curb the spread of COVID. Due to these protections, it has been fairly slow for 
Bay Area Legal Aid, and she has no further updates. Mr. Pathak inquired about potential increases to the 
share-of-cost plan for 2021. Ms. Huynh-Cho advised that share-of-cost is a program that varies from individual 
to individual depending on income levels. Mr. Pathak inquired on behalf of a friend about how a Living Trust 
might affect share-of-cost. Ms. Huynh-Cho recommended his friend contact Bay Area Legal Aid directly for 
assistance. 
e.  Future Agenda Items 
 

Mr. Pathak addressed a number of concerns that ranged from the amount of reimbursement our network 
providers receive; face-to-face provider appointments that only last about 10-15 minutes; the cost of the plan; 
to whether or not SCFHP sets the billing guidelines for our network providers. Dr. Nakahira advised that 
members may see a change in how provider appointments are conducted during COVID. For the safety of 
our providers’ staff members and patients, more information is gathered over the phone prior to the 
appointment. This reduces the amount of face-to-face contact during the patient’s appointment. Dr. Nakahira 
assured the committee that SCFHP follows the COVID guidelines set down by organizations such as the 
CDC and the American Academy of Family Physicians (AAFP) which have placed an emphasis on telehealth 
for the safety of staff and patients. Dr. Nakahira further explained that SCFHP follows the CMS guidelines for 
billing their providers. Mr. Pathak also asked about the cost of Medicare Part B premiums for 2021. Thien Ly, 
Manager, Medicare Outreach, gave an overview of the Medicare Part B program in relation to Medi-Cal. Mr. 
Pathak expressed concerns with charges members receive from Medicare even though they have Medi-Cal. 
Laura Watkins, Vice-President, Marketing and Enrollment suggested Mr. Pathak refer these members to Bay 
Area Legal Aid for assistance, and Ms. Huynh-Cho concurred with this recommendation. Mr. Gova discussed 
ongoing issues he had with switching primary care doctors. Dr. Nakahira advised she will have Case 
Management reach out to him today for assistance. Mr. Gova advised the committee that he knows several 
people with concerns about SSDI and Social Security. Ms. Huynh-Cho advised that this is beyond the scope 
of Bay Area Legal Aid. She suggested Mr. Gova contact the county bar association for assistance. At the 
request of Mr. Pathak, Dr. Nakahira gave the committee an overview and demo of how to access agendas, 
agenda packets, and minutes on the SCFHP website. Dr. Nakahira also advised the committee that SCFHP 
follows the Brown Act rules for posting agendas and minutes.  
 

7.  Member Feedback and Experience 
This topic was discussed under agenda item #6 Future Agenda Items. 
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8.   Adjournment 
 
The meeting adjourned at 1:05 p.m. The next Cal MediConnect Consumer Advisory Board meeting is 
scheduled for Thursday, December 3, 2020 at 11:30 a.m. 
 

 
________________________________________________________________________ 
Laurie Nakahira, MD, Cal MediConnect Consumer Advisory Board Committee Chairperson 



Health Plan Update



Flu-a-palooza
campaign 
Sep 2020
1,950 reminders 
completed on 
inbound calls

E-mail signature 
with flu reminder
Oct 2020

2

Flu Campaign 2020
MEMBER PROVIDERINTERNAL

Facebook posts
Sep 2020 - Apr 2021

SCFHP website
Sep 2020

Flu reminder calls
Sep 2020

Member newsletters
Oct 2020, Jan 2021

On-hold message
Nov 2020

Postcard mailing
Dec 2020 

Provider e-News
Aug 2020, Sep 2020

Memo
Sep 2020

Flu clinics 
partnership 
with Anthem
Oct - Dec 2020
10 clinics

Stickers
Nov 2020



COVID-19 Update



New CMC Benefits for 2021



Cal MediConnect Benefit Changes
Covered in 2021:
• Acupuncture: 

• Up to 2 outpatient services per month in one calendar year, or more often if they 
are medically necessary. Note: Prior authorization may be required for more than 2 
services per month and for pregnant women or members living in a nursing facility.

Cost share: $0
• Chiropractic Services: 

• Adjustments of the spine to correct alignment (when accompanied by documented 
subluxation)

• Up to 2 outpatient chiropractic services per month in one calendar year, or more 
often if medically necessary. Note: Prior authorization may be required for more 
than 2 services per month.

Cost share: $0.

2

Presenter
Presentation Notes
Thien



• Catastrophic Coverage 
Stage increases from 
$6,350 to $6,550

• Copays increase for Tier 2

Cal MediConnect Plan Changes for 2021 –
Part D

Medication Type Tier Copay
Generic Drugs
(for a 30-day supply) 1 $0

Brand-Name Drugs
(for a 30-day supply) 2 $0, $4.00, $9.20

Non-Medicare Rx Drugs 3 $0
Over-the-Counter Drugs
(Non-Medicare prescription) 4 $0

3
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Presentation Notes
Thien



CMC Consumer Assessment of Healthcare Providers 
and Systems (CAHPS): 2020 Results
Consumer Advisory Board, December 3, 2020



CAHPS 2020

Overview

• The Centers for Medicare and Medicaid Services (CMS) 
requires Santa Clara Family Health Plan (SCFHP) to conduct 
the CAHPS satisfaction survey each year

• SCFHP works with SPH Analytics to provide the survey to 
our members

• Results available each year in the Fall and published by 
CMS

• COVID-19 has had a big impact on the 2020 CAHPS survey 
process

2



CAHPS 2020

Why is CAHPS important?

• Provides SCFHP members and the general public with more information about the health 
plan

• Helps the health plan identify problems and improve the quality of care and services 
• Increases CMS’ ability to monitor the quality of care and performance of contracted health 

plans

3



CAHPS 2020
Methodology and Timeline

4

Presenter
Presentation Notes
*Provider group analysis provided by SPH on 10/6*Only 2 surveys completed via inbound telephone call from member*Last day to accept completed surveys 6/14/2020Pre mailing letter went out: 3/5/2020First survey went out: 3/11/2020Second survey went out: 6/14/2020



CAHPS 2020
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2019 CAHPS Response Rate: 28.8%
2020 CAHPS Response Rate: 29.1%

314

47

54

48

311

68

79

3
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Chinese

Survey Language Yr/Yr comparison

2019 2020



CAHPS 2020

Survey question examples:

6



CAHPS 2020
SCFHP’s Overall Performance

7*SPH BoB includes all MA contracts that conducted surveys with SPH analytics (412 contracts, 176,020 respondents)



CAHPS 2020
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CAHPS 2020
Other Findings

9

• No significant decrease in any key measure
• Significant improvements in member’s responding that SCFHP’s Customer 

Service staff treated them with courtesy and respect:

3.58 3.62

3.72

3.50

3.60

3.70

3.80

(Q35) Treated with courtesy and respect by Customer Service Staff

CUSTOMER SERVICE
2018 2019 2020



CAHPS 2020
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Conclusion:

• White survey respondents rate 
higher satisfaction in key measures 
than survey respondents in the Other
race category 

• Asian accounts for 245/257 (95%) of 
Other survey respondents

• Can infer that Asian respondents 
experienced statistically significantly 
less satisfaction on certain areas than 
White respondents



CAHPS 2021 Strategy

11

Focus Areas

• Key measures to improve:
• Getting Needed Care
• Getting Care Quickly
• Care Coordination
• Customer Service

• Other areas to consider:
• Member experience differences between White and Asian health plan members



CAHPS 2021 Strategy

12

Communication Plan

• Present CAHPS results to SCFHP committees and workgroups:
• Committees: Quality Improvement (QI), Consumer Advisory Board (CAB), PAC, Exec-

Finance
• Internal Workgroups: Timely Access & Availability, Quality Strategy

• Work with Marketing to use SCFHP’s social media platform, member portal, and 
customer service on-hold messaging to promote CAHPS 2021

• Send members promotional postcards and include CAHPS in member newsletter



CAHPS 2021 Strategy

13

Proposed Interventions

• Form a Member Experience (ME) workgroup to track and improve member satisfaction
• Conduct an additional member experience survey in 2021
• Explore Multicultural Health Care (MHC) Distinction from NCQA
• Inform doctors of appointment wait-time best practices
• Look into simplifying certain health care forms, such as the Appointment of 

Representative (AOR)/Appointment of Representative forms
• Continue to use CAHPS language in Customer Service call scripts and on-hold 

messages



Questions? Contact the SCFHP CAHPS Team
Johanna Liu, Director, Quality and Process Improvement: 
jliu@scfhp.com

Jamie Enke, Manager of Process Improvement: jenke@scfhp.com
Byron Lu, Process Improvement Project Manager: blu@scfhp.com



Prior Authorization Process
Dang Huynh, PharmD, Director, Pharmacy & Utilization Management. December 3, 2020



Prior Authorizations
What is Prior Authorization (PA)?
• Pre-approval process for coverage or payment of certain:

• Services/Procedures
• Medical equipment
• Prescription drugs & Over-the-Counter (OTC) drugs

• Also known as:
• Treatment Authorization Request (TAR)
• Service Authorization Request (SAR)
• Coverage Determination
• Organization Determination



Managed Care
Why do health plans have PA?
• Manage cost, utilization, and quality.

• Utilization management tool to ensure or review the following:
• Cost-effective use
• Laboratory tests/monitoring for safety
• Applicable step-care guidelines
• High potential for fraud, waste, and abuse



Prior Authorization Process
How does a PA get reviewed?
1. Provider submits a PA with supporting clinical information

2. SCFHP reviews the request using the following criteria:
• Pharmacy & Therapeutics Approved Drug Criteria
• MCG Guidelines
• Medi-Cal Provider Manual
• Medicare Local and National Coverage Determinations

3. Issue approval if request meets criteria or denial notice with appeal rights
SCFHP follows criteria strictly as it is a regulatory requirement (DMHC, DHCS, CMS) and
SCFHP does not favor or bend rules for prior authorizations. 

The plan will attempt to outreach the provider for missing or more information

DMHC: Department of Managed Health Care. DHCS: Department of Health Care Services. CMS: Centers for Medicare and Medicaid Services.



Exceptions
Do we make exceptions for the following?
• Friends and family of staff or board members
• Government Officials
• Celebrities

When do we make exceptions?
• Determined to be medically necessary from medical compendia 
• More clinical information is provided to support use

NO!



Denials
Who Can Issue a Denial?
• Licensed Medical Director
• Licensed Clinical Pharmacist

What Happens after a Denial?
• Peer-to-Peer
• Appeal
• State Fair Hearing
• Independent Medical Review



Annual Statement
Utilization management decisions:
• Based only on appropriateness of care and services & existence of coverage
• Do not reward practitioners or other individuals for issuing denials 

of coverage or service care
• Do not encourage decisions that result in underutilization
• Incentives, including compensation, for any person are not based on

the quantity or type of decisions rendered





Santa Clara Family Health Plan 
Blanca Alvarado Community Resource Center
Chelsea Byom, Director, Marketing & Communications



• Construction complete! All furniture, SCFHP network, AV, and security systems installed. 

• Temporary banner is up. Awaiting final designs for 
external signage. 

• CRC Manager, Mike Gonzalez, started on November 9.

Santa Clara Family Health Plan 
Blanca Alvarado Community Resource Center
408 N. Capitol Avenue

November 24, 2020 



Welcome – Mike Gonzalez
Manager, Community Resource Center 



Santa Clara Family Health Plan 
Blanca Alvarado Community Resource Center



Programming Input to Date

6

• LA Care & Inland Empire Health Plan site visit completed in February 2020
• Programming & Space Needs Input Gathering from Community-Based Organizations 

(CBOs)
• Completed survey in February & March 2020

• Received responses from 21 CBOs
• Held exploratory conversations with Veggielution & YMCA Silicon Valley

• Internal Discussions
• Held in early 2020 with QI/Health Ed, LTSS, Customer Service, Medicare Outreach, 

Behavioral Health
• Consumer Brand Awareness Survey

• Completed in September & October 2020
• Also provided feedback on perceived availability of safety net programming



Community Resource Center 

Next Steps

• Determine timeline & key milestones for phased opening
• Operationalize the CRC for CHP and SCFHP
• Engage internal and external stakeholders in CRC strategic planning process



Member Communications
Cal MediConnect Consumer Advisory Board, December 3, 2020



Member Communications

3

MAILINGS • Fall newsletter
• Member retention mailing

CALLS • Live calls to vulnerable, high-risk members to check in 
during COVID-19

WEBSITE • Board & Committee Meetings
o Agendas, agenda packets, meeting minutes

• Formulary and Provider Directory 
• Newsletters
• Get your flu shot now. Find out how!

• https://www.scfhp.com/for-members/health-
education/get-your-flu-shot-now-find-out-how/

https://www.scfhp.com/for-members/health-education/get-your-flu-shot-now-find-out-how/


Member Communications 

4

Event Highlights
• Sent outreach materials to these events since September 8, 2020: 

• Virtual Health Fair 2020 (Barbara Lee Senior Center)

• Mountain View Resource Fair 2020 (Mountain View Senior Center)

• Drive-Up Mobile Resource Fair (Barbara Lee Senior Center)

• Hosted 10 pop-up flu clinics in partnership with Anthem
• https://www.scfhp.com/fluclinic/

• Upcoming flu clinic on December 8, 2020 from 12 – 4 p.m. at Bay Area Community Health 

(5504 Monterey Hwy)

https://www.scfhp.com/fluclinic/


Health Education
Breathe California Presentation



Who is Breathe California and what do we do?

 Clean air and healthy 
lungs leaders in the 
Bay Area since 1911.

 Mission: to fight lung 
disease in all its forms 
and work with our 
community to protect 
lung health.

Services Include:

• Asthma services

• Senior’s programs

• Tobacco control 
programs

• Clean air programs

• Lung health services

• Community education

• Advocacy programs

• Research projects

Presenter
Presentation Notes
Hello everyone my name is Kiran Kaur I am the Asthma Health Educator with Breathe California.  Will be sharing with you all some of the services and educational classes  we offer for children, families, health care staff, and care providers. First off let me tell you little bit more about the organization I come from Breathe California, which is a non-profit organization. That has been in place since 1911. The overall goal of our organization is to keep the air clean and our lungs healthy. In which case we have a variety of programs in place to promote lung health and minimize risk factors. For example, some of the services we offer include; clean air programs, seniors’ programs, lung health services, tobacco control programs, community education, along with advocacy programs, and research projects. Through these services we strive to fight lung diseases, while advocating and promoting clean air and community health. 



 Asthma Education for Children, Parents, 
Caregivers, School personnel 

 Asthma Home Visits and Home Assessment 
Services 

 Asthma Camp Super Stuff

 Equipment Provision 

Asthma Services

*AVAILABLE 
VIRTUALLY

Presenter
Presentation Notes
This is an overview of the Asthma services we provide to SCFHP clients. Due to COVID restrictions we have made some changes to our services as mentioned before we are now providing training and home visiting services virtually via zoom/facetime/ wats app. We offer Asthma Education for Children and Parents. For the Asthma Education Classes for Children we offer two types of services that are separated by age groups (6-8) and (9-12).We offer live and taped education sessions that are about 1 hour long. The pre-recorded sessions are available upon request. Also, the live education sessions are more interactive for children. The second type we offer is a multiple sessions format, that includes ten-20-minute education session and about thirty 20-minute virtual fun activities. Some topics covered within these class sessions: Identifying asthma triggers and warning signs, Asthma medication management, understanding the different parts of the respiratory system and how it is affected by Asthma. How it can be managed.Some tips & advice about asthma so they can help a classmate/friend/sibling that may have asthma in the futureAsthma Education classes for parents: We are offering these classes virtually at this time. We also have two formats in these classes--a live session that includes a Q/A with an Asthma Specialist Physician and ranges from 45 minutes to about 1-hour.We also have pre-recorded education sessions upon request. Topics covered within this education session: explanation of asthma, what signs and symptoms a person with asthma may experience, things in their environment that may trigger or worsen their asthma, how asthma is managed, and some possible tips to make some changes to prevent these triggers from impacting those with asthma. Asthma Home Visits and Home Assessments:  We have recently received a grant that has been funded by the California Department of Health Care Services and is being manages by the Center at Sierra Health Foundation. This has allowed us to expand our asthma home visiting capabilities. We are now able to provide home visiting services for those families that are under-served and have uncontrolled and/or severe asthma. During this visit which is for now going to be done virtually (via facetime/zoom/wats app) includes:Asthma education/training which includes topics such as asthma management, triggers and controls related to asthma flare ups, and asthma medication use. �Indoor air-quality assessments to identify environmental respiratory hazards using an EPA environmental checklist. �Asthma Remediation Equipment: We can provide things like HEPA air filters, Vacuum Cleaners, Minor Leak Repairs, hypoallergenic mattress covers/pillowcases, pest control, fans, and referrals to appropriate resources  that may needed to correct/eliminate certain environmental hazards that may be resulting in asthma flare ups.  Additionally after the initial visit we will follow-up with 2-3 phone calls.Senior Services: We provide fall risk assessments for the senior populations. EQUIPMENT PROVISION:Provide CPAP machines for Adults and  nebulizers, spacers, and peak flow meters for Children .(vacuum cleaners, mattress/pillowcases covers, pest control services, etc. ) 



 Group Youth Smoking/ Vaping Cessation

 Ash Kickers Group Cessation for Adults

 3-hour Smoking Cessation Group Intervention with 
telephone follow-up

 Brief Group Counseling  with individualized 
telephone follow-up consultations

Overview of Tobacco Cessation/Education 
Services/Program

Presenter
Presentation Notes
These are the various programs that are offered as part of the Tobacco Cessation/Education Program. Group Youth Smoking/Vaping cessation classes delivered through schools.  One 4-hour class  or five one-hour classes.Ash Kickers is a series of six group cessation classes that prepares the patient for quitting and then assists through the first three weeks.�3-hour Smoking Cessation Group Intervention with telephone follow-upThis is one time group course session with the addition of 2 follow-up phone consultation sessions. This is aimed for individuals that may not be able to attend the 6-week class. Self-help program materials are supplied.�Brief Counseling  with an individualized telephone intervention is a self-help program  with one in-person or virtual session of 1.5 hours that prepares individuals to go through the behavior modification stages, coupled with telephone follow-up and support. Self-helpprogram Materials will be supplied. For those who do not like group classes.



Thank you!

Breathe CA
1469 Park Avenue

San Jose, CA 95126

Email: kiran@lungsrus.org
Phone: (408) 998-5865

Cell Phone (503) 884-7896
Fax: (408) 998-0578

Presenter
Presentation Notes
Thank you for providing us the opportunity to share with you the programs and services we provide. If there are any questions you may have please contact me by email or phone. My contact information is listed above. Thank you!



Cal MediConnect Ombudsman Program Update



Future Agenda Items



Member Feedback and Experience



Adjournment
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