Member Advisory Council Minutes ROCK@ MOUNTAIN

HEALTH PLANS®

Western Slope - 12/5/22

Western Slope Medicaid Client Council: RAE 1: Quarterly Meeting
12/5/22 9:30 AM-4:00 PM at the Mesa County Workforce Center

Present:

Members:

Janice Curtis Nina Kazazian David Nelson
Tom Keller Lynn Jolley lan Engle
Tim Hudner Henry Grater Regrets
Meighen Lovelace Remote Jen Oberling
Bianca Ochoa Rochelle Larson PTISAWQUAH
Herberta Silas Joe Barrows

Guests:

Michelle Truijillo Shawn Bodiker

Marivel Kluckman Adela Flores-Brennan

Rocky Staff:

Meg Taylor Maureen Carney

Patrick Gordon Todd Lesley

ReNae Anderson Sally Henry

Facilitator: Julie Reiskin

Guests included Michelle Truijillo who is with a new connector program at the health department and
Allison from Parallel Path who was present for organizing a photo shoot so Rocky would have real clients
to use in their images and promotional materials. This was in direct response to members' feedback.

Our opening question was what are our desires for the new year. Most common was unity for the
community but also included collaboration, more acceptance, more communication, open hearts, open
minds and creating space we all need to be in community and truly shift power, more positivity and
working together for positive outcomes. Dave also mentioned that there is a need for a new veteran
program
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REPORTS AND UPDATES:

PIAC: Tom reported that there is some funding that is separate from Medicaid and one time funds that
are available. The PIAC will vote on how to use it but the voting members are recommending two
projects:

1) Application assistance for SSI and SSDI. There would be people that would help people prepare
packets, advise on how to proceed, give accurate information and not advise people to stop
working. The proposal was for 5 different navigators to start with and it will be a one year with
renewal option.

2) Funds for emergency needs like housing and other necessities not covered by Medicaid.

Tomorrow the PIAC will vote on percentages for each-the total is $500K. Emergency needs could go very
quickly. Both are important, one is more short term and one is longer term.

At the last statewide meeting on 16th they discussed updating performance indicators —which is different
from performance metrics. Another exciting thing is paying members of PIAC who are not already pai.
Tom is also on the mindsource advisory board and they do this—this pay is above mileage and travel.
Finally, there is a lot of talk and work on the phase three roll out. One priority is Behavioral Health
transformation. They will have their annual retreat later this month going into 2023.

lan said that the State keeps talking about regional accountability/MCO. This is because of behavioral
health being incorporated this is now being talked about. Managed care is a bad word but with the right
organization it can work. Rocky Prime is an example.

Question: What are the Key Performance Indicators for Mental Health? There are long standing trust
issues and they need to be evaluated by clients. We need either provider changes or a lot or more
providers.

Dave said Integrated health case managers have scripted notes, worry about them faking notes,
accountability should include making sure notes are not canned. Integrated health is a large corporation
buying up Mental health Centers.

Meeting with Rocky Management: Patrick and Meg:

What do we want?
Vouchers
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More choices
Values and culture of who is doing the work. Are they consistent with the community?

Many concerns (again) about Mindsprings were raised by members. They felt that there is an ongoing
need to shed light on bad actors and showcase what is working.

Nina said that Co Mt Medical and Vail Health merged and care has been better since then. Other people
said they had not had a better experience and it seems that the issue may be that adult services are better
but not children’s services. Nina also said it might have been because she came in as private insurance.

Accountable care means outcomes expected, anticipated and enjoyed. Are people being served
receiving outcomes anticipated? Clients do not know what they should be expecting

We need to do much more educating people on what they should expect, for example treating people
with dignity, free from retaliation, etc.

Peer mentoring and advocacy needs to come in from the beginning and we need buy in from all providers,
if advocacy and peer support is seen as a threat by providers otherwise things fall apart-if this is a
confrontational thing it will never work, if this happens it gives all the power to the people who are getting
no results.

Co Mt Medical is working but not sure if they take new Medicaid or not —need to find out

Large corporations hire students right out of school and take fresh students and bring them on board.
We want there to be students so they can learn but the supervision needs to be done carefully and not
part of an assembly line.

There is a local program called FIT, software, it measures outcomes and this goes against data and
changes the nature of discussion.

There is a need for more transparency especially around community mental health centers. The centers
say they are doing peer support and serving those with high needs. The answer is to get more peer
support outside of mental health centers. If they are claiming they are doing peer support and they are
meeting high needs clients they are not presenting themselves correctly. Peer support often happens on
the phone at 2 am and often happens through other groups like CIL, friends, etc. This requires heart,
time, and investment. David said that Axis used to claim services provided by the Independent Living

Center were their services to try to get more money. lan said there are the same issue with DHS
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Client perspective peers students, interns, some clients might enjoy new perspective of a student, are they
being driven out by bad supervision

How to get the right peer support when people do not want to hire us

Tracy asked if Mindsprings was still open, yes it is.
Sally shared about a crisis program and will send Julie information that all people can share. Tracy and
others said that kids being sent out of town and no one knows where they are or what is happening

Transparency-know what you are getting into and the knowing is it really happening
People do not know what is happening. Also clients should feel respected enough so providers share
what info is being shared about the client with the client.

Psych evaluations for some programs in coming in —some tools that can be used and insightful more than
just talk therapy, -may be way to bridge the gap

Choose evaluators that will evaluate w dignity and outcome does not limit service

Brain and Body is an evaluation company and it is not a good company. They kicked out a kid for being
disruptive while evaluating them for a disruptive disorder. Meg said that 50 providers just completed
intensive training for people with IDD-need to get them into a better directory

Meighen asked if evaluators come to a more safe and familiar space to get a more accurate picture?

Tracy said that there is no communication with a family when the kid is sent out of town, she spoke of a
situation where the family was trying to get it resolved for years and now the state has control. In this
situation a care coordinator should be involved. The kid is likely in the Division of Youth Corrections but
Todd and his team can find out who is involved, find who can get the release for guardian, etc. This kid
was in a facility in Delta where he was doing OK and suddenly he was moved to Colorado Springs away
from family.

How do we deal with two organizations that have such different outcomes, showcase what is working
versus what is not example Prime vs Denver Health

Could there be an easier way to get to Rocky or any RAE feedback using a google form? Yes we can do

that and we were asked to submit the fields we wanted.
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Need to look beyond just the RAE but also providers, different counties etc Which providers or care
coordinators listened, understood, shared info appropriately (or not), called me back versus sent me
somewhere else. Etc.

There is training on things like disability awareness, culture of poverty, etc. How do you measure all of
this..BHA articulated a simple metric to evaluate which is to use a Net promoter score. Simply ask “Would
you refer or recommend a friend or family member for this service?”

They will see it first with BHA and hope HCPF will follow it.

Where are domains where you can provide feedback?

What are the orgs we want to collect info on? The bigger an org gets the more bureaucratic. Janice told
a story about a friend of hers that has endured 4 months and 7 specialty visits for a broken toe.

Meg said there is a quality email box where one can ask for a care coordinator. She said Rocky needs to
get info as soon as possible, as soon as you know there is a problem you should report it. If there is a
quality of care issue, like someone being bedridden due to a broken toe, this needs to be routed for
quality of care. There are many ways this can be reported. David said they still do not have a way to get
neuropsychological evaluations in the four corners. Meg said they tried to find a neuropsych and got
nowhere—-looking for assistance. She said they eliminated prior authorization for neuropsych but if there
are any providers we can recruit let her know. She said there is also a problem finding providers to serve
people with eating disorders. She also said she was interested in building more peer support into the
Rocky system.

Someone asked if we can operationalize this step of peer to bridge care coordinator gap-

Need to have time to build trust. The 1:1 piece for complex cases is important. A peer can say let's split
this up so it is not so overwhelming. This takes some pressure off care coordinators

Meighen talked about a care coordinator that really built relationships and ran interference in more
complex components and became an advocate. This individual understood who we were and what we
needed and helped us get to the next step. The group agreed care coordinators need to be advocates.
Also, consistency is important

Can there be a pool of traveling evaluators?

Need the people who do a good job to be a trainer (e.g. Meighen’s care coordinator)
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We need to make sure hospitals use the Rural Auxiliary Services program for interpreters. Some refuse
such as Delta. Staci will email Meg about the specifics with Delta Hospital. Tracy also shared about
not getting CART in a rehab class from Community Hospital.

Clients often do not report due to a fear of retribution. Psychological safety is very important and people
need to be able to freely express opinions and should be measured in health care the way it is in
employment. We need to measure experience and roll into a metric

Medicaid Eligibility and the End of the Public Health Emergency:

Julie introduced Marivel Kluckman and Shawn Bodiker who are with medicaid eligibility. They are both
long standing allies of our community and advocates. Marivel provided a PowerPoint but we discussed
the following points:

1) End of the public health emergency will likely be in April. ALL clients will be redetermined. We
need people to respond to their notices.

2) There was a discussion about member experience and the following should help:

a) Ex Parte redetermination, if the system has the info they will not ask the client.
b) Continuous coverage for children.

3) Once the emergency ends people are no longer “locked in” to Medicaid. People will have
protections as they go through the renewal process. If your regular time to renew is September
you are on Medicaid until that time, in September, when you get a renewal (and if you are still
eligible you will stay on Medicaid).

4) |
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