lowa Plan Consumer/Family Advisory Committee and Minutes

CONSUMER/FAMILY ADVISORY COMMITTEE

December 4th ,2008

10:00 AM - Noon
Atrium Conference Room
Magellan Behavioral Care of lowa,
2600 Westown Parkway, Suite 200, West Des Moines

Minutes

Attendees: Linda Dodson IFAPA
Kelly Ramus  Parent / Respite Provider
Judy Warrick  Consumer
Chris Sims MBH
Cynthia Tracy DHS
Rhonda Shouse Parent / Consumer (phone)
Jackie Elfman NAMI lowa
Diane Johnson MBH
James Bremhorst MBH

10:00 Welcome and Introductions
Diane reminded attendees as to the purpose of the Consumer / Family Advisory
Committee.
Introductions were made around the table and on the phone — updates and activities will
be kept until the end of the committee meeting.

10:15 Telehealth

Chris Sims updated the committee on the Telehealth Projects around the State.
Telehealth was introduced three years ago as a Community Reinvestment
Project with three sites, University of lowa, Hillcrest, and BHC SI. Ten
applications were received in response to this years request for proposals.
Telehealth now has nine projects running with 14 sites that span the state.
Telehealth is using a standard model for psychiatrist, care coordination being a
key element.

This is increasing accessible hours, particularly by decreasing travel time. This is
of great value to the rural communities.

Therapist will now, also, be able to utilize this system in some areas.

10:30 Consumer/ Family and Peer Specialist Educational
Opportunities: Past, Present and Future — Filling the
Gaps

Diane and James reviewed areas of outreach and educational opportunities from
the last three months and those that are upcoming. Together they have recently
made presentations at Drake University — Abnormal Psych, Mercy School of
Nursing, Hoover High School — Psychology Class.

Diane continues to offer VFT classes, Parent Lunch & Learns, and Staff In
Services.

Both James and Diane are continuing their efforts to reach out to all areas of the
state.
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11:00
The following

89.3%

11:15

11:30

11:55

Diane encouraged the committee to provide input and suggestions to future

opportunities.

Performance Indicators

items were highlighted from the Pl & QR:

Membership

Average Speed of Answer

Call Abandonment Rate

Grievance Responsiveness

Percent of Grievances that met Turn-around Time Standard

Mean time to Grievance resolution

Percent of Appeals which met time standards for review

Percent of Appeals that led to Overturn of UM Decisions

Member Request Change of Providers

Member Satisfaction — Written Survey Goal >=85% Adult 92.6%
Child/ Adolescent

Percent of Claims processed within 12 days , Goal 85% 99.84%

30, 90 99.95%
90 100 99.98
Percent of Claims denied Goal<=19% 15.8%

Member Satisfaction, Percent of Claims Processed and Percent of Claims denied
were the specific performance indicators reviewed for this quarter. All fell within
established goals.

Review of Quarterly Report

Chris Sims presented the quarterly report to the committee. She reminded the
committee that copies were available for review upon request.

There were no specific comments or questions.

Updates by Attendees

Vision for Tomorrow Facilitator training is available Dec 12, 13 & 14"

Linn County has a NAMI Face Book

The Empowerment Conference is set for August 4-6", with an Early Bird Session
for Consumer Groups.

Friendship Center is partially remodeled at this point - they will be extremely
excited to complete this project.

Other Announcements/Future Agenda ltems
The next Consumer / Family Advisory Committee will
meet in March 2009

Conference Call Info:  (866) 292-9469 Pin Code for attendees:

542165



