
Welcome to the fourth edition of  
NETWORKConnect—your source for 
helpful information, Bayou Health Plan 
news and network-related updates.
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•	 NCQA	Accreditation	

•	 Claim	Filing	Guidelines

•	 After-Hours	Accessibility

•	 Educational	Opportunities

•	 A	Message	from	Our	Chief	Medical	
Director

NETWORKConnect is provided to help 
you get the most from your partnership 
with Louisiana	Healthcare	Connections.

Sincerely,

Your Louisiana	Healthcare	Connections 
Provider Relations Team

Your Plan for Success.™

NCQA Accreditation

Louisiana Healthcare 
Connections Receives 
NCQA Accreditation
The National Committee for Quality Assurance (NCQA) is 
a private, 501(c)(3) not-for-profit organization dedicated to 
improving health care quality. Since its founding in 1990, NCQA 
has remained a central force in driving improvement throughout 
the health care system, helping to elevate the issue of health care 
quality to the top of the national agenda.  
For	more	information,	visit	www.ncqa.org.

On June 9, 2014, the NCQA Review Oversight Committee 
awarded Louisiana	Healthcare	Connections accreditation status 
as a Medicaid-HMO and an Exchange-HMO. NCQA spent two 
weeks that include two days of onsite review and evaluation of 
the management of our delivery systems, including access and 
service, qualified providers, programs and activities for staying 
healthy, getting better, living with illness and plan performance 
improvement projects and initiatives. The process identified 
performance improvement opportunities as well as ways to 
strengthen and leverage relationships in the communities served.

CEO & Plan President Jamie Schlottman asserts, “Our team of 
217 employees is dedicated to ensuring focused, compassionate and 
coordinated care for our members. NCQA accreditation is validation of 
our commitment to high-quality, effective processes and translates to 
better health outcomes for those who need it the most.” 

Louisiana	Healthcare	Connections serves more than 148,000 
Bayou Health Plan beneficiaries with a network of 165 in-state 
and eight out-of-state hospitals, 2,473 in-state and 51 out-of-state 
primary care providers and 7,599 specialists.
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NCQA Evaluation Standards & Criteria
ACCEss	&	sErviCE
How well a health plan provides its members with 
access to needed care and treats them.  
Sample considerations:

•	 PCP	and	specialists	to	health	plan	member		
ratioMonitoring	member	access	to	all	types	of	
healthcare	services

•	 The	number	of	health	plan	members	reporting	
problems	with	receiving	care

•	 How	well	the	health	plan	follows	up	on	member	
grievances	

Evaluation includes NCQA review of appeals and denial 
records, health plan staff interviews and member 
satisfaction survey.

QuALiFiED	PrOviDErs
Overall provider network quality related to licensing, 
training and member satisfaction.  
Sample considerations:

•	 Health	plan	checks	for	possible	sanctions	or	pending	
lawsuits

•	 Quality	of	care	as	rated	by	health	plan	members

Evaluation includes NCQA review of provider 
credentialing records, interviews health plan staff 
interviews and member satisfaction survey.

stAyiNG	HEALtHy
Quality of programs designed to help people maintain 
good health and avoid illness.  
Sample considerations: 

•	 Health	plan’s	network	provider	guidelines	regarding	
provisions	for	appropriate,	preventive	health	services

•	 Appropriate	tests	received	by	health	plan	members

Evaluation includes NCQA review of health plan 
records, grades for independently verified clinical data 
and assessment of materials distributed to members.

	
	
	
	

GEttiNG	BEttEr
Effectiveness of health plan programs designed to help 
members recover from illness.  
Sample considerations:

•	 Process	for	health	plan	evaluation	of	new	medical	
procedures,	drugs	and	devices	to	ensure	members	
have	access	to	the	most	current	and	up-to-date	care

•	 How	rigorously	network	providers	encourage	health	
plan	members	who	smoke	to	quit

Evaluation includes NCQA review of health plan 
records and interviews with health plan staff.

LiviNG	witH	iLLNEss
Effectiveness of health plan programs designed to help 
members manage chronic illness.  
Sample considerations:

•	 Existing	programs	assisting	health	plan	members	
with	managing	chronic	conditions	such	as	asthma	

•	 Eye	exams	for	diabetics	who	are	at	a	higher	risk	for	
blindness	

Evaluation includes NCQA review and assessment of 
independently verified clinical data and interviews with 
health plan staff.



Workshop
 � Provider Education  
July 8, 2014  
10:00 AM - 12:00 PM  
Hilton Lafayette 

EDUCATIONAL OPPORTUNITIES

Timely Filing

CLAIM FILING GUIDELINES
•	 All first time claims must be filed and received within 365 days of the date of service. 
•	 Corrected claims must be filed and received within 90 days of the Explanation of Payment date.
•	 Requests for reconsideration and Claim Appeals must be filed and received within 90 days of a previous decision by 

Louisiana Healthcare Connections.

 
PCP Responsibility

AFTER-HOURS ACCESSIBILITY

Webinars
 � MemberConnections® July 28, 2014

 � Rural Health Clinic (RHC) and Federally Qualified Health Center 
(FQHC) Billing August 18, 2014

 � Louisiana Healthcare Connections Credentialing 101  
September 22, 2014

As part of ongoing efforts to ensure our members 
have access to primary and specialty care, we conduct 
informal surveys during on-site provider field visits 
and via random “secret shopper calls” to monitor 
After-Hours Accessibility and as required by the 
Department of Health and Hospitals (DHH). The 
survey assesses how long it takes a provider to return 
the call of a member who has requested to speak to the 
provider about a medical concern.

The Coordinated Care Network Request for Proposals 
stipulates the following examples of acceptable PCP  
after-hours coverage:

•	 The	PCP’s	office	telephone	is	answered	after	normal	
business	hours	by	an	answering	service	which	can	also	
contact	the	PCP	or	another	designated	medical	practi-
tioner.	All	calls	answered	by	an	answering	service	must	be	
returned	within	30	minutes;	

•	 The	PCP’s	office	telephone	is	answered	after	normal	
business	hours	by	a	recording	directing	the	member	to	
call	another	number	to	reach	the	PCP	or	another	provider	
designated	by	the	PCP.	Someone	must	be	available	to	
answer	the	designated	provider’s	telephone.	Another	
recording	is	not	acceptable,	and

•	 The	PCP’s	office	telephone	is	transferred	after	normal	
business	hours	to	another	location	where	someone	will	
answer	the	telephone	and	be	able	to	contact	the	PCP	or	
another	designated	medical	practitioner,	who	can	return	
the	call	within	30	minutes.

If survey findings or other efforts determine a  
provider is out of compliance with the above  
standards, Louisiana Healthcare Connections will  
notify the provider and send educational material on 
how to improve after-hours accessibility after which 
the provider will be reassessed. If the provider is still 
not compliant, the group or facility will be  
placed on a corrective action plan.



Our Mission
Louisiana Healthcare Connections will provide the best benefits and programs possible in order to improve the overall 
healthcare outcomes of the Louisiana families it serves.

As a follow-up to our 2nd Annual PCMH Spring Summit regarding 
population medicine, I would like to compliment providers 
throughout Louisiana. The transition from legacy Medicaid to the 
Bayou Health Plan model is impacting the lives of many people in 
a profound way. Known previously as “public health,” population 
medicine and its principles serves as the foundation for effective 
managed care.

With the assistance of powerful new technology, we are able to 
analyze data on a daily basis, collate the variables, and develop 
diagnostic “guideposts” with which to assess and treat patients-
-all based on the desire to achieve the best possible outcomes. 
Evidence-based medicine gives physicians and other providers the 
ability to focus on patients who don’t necessarily fit within standard 
treatment guidelines. In turn, overall quality of life for everyone, 
whether a Bayou Health Plan member or otherwise, is enhanced. 
For an overview of population medicine as well as other informative 
references, I recommend the following: 

http://popmedportal.org/exploring-population-medicine/

Transforming Health Care Leadership: A Systems Guide to Improve Patient Care, Decrease Costs, 
and Improve Population Health 

Michael Maccoby (Author), Clifford L. Norman (Author), C. Jane Norman (Author), Richard Margolies (Author)

Medical Management of Vulnerable and Underserved Patients: Principles, Practice, Population 
Talmadge King, Jr. (Author), Margaret Wheeler (Author), Alicia Fernandez (Author), Dean Schillinger (Author), Andy 

Bindman (Author), Kevin Grumbach (Author), Teresa Villela (Author)

Population Medicine: Better Outcomes For All

A	MEssAGE	FrOM	CHiEF	MEDiCAL	DirECtOr	Dr.	DAviD	tHOMAs	

David	thomas,	MD,	PhD
VPMA Chief Medical Director

i	am	your	Chief	Medical	Director	so	if	you	have	any	
comments,	questions	or	concerns,	please	let	me	know:	
davthomas@centene.com.	


