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Walsh, Julie E - OCI

From: Brynne McBride [bmcbride @safetyweb.org]
Sent: Tuesday, January 25, 2011 1:47 PM

To: Stegall, Jennifer L - OCI

Cc: Bobby Peterson

Subject: Reports on Status of Consumer Assistance Grant

Attachments: ABC Progress to Date 1.25.11.pdf; ABC DRAFT-outline of clients assisted with OCI grant.pdf

Hi, Jennifer-

Please find two draft attachments to this email, per your request on the status of the Consumer
Assistance Grant project partnership with ABC for Health and OCI. Since this is just an initial report, |
have it listed as a “draft,” until we complete a full progress report for our quarterly OCI meeting and
HHS required reporting.

Let me know if you need additional information at this time.

Thanks,

Brynne

Brynne McBride
Assistant Director

ABC for Health, Inc.

32 North Bassett Street
Madison, WI 53703
(608)261-6939 ext. 210
bmcbride@safetyweb.org
www.abcforhealth.org

Join HealthWatch Wisconsin: Help build a coordinated, competent public health workforce!
E cid:image00

The information contained in this email message, including any attachment(s), is confidential and protected by the attorney
client privilege, is proprietary, and is intended only for the use of the designated recipient named above. If the reader of this
message is not the intended recipient or an agent responsible for delivering it to the intended recipient, you are hereby
notified that you have received this document in error and that review, dissemination, distribution or copying of this message
is strictly prohibited. If you have received this communication in error, please notify Brynne McBride at 1-800-585-4222 ext.
210. Thank you.

3/17/2011




Status Report: Consumer Assistance Partnership: OCI and ABC for Health

Background:

A federal grant was established to expand or provide support for the establishment of
independent offices of health insurance consumer assistance or ombudsman programs. As a
condition of receiving grant funds, recipients are required to:

o Assist consumers with filing complaints and appeals

e Assist consumers with enrollment into health care coverage

e Educate consumers on their rights and responsibilities with respect to group health plan

and health insurance coverage

e Collect data on consumer inquiries and complaints and provide these data to HHS
To meet the requirement of the grant funding opportunity, OCI identified ABC, the only
statewide health care advocacy organization in Wisconsin, as uniquely situated nonprofit
partner whose skills dovetail with OCI’s expertise and jurisdiction.

Terms of the Agreement:

Status to Date:

1. Assist Consumers with Filing Complaints
and Appeals

1a. ABC and OCI will agree on the process for
and the number and type of cases to be
referred to ABC. ABC will provide necessary
services to consumers referred to ABC by OCI

Referral process established with OCI program staff.
Referrals made starting Dec 2010-present. In planning for a
training and webcast for investigators on issue spotting,
referrals

1b. When consumers contact ABC directly with
issues appropriate to OCI, ABC will offer to
refer the consumer to OCI

Procedure established for referring clients to OCI where
appropriate. Release form and referral letter drafted for use
by OCI staff.

2. Assist consumers with enrollment into
health care coverage

2a. Public Programs: identify appropriate
coverage options and assist in applications
including BadgerCare, Medicaid, HIRSP, etc.

Consumers assisted with information on eligibility and
application for BadgerCare, HIRSP, disability programs,
coordination of public and private coverage, coordination of
public benefits and COBRA, looking into reasons for public
benefit denials

2b. Private Insurance: offer help to consumers
to make educated decisions; including
contacting an insurance agent, reading
consumer materials on OClI’s website, etc.

Consumers assisted with questions of insurance coverage
limits, coordination between public and private benefits,
coverage options under an employer-sponsored insurance,
evaluating COBRA coverage options, internal grievance and
appeal options for denials of covered services, gaps in
coverage after newly hired

3. Educate consumers on rights and
responsibilities with respect to group health
plans and health insurance

3a. OCIl and ABC will provide outreach
education and training across WI on consumer
rights and responsibilities, OClI Compliant
process, insurance grievances, etc.

A workshop is tentatively planned for March 7 on consumer
rights and responsibilities, working with your insurance
agent, private insurance provider, and OCI, in partnership
with OCI staff. ABC and OCI staff participated in OCIIO bi-
weekly national web cast trainings on topics like: the ACA,
grandfathered plans, outreach, case management, data
tracking, appeals, ERISA, and others to date.

3b. ABC will conduct a provider training
program (live and web based) to build capacity
of public health officials, attorneys, advocates,

The first training ABC will present will be for OCI
investigators featuring referral process reminders,
introduction to public programs including BadgerCare,






etc. to assist WI consumers and make
appropriate referrals to OCl and ABC

Disability, and HIRSP, and coordination of public and private
benefits. OCl is interested in web casting this training and
distributing more broadly. Second, ABC will host a workshop
in March on working with insurance consumers in WI,
inviting OCI staff to participate. Other workshops at this
event will be supported by other funding sources. (The
workshop will be similar to an event ABC hosted in October
featuring OCI staff to explain the ACA Bulletin OCl issued to
insurers. This October event was before the start date of this
grant, and was not supported with these grant funds. The
training was well received by the public health, advocates
and consumers in attendance, and OCI staff was evaluated

highly.)

4. Collection of data on consumer inquiries

4a. OCI will communicate data reporting
elements as identified by HHS

ABC and OCI have communicated on data reporting
elements and devised a method of tracking and sharing
data. OCIl and ABC staff participated in OCIIO national web
cast trainings on this topic.

4b. ABC will collect and track information
required under the grant

ABC is using a client database system to track client
demographic, case management and case outcomes, and
can evaluate the data and run reports. To date, ABC has
spoken to approximately 40 consumers on public and
private health coverage options. Please see the attached
summary of client cases to date.

4c. ABC will work with OCI to facilitate the
interface and exchange of data

ABC is prepared to share data at the regularly schedule
progress reporting meetings set up for this purpose, and can
also accommodate reasonable requests for current data

4d. No personally identifiable information will
be shared without the consumer’s consent

ABC and OCI staff have discussed confidentiality, privileged
information, and have an established procedure on
acquiring consumer consent before sharing data

4e. Parties will protect consumer information

ABC and OCI have not shared any information about a
consumer without pre-approval from the consumer

5. Program publications and outreach
material

5a. Consumer outreach publications and
materials will note the limited duration of the
program where appropriate

ABC will share publications related to health reform and
consumer assistance at an upcoming workshop in March-
materials produced with support of this grant will identify the
source of the funding, the duration of the grant, and contact
information for follow up questions about the project.

6. Progress meetings

6a. OCl and ABC will meet quarterly to discuss
the status of the grant

ABC and OCI staff have met to discuss referral procedures,
IT and data tracking required under this grant, and
accounting under the grant. ABC and OCI will meet in late
February-early March for a quarterly progress reporting
meeting.

6b. At quarterly meetings, ABC and OCI will
discuss the number and nature of program
cases, financial issues, program status,
estimate of remaining case capacity and others

ABC and OCI staff will prepare a meeting agenda in
advance of the quarterly meeting to ensure there is sufficient
discussion of the types of cases, referral procedure success
and efficiency, and estimate of client capacity to date

7. Program Capacity






7a. ABC has the capacity to assist at least 500
consumers under the grant program

Per above and the attached document, ABC is on track to
serve the 500 consumers predicted in the agreement

7b. ABC will continue to accept and directly
assist consumers under the grant until grant
funds are exhausted

ABC is on pace to continue this project as described.

7c. ABC will notify OCI if it appears grant funds
will be exhausted before the grant terminates

ABC’s data tracking and progress reporting meetings
provide opportunities to continuously evaluate capacity

7d. If ABC’s case capacity is reached during
the period of the grant, ABC and OCI will agree
on future appropriate information & referrals

ABC is prepared to have this discussion if necessary

8. Grant Funds

8a. OCI will release grant funds in monthly
installments. ABC will submit monthly
accountings

OCI and ABC have complied with established accounting
protocols

8b. ABC will not use funds to supplant or fund
activities outside the scope of the grant

ABC has not used these grant funds to supplant other
project activities, has not used these grant funds to support
consumer assistance funded by other funding sources. Any
advocacy that rises to the level of legal assistance is not
paid for by this grant.

9. Compliance with HHS terms & conditions

ABC and OCI staff have complied with the terms as
established by HHS







Date Case Opened

Caller Identification

Referred By:

County of

Residence:

Case Summary

Disposition Summary

December 1, 2010

Caller #1

LaCrosse

Gunderson Luthern employee called with questions concerning
the Gunderson Luthern employee health insurance plan. ABC
reviewed questions with employee.

Resolved

December 1, 2010

Caller #2

Waukesha

Client called re: his son's drug detox treatment. The father
thought the son's insurance denied coverage due to medically
necessary, but determined and resolved the issue of inpatient
stays under son's insurance.

Resolved

December 1, 2010

Caller #3

Kenosha

Client was not able to immediately obtain insurance at new job.
During period without insurance, client recevied emergency care
and asked about options for aiding in payment of medical bills.
ABC is investigating the delay, coverage options, and enrollment.

In Progress

December 2, 2010

Caller #4

Rock

Client has been denied BadgerCare due to county's mis-
calculation of income. (BadgerCare is including client's son's SSDI
payments in income calculation.) ABC aided client in preparing for
Fair Hearing.

In Progress

December 2, 2010

Caller #5

Dane

Client called due to loss of insurance. Client is recently divorced
and lost insurance through wife's plan. COBRA is too expensive
for him. ABC discussed his current insurance options and program
eligibility given his 401(k) disbursement.

In Progress

December 3, 2010

Caller #6

Dane

Client's BadgerCare has been terminated. ABC is helping client
determine reason for termination, getting the denial letter and
notice, and is also helping client explore other health insurance
options.

In Progress

December 8, 2010

Caller #7

Brown

Client called asking for help with Katie Beckett and private
insurance questions. Has daughter with disability and new
employer insurance does not cover daughter's care.

In Progress

December 10, 2010

Referral #1

OCl to ABC

Pierce

Client lost insurance due to what insurance company claims was
delayed premium payment. Client believes the issue to be a
mistake writing check. Client has had recent surgeries and
hospital stays and now no longer has coverage. Investigating the
lost insurance, and screened for current insurance options.

In Progress






December 13, 2010

Caller #8

Dane

Client called asking about health insurance options after
husband's death. She and two daughters are seeking private
insurance. There are possible concerns re: pre-existing conditions.

In Progress

December 13, 2010

Caller #9

St. Croix

Client called asking about BadgerCare. Client lost job and had
guestions about coordinating BadgerCare and COBRA. ABC
provided guidance on questions.

Resolved

December 13, 2010

Caller #10

Dane

Client called and asked for help communicating with the county,
as it has been over 30 days since she has received any notices
regarding her BadgerCare application. Resolved delay with the
county.

Resolved

December 13, 2010

Caller #11

Sauk

Client called after daughter received SSDI denial, inquired as to
process for appeal.

Resolved

December 13, 2010

Caller #12

Brown

Professional caller called re: information on possibly switching
HMOs for patient who needs specific perscription and therapy
care that patient could not recevie with current HMO. ABC
resolved coverage based on medical need.

Resolved

December 14, 2010

Caller #13

Dane

Client called asking for help with applying for maternity coverage.
ABC provided help coordinating benefits.

In Progress

December 15, 2010

Caller #14

Dane

Client had daughter receving SSDI payments until daughter
recently died. Client recently received $9,000 bill from SSDI for
overpayments, though family was at appropriate income level for
the duration of benefits.

In Progress

December 15, 2010

Caller #15

Dane

Client requested information on how to apply for BadgerCare.
Screened for eligibility based on status as childless adult, lack of
access to insurance for 2 years and unemployment as only source
of income.

Resolved

December 17, 2010

Caller #16

Lincoln

Client has Hepatitis C and is living with daughter. Has not had
insurance for 12 years and has been out of work for 2 years.
Currently has no income. Screened client to determine available
coverage options.

In Progress

December 17, 2010

Caller #17

Waupaca

Client called in need of insurance, had heard about the Core Plan
wait list. ABC screened for eligibility and offered guidance on the
application process. Monitoring for coverage.

In Progress

December 22, 2010

Caller #18

Dane

Client had question concerning Medicaid re: Medicaid has
approved special shoes and inserts previously but denied them
this year. Had questions on his options for appealing the denial.

In Progress






December 30, 2010

Caller #19

Winnebago

Client called for information on BadgerCare. ABC screened family
for BadgerCare Plus eligibility, provided information on the
application process. Monitoring for coverage.

In Progress

December 30, 2010

Caller #20

Winebago

Client called after having just been hired, asked for help in
reporting income change to BadgerCare. Discussed medical
needs, discussed HIRSP and other options for insurance if over
income now (new job does not offer coverage.)

In Progress

January 4, 2011

Caller #21

Dane

Woman called from a pregnancy center asking for help with
BadgerCare and private coverage. ABC offered information on
using private coverage and the BadgerCare application process.

Resolved

January 5, 2011

Caller #22

Sheboygan

Client called asking about HIPP program and ABC provided
guidance on helping client look at her previous situation with
HIPP and her current situation with HIPP and coordinating with
husband's employer-sponsored insurance.

In Progress

January 5, 2011

Caller #23

Dane

Client lost job, called asking for assistance in applying for SSDI.

Resolved

January 5, 2011

Caller #24

lowa

Elderly client called asking for Medicare assistance. ABC offered
guidance and referral to Senior Benefits Specialist.

Resolved

January 5, 2011

Caller #25

LaCrosse

Client had questions about contacting private insurance. ABC
facilitated inquiry and got patient's questions about covered
services answered, assisted in obtaining copy of plan.

Resolved

January 6, 2011

Caller #26

Jackson

Client called seeking help finding insurance, since client lost
BadgerCare due to recent divorce. Identified pressing medical
needs.

In Progress

January 6, 2011

Caller #27

Marathon

Client called and asked about options for coverage for son's
inpatient care. Son was approaching 30 day inpatient limit.

Resolved

January 6, 2011

Caller #28

Milwaukee

Call from someone asking questions concerning access to care

now that private insurance has ended and family is enrolled in the

Benchmark plan.

Resolved






January 7, 2011

Caller #29

Racine

Client had questions about coordination of BadgerCare and
COBRA from an employer sponsored insurance. Children are on
BadgerCare but client is not. Client wanted to know if declining
employer insurance was OK as COBRA is ending at end of the
month.

In Progress

January 10, 2011

Caller #30

Rock

Caller inquired about BadgerCare eligibility now that private
insurance through employer has ended. Discussed COBRA
enrollment and explained options and eligibility. Discussed
eligibility for BadgerCare for child.

In Progress

January 10, 2011

Caller #31

Dane

Client has epilepsy and difficulty covering premiums and
medication. Caller has provided current insurance policy, as
certain covered medications are being billed as patient
responsibility.

In Progress

January 10, 2011

Caller #32

Dane

Client called asking questions about her private insurance
maternity services. Client had questions concerning eligibility and
application processes for BadgerCare for the non-covered
pregnancy-related services. ABC provided guidance on public and
private programs and direction on how to apply for programs.

Resolved

January 12, 2011

Caller #33

Sauk

Client called indicating family was having trouble making copays
and was considering filing for bankruptcy. Directed client to
financial counseling resource for their non-medical debt, and
aided client in benefits screening. Client also asked about Core
Plan and Basic Plan and how start dates would affect family.

Resolved

January 12, 2011

Caller #34

Dane

Unity BadgerCare advocate called seeking information concerning
migrant worker she was working with on pregnancy insurance
issues. ABC provided guidance on the rules she should look to for
BadgerCare and migrant worker insurance issues.

Resolved

January 13, 2011

Caller #35

Clark

Client had questions about medical support. Also had questions
re: child support. Addressed the medical support issue based on
adequate notice to client, and referred to different agency for
child support assistance.

In Progress

January 13, 2011

Referral #2

OCl to ABC

Winnebago

Caller received denial from insurance company for surgery she
was told would be covered. ABC helped obtain a copy of the
insurance policy and the denial letter and will investigate reason
for denial.

In Progress






January 20, 2011

Caller #36

Outagamie

Client has self-funded plan through work. There are issues with
employer paying claims and clight has payed out of pocket for
medical care. Daughter has old claims and is receving Katie
Beckett funding. Client was told KB would not pay year old claim
for daughter. Investigating options for client to resolve issue with
employer and late billing for KB.

In Progress

January 21, 2011

Caller #37

Milwaukee

Client has BadgerCare for Childless Adults and is having issues
with insurance copayments for insulin. ABC assisted in securing
appropriate request forms for the treating physician to authorize
the prescription.

In Progress

January 21, 2011

Caller #38

Racine

Client is on employer-sponsored plan, but has a child that is being
dropped from Katie Beckett program. Client has questions about
appeal process for that denial and covered services under their
private plan.

In Progress






