Cascades East Ride Center
(CERC)

Advisory Committee Meeting

Minutes
April 27, 2011

Department of Human Services Building
1135 SW Highland Avenue, Redmond, Oregon
Members Present
Members Absent
Crissy Curley, Full Access-Bend

Debbie Hueckman, DHS-John Day (phone)
Jane Padgett, DHS-Ontario (phone)
Kathy Robinson, Mosaic Medical

Suzy Prosser, Malheur COA-Ontario (phone)
Staff Present
Melanie Ybarra, CERC

Cameron Prow, TYPE-Write  II
Angie Gilley, Crook County Veteran Services

Chris Aldred, User Representative

Cole Mack, Harmony House

Debbie Quant, DHS-Burns

Diane Baker, COIHS

Donna Woodson, St. Charles Medical Center-Bend

Doug Breuer, DHS-Redmond

Jason Higham, Central Oregon Cabulance

Kathy Rementeria, DHS-Burns

Lin Gardner, DHS-Crook, Deschutes, Jefferson

Loni Debbin, Malheur COA

Nancy Diaz, Big Brothers/Big Sisters

Shannon Poole, Culver City Council

Tammy Pierce, DHS-Baker, Wallowa, Union

Tom Wright, City of Bend Fire Department
A.
Welcome & Introductions
No one was available to chair today’s meeting and those attending requested Ms Ybarra do so, so she called the meeting to order at 1:15 p.m.  Attending members introduced themselves.

B.
Adoption of Minutes
The minutes of February 23, 2011, were accepted as written.
C.
Financial Structure for CERC

Ms. Ybarra said she postponed Karen Friend’s presentation to the June 2011 meeting because the members who requested it advised her that they would not be present today.
D.
Brokerage Reports
Ms. Ybarra apologized for the tardiness of the ride statistics (she e-mailed them approximately 11 a.m. today) which she attributed to a combination of staffing and technical problems.  Unknown to her, the person who usually compiles the numbers went on vacation which caused a delay in accessing the numbers.  Also, in mid-March 2011, CERC switched phone systems and, at the time she compiled this report, she did not know how to access all the numbers from the new reporting system.  The number of phone calls for March 2011 is not accurate but is probably fairly close.  This discrepancy is due to multiple test phone calls during setup of the new phone system and calls not being captured when the system was offline a few times.

Ms. Ybarra said that February 2011 saw a significant drop in “Total Calls Received” (12,095) and in “Medicaid Rides” (5,708).  She was unsure of the reason for these declines.  In March 2011, “Total Calls Received” (13,136) was close to the same number of calls as in January 2011 and “Medicaid Rides” (6,823) was nearly 300 higher than in January 2011 and higher than March 2010 by about 1,200 rides.  Overall, the number of rides being provided is definitely increasing.  The number of “Eligible Clients” increased in both February 2011 and March 2011 (41,843 and 42,308, respectively) and is several thousand higher than in March 2010.  Denials for February 2011 and March 2011 (21 and 23, respectively) are a little bit higher but this is due to the higher ride numbers.  In March 2011, CERC scheduled a total of 8,092 Medicaid trips which is a new high.
“No Rides Found” were higher in February 2011 (27).  This was primarily due to “Same-Day Ride Requests” (17).  “No Provider Available” (5) was due to some providers being understaffed and vehicle breakdowns.  “No Rides Found” decreased in March 2011 (11); 10 of those were due to “Same-Day Ride Requests” that CERC was unable to accommodate.

“Provider Complaints” were 23 in February 2011 and 26 in March 2011.  Four of the March complaints are considered unsubstantiated.  The provider did nothing wrong, but the complainant didn’t like something about the ride, like the provider showed up 10 minutes ahead of the scheduled pickup and the client wanted to arrive exactly at the scheduled time.
“Medical Transportation Program (MTP) Complaints” totaled 3 in February 2011 and 4 in March 2011.  These included “I want to go to the doctor I want no matter where it is.”  Half of the 8 “Brokerage Complaints” filed in March 2011 are considered unsubstantiated because they do not reflect anything that either CERC or any of the providers did wrong.

E.
Brokerage Update
1.
Ride Center Update
Ms. Ybarra said, as noted in Section D above, that CERC switched to a new phone system in mid-March 2011.  Management responsibilities that have been blended in the past are Ride Center supervision and management of the brokerage contracts.  These responsibilities have now been split.  Esther Warren is supervising the Ride Center and Ms. Ybarra will focus on managing the Medicaid brokerage functions and provider contracts.
2.
Non-Emergent Medical Transportation – Customer Satisfaction Survey
Ms. Ybarra reported the State has asked Tri-Met (the Portland brokerage) to organize and conduct a survey for all brokerages statewide as it has done in the past.  The last survey was done was in 2007 or 2008.  Results will be available later this year.
3.
Medicaid Brokerage Retreat Report
Ms. Ybarra stated DHS has decided to release the Calypso study only upon request as it contains information that is inaccurate and can be misleading.  A cover letter explaining the errors within that report will be included so that the data will not be misconstrued.  DHS requested that the Brokerage Managers provide a letter detailing its concerns about the Calypso study and a copy of that letter will be provided to anyone requesting a copy of the report.  She provided copies of letters explaining brokerage manager concerns about the study.  She will e-mail a copy of the 50-page report to any CERC Advisory Committee member who requests it.  The retreat was helpful in terms of communication about concerns and challenges for ride brokerages and potential solutions were discussed.  At this time, the State is not considering elimination or reduction of brokerages but is moving forward with the current configuration.
F.
Follow-Up From Last Meeting
1.
Pending Legislature Bills Impacting MTP
Ms. Ybarra said that she hasn’t heard of any new bills in the last couple of months.  The Advisory Committee members present said they had not heard of any new bills.
2.
“Local Service Area”
Ms. Ybarra said that DMAP previously requested that the Advisory Committee define the “accepted community standard” for the Nyssa-Vale-Ontario, Bend-Redmond, and Baker-La Grande areas.  Should Baker and La Grande (40-45 miles apart) be treated like Madras and Prineville (separate communities) or like Bend and Redmond (services shared)?  Based on comments received at the February 2011 CERC meeting, she presented the following draft language:  “Local Service Area is defined as being within the accepted community standard and includes the client’s metropolitan area, city, or town of residence or, if the client does not reside in a metropolitan area, city, or town, being in the metropolitan area, city, or town nearest the client’s residence.”
Ms. Padgett (DHS-Ontario) said her main concern was about clients living in Oregon who want to travel to Boise, Idaho, for medical service.  Many clients in the Baker-La Grande area go to the Tri-Cities for medical care.  She suggested evaluating these on a case-by-case basis and revisiting this issue in the future.
3.
Membership Review

Ms. Ybarra deleted this agenda item as it was addressed at the February 2011 meeting.

G.
Policy Updates & Challenges
1.
DMAP
Ms. Ybarra handed out a flyer regarding the move of the Division of Medical Assistance Programs (DMAP), which is the administrator for Medicaid services for the State of Oregon, to the newly created Oregon Health Authority (OHA).  The transition is expected to be seamless to clients.  DMAP is not physically moving and all contact numbers will remain the same.  Existing contracts will remain with DHS until renewed in July 2011 with OHA.  DHS is still responsible for determining eligibility and clients are still working with DHS case managers, so CERC will continue to interact with DHS staff.
Ms. Padgett said that DHS-Ontario has had problems with getting ride assignments on a timely basis. Ms. Ybarra asked Ms. Padgett to let her know if this problem is continuing, as CERC has been working to correct the situation.

G.
Other Business
Ms. Prosser (MCOA) said everything is wonderful at this time.  She will keep the Advisory Committee updated on her progress in scheduling a bus to go to Boise.
H.
Adjournment
The next meeting will be held on Wednesday, June 22, 2011.
Ms. Ybarra adjourned the meeting at 1:45 p.m.
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