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WellCare of Georgia is in full swing for the 2019 Provider
Summits. These interactive sessions will allow our
Providers to interface with various departments within
the Georgia market.
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WellCare proudly serves the Georgia Medicaid and PeachCare for Kids® members enrolled in the
Georgia Families® program and women enrolled in the Planning for Healthy Babies® program.
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Medication
Adherence
and RxEffect™

Join the Conversation on Social Media
Join our digital and social communities for up-to-date information on how we’re
working with you and others to help our members live better, healthier lives.

To help with medication adherence,
WellCare engages our members
with refill reminder phone calls, offtherapy (missed dose) phone calls and
letters, as well as using our network
pharmacies to help counsel our members.
However, there is nothing as powerful as
a reminder from the member’s primary
care provider about the importance of
medication adherence.

Affirmative Statement
WellCare’s Utilization Management Program decision-making is
based only on appropriateness of care, service and existence
of coverage. WellCare does not specifically reward practitioners
or other individuals for issuing denials of coverage. Financial
incentives for UM decision-makers do not encourage decisions
that result in underutilization.
If you have questions about this program, please call Provider
Services at the number at the end of this newsletter.
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2019 American Psychiatric Association Annual Meeting
The May 2019 APA Annual Meeting took place in
San Francisco, California. This year’s meeting featured
more than 650 innovative and interactive scientific sessions
on mental health. Dr. Sultan Simms, Dr. Marketa Wills, and
Dr. Sander Koyfman were some of the WellCare Behavioral
Health Medical Directors that were in attendance. The
American Psychiatric Association is an organization of
psychiatrists working together to ensure humane care
and effective treatment for all persons with mental illness,
including substance use disorders. It is the voice and
conscience of modern psychiatry. Its vision is a society
that has available, accessible quality psychiatric diagnosis
and treatment.
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2019 American Psychiatric Association Annual Meeting (Continued)

President – Georgia Psychiatric Physicians Association
Behavioral Health Medical Director, Dr. Sultan Simms, attended the 2019 American
Psychiatric Association Annual Meeting in San Francisco, California. While there Dr. Simms
took part in an orientation for incoming presidents of state district branches where it
was announced that he will begin serving his term as President of the Georgia Psychiatric
Physician’s Association.

National Alliance of Mental Illness (NAMI) Georgia Board of Directors
We are pleased to announce that Tami Brown, Behavioral Health Program Manager,
was appointed to NAMI Georgia’s Board of Directors in May 2019.

“Ms.BrownisabigbelieverintherecoverymodelandutilizingPeerspecialists
aspartofthecontinuumofcare.InmyroleasBehavioralHealthMedical
DirectorIamsomeinfluenceonthedecisionmakingprocess,andMs.Brown
isconstantlypushingmetousethatinfluencetodowhatisbestforpatients
andfamiliesstrugglingwithmentalillness.”
- Dr. Simms Behavioral Health Medical Director, Ga/SC; President Georgia
Psychiatric Physicians Association

“ItisnosurprisethatTamiwasrecommendedtobeaNAMIBoardmember
duetothesolidreputationforallofthegoodshehasdoneinthecommunity.
ItisindeedanhonorthatIsubmitthisreferenceforsomeonewhomIhold
insuchhighregard.”
- Sonya Nelson Plan President, Ga

Youth Mental Health First Aid
WellCare in partnership with Mental Health America of Georgia is providing Youth Mental Health First Aid certication
across the state of Georgia. Below are the Eventbrite links to the remaining certification dates and locations for 2019.
Click here https://www.mentalhealthfirstaid.org/ for more information on Mental Health First Aid.
7/22/19 – Macon, Ga (Kandi)
https://www.eventbrite.com/e/youth-mental-health-first-aid-training-macon-ga-tickets-57023260106
7/22/19- Warner Robins, Ga (Jazmin)
https://www.eventbrite.com/e/youth-mental-health-first-aid-training-macon-ga-tickets-60142870946
7/23/19- Atlanta, Ga (Kandi)
https://www.eventbrite.com/e/adult-mental-health-first-aid-training-dekalb-county-tickets-57023628207
10/22/19- Savannah, Ga (Kandi)
https://www.eventbrite.com/e/adult-mental-health-first-aid-training-savannah-ga-tickets-57024498811
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Grievance Procedures and Internal Dispute Resolution
Having an internal mechanism to resolve disputes is like wearing a seatbelt. Providing an outlet for member’s
frustrations because of billing, enrollment or provider complaints, just to name a few, is a proven safety valve.
Members will feel fairly treated if they have an opportunity to tell their story, and WellCare has had the benefit of
learning, outside of litigation, the details of the member’s concerns.

An initiative was put in place the first quarter of 2019 to go a step further after a
grievance case is closed to reach out to the members. We have a one-on-one
conversation to ensure that the member’s needs were met and to offer
continued assistance.

Since this initiative began, grievance case numbers have dropped from 17.47% in February 2019 to 1.77% in April 2019.
This represents a 90% overall decrease in volume, which is about a 30% decrease per month. With the formatting
and delivery of the data of this initiative, it can be deduced that this has allowed a greater level of market focus
and member education in regards to top level grievance noted for each LOB. When comparing the first quarter of
2018 to the first quarter of 2019, there was a significant and statistical decrease in the monthly average representing
a 97% decrease in overall categorized volume for the time period noted.

4

Quality

MONTHLY TOP 3 GRIEVANCES-2019
TOP 3 TOTALS
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1
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3
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1

0

TOP 3 GRIEVANCES GLR
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1 Physician
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9

0

0

Wellca re Customer Service

3

0

0

13

1

0

TOTAL RECORDED

In2019,WellCarehas:
Implemented the grievance outreach initiative, which was presented and approved
by executive leadership
Created an action plan for all three LOBs (GMD/GMR/GLR) to ensure the
organization’s vision was made concrete, which helped each group use its strategies
to meet objectives.
Monitored and evaluated grievance cases on a monthly basis to identify opportunities
for improvement.
Developed and implemented a weekly and monthly initiative tracker that helps
determine the quality of efforts and provide a baseline for opportunities for any
improvements that are needed.

•
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Summer Safety!
Summer sun and summer fun are only weeks away!
Remind members to stay safe and enjoy all that the warmer weather has to offer by:

1

Summermeanscrowds… at the malls, at the beaches, at the playgrounds.
Measles outbreaks are on the rise; help your patients avoid joining that
team! Members can avoid the measles by staying up to date on their
immunizations – remember they need both doses to be protected.

2

Funinthesunmeanssunprotection! Sunglasses and SPF will protect
your members’ eyes and skin. Remind them to reapply sunscreen often,
especially if they are in the water.

3

Bicycles,skateboards,hoverboards… they all have helmets for safety!
Members need to find the right-fitting helmet and make sure they wear it –
every time they ride!

4

Yourpatientsprobablylovethesmellofflowersandgreengrass, Remind
them that summer allergies might flare, so if they have asthma, have them
double check that they have (and use) their controller inhaler! They should
always keep a rescue inhaler with them, just in case.

We encourage doctors to talk to our members about special health concerns
in the warmer weather. We want them to stay healthy!

Operational
Updating Provider Directory Information
At WellCare, we value everything you do to deliver quality care to our members – your patients – and ensure they have
a positive healthcare experience. We want to make sure your practice receives timely information to help you do
business with us.
To ensure we have the most up to date demographic information for your practice, there are two easy ways to submit
important updates including, but not limited to, name, address, phone number, e-mail, physician joining the group or
physician leaving the group.

Option 1:
Staff members with an Administrative role can submit these changes online using the secure provider portal at
www.wellcare.com/georgia
After logging in, go to the “My Practice” area of the portal. Click the “Manage Practice Information” link on the right
side of the screen. Select the action you want to take, complete the form and submit.
-or-

Option 2:
As of Nov. 1, 2018, you can send changes via email to www.GAProviderUpdateRequest@wellcare.com
WellCare will send an email confirming your request has been received. A follow-up email will be sent when the
request has been completed.
We’re here to help, and we continue to support our provider partners with quality incentive programs, quicker
claims payments and dedicated local market support. Please contact your local Provider Relations Representative
with any questions.
6

Operational
Improving Patient Satisfaction and CAHPS Scores
What is the CAHPS?
The Consumer Assessment of Healthcare Providers and Systems (CAHPS®) survey asks patients to evaluate their health
care experiences. WellCare conducts an annual CAHPS survey, which asks members to rate experiences with their health
care providers and plans. As a WellCare provider, you can provide a positive experience on key aspects of their care;
we’ve provided some examples of best practice tips to help with each section.
Know What You Are Being Rated On
Getting
NeededCare

• Ease of getting care, tests, or treatment needed.
• Obtained appointment with specialist as soon as needed.
• Help patients by coordinating care for tests or treatments, and schedule specialists appointments,
or advise when additional care is needed to allow time to obtain appointments.

GettingCare
Quickly

• Obtained needed care right away.
• Obtained appointment for care as soon as needed.
• How often were you seen by the provider within 15 minutes of your appointment time?
• Educate your patients on how and where to get care after office hours.
• Do you have on-call staff? Let your patients know who they are.

HowWell
Doctors
Communicate

Doctor explained things in an understandable way
• Doctor listened carefully.
• Doctor showed respect.
• Child’s doctor spent enough time with your child.
• The simple act of sitting down while talking to patients can have a profound effect.
• Ask your patients what is important to them; this helps to increase their satisfaction with your care.

• Doctor/health care provider talked about reasons you might want your child to take a medicine.
• Doctor/health care provider talked about reasons you might not want your child to take a medicine.
• Doctor/health care provider asked you what you thought was best for your child when starting or
stopping a prescription medicine.
SharedDecision
• Use of office staff other than physicians to distribute decision aids could help more patients learn
Making
about the medical decisions they are facing or simply to address medications.
• Decision making tools and quick reference guide are available at:
www.ahrq.gov/professionals/education/curriculumtools/shareddecisionmaking/tools/index.html
• Ask your patients, “What should I know about you that may not be on your medical chart?”
Coordination
ofCare

• In the last 6 months, did your personal doctor seem informed and up-to-date about the care you
got from other health providers?
• Your office staff should offer to help your patients schedule and coordinate care between providers.

Using any number from 0 to 10, where 0 is the worst personal doctor possible and 10 is the best
Ratingof
personal doctor possible, what number would you use to rate your personal doctor?
PersonalDoctor • Studies have shown that patients feel better about their doctor when they ask their patients,
“What’s important to you?”
Ratingof
Specialist

• Using any number from 0 to 10, where 0 is the worst specialist possible and 10 is the best
specialist possible, what number would you use to rate that specialist?
• Help your members value their visit to the specialists, be informed of their visit and their advice.

What This Means: Tips to Increase Patient Satisfaction:
Make sure both you and your medical team know the questions your practice is being rated on. Knowledge is power.
For more information and research on ways to improve patient satisfaction, see “Flipping Health Care: From
‘What’s the Matter’ to ‘What Matters to You?’” You can access the article and video at the websites below.
Sources and References:
www.ihi.org/Topics/WhatMatters/Pages/default.aspx
Christina Gunther-Murphy-What Matters Office Practice Setting IHI www.ihi.org/resources/Pages/AudioandVideo/WIHIWhatMatters.aspx
2016 Consumer Assessment of Healthcare Providers and Systems (CAHPS) Survey
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Electronic Funds Transfer (EFT)
through PaySpan®
Five reasons to sign up today for EFT:
You control your banking information.
No waiting in line at the bank.
No lost, stolen, or stale-dated checks.
Immediate availability of funds – no bank holds!
 o interrupting your busy schedule
N
to deposit a check.
Setup is easy and takes about five minutes to
complete. Please visit www.payspanhealth.com/nps
or call your Provider Relations representative or
PaySpan at 1-877-331-7154 with any questions.
We will only deposit into your account,
not take payments out.

Provider Formulary Updates
The WellCare of Georgia Preferred Drug List (PDL) has
been updated. Visit www.wellcare.com/Wellcare/
Georgia/Providers/Medicaid/Pharmacy to view the
current PDL and pharmacy updates.
You can also refer to the Provider Handbook
available at www.wellcare.com/Wellcare/Georgia/
Providers/Medicaid to learn more about our
pharmacy Utilization Management (UM) policies
and procedures.
Georgia Medicaid manual has been updated
and posted to this web:
https://www.wellcare.com/Florida/Providers/
Medicaid

We’re Just a Phone Call or Click Away
Medicaid:1-866-231-1821

www.wellcare.com/Georgia/Providers

Provider Resources
Provider News – Provider Portal
Remember to check messages regularly to receive new and updated information. Access the secure portal using
the Secure Login area on our homepage. You will see Messages from WellCare on the right. Provider Homepage www.wellcare.com/en/Georgia/Providers.

Resources and Tools
You can find guidelines, key forms and other helpful resources from the homepage as well. You may request hard
copies of documents by contacting your Provider Relations representative.
Refer to our Quick Reference Guide, for detailed information on areas including Claims, Appeals, and Pharmacy. These
are located at www.wellcare.com/Wellcare/Georgia/Providers/Medicaid.
To locate your Provider Relations Representative, please visit: https://www.wellcare.com/Georgia/Providers/Medicaid

Additional Criteria Available
Please remember that all Clinical Guidelines detailing medical necessity criteria for several medical procedures, devices
and tests are available on our website at www.wellcare.com/en/Georgia/Providers/Clinical-Guidelines.
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