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1.0 PURPOSE

1.1 The purposa of this policy i5 to ensura that all AHP and Commercial HMO members and
providers

1.1.1 Hawe appropriate access to Uliization Managemeant (UM) staff to discuss UM issues or
address questions related to the UM process,

1.1.2 Receive communications specific to the approval, modihcation or denial of health care
services ina timely manner, which include all applicable regulatory elements.,

2.0 POLICY

2.1 UM staff will be available from 0800 to 1700 on normal business days (Monday through Friday)
for inbound calls from providers regarding UM issuas. UM staff will be available to monitor
inceming volcemall and fax communications when an office closure extends maore than 45
conseculive hours (i.e. an observed holiday falls on a Monday).

DEFINITIONS

3.1 Rafer to the Definibons Manual

3.0 PROCEDURE

3.1 UM staff will be available from 08300 to 1700 on normal business days for inbound calls from
providers regarding UM issues,

4.2 AHP uses felephona, amail, and facsimile for communications after-hours, after normal business
howrs, volcemall is available o receive and record questions regarding UM issues. The
voicemail message also directs providers to call tha on-call nurss if the isswe is pertaining to an
urgent authorization reqguest that cannat wait until normal business hours, Members requinng
urgent and emargent medical care are directed to the nearast emergency room or to call 811,

3.3 Communications received afier normal business hours are refurned on the next business day
Documentation of thase calls are recorded in the membar record.
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34 Quibound communication regarding UM inguiries are conducted via telephone calls, fax and
lettars during normal business hours; when initiating or returning calls regarding UM issues, staff
identifies themselves by name, fitle and organization,

3.5 AHP provides a separate toll free phone number for receiving TODVTTY messages and also
uses the State/711 Relay Services,

36 Calls from providers regarding questions related to the UM process are recaived by
administrative staff within the UM department and are triaged accordingly, Documentation of the
communication is recorded in the member record by the staff receiving the call with their name,
the date and time of the call, and wha they spoke with,

3.7 AHP provides members and praclitioners with direct accass o UM non-clinical staff for specific
cases and in order to provide, information, including determination status,

3.8 Member may request a Sensitive Sarvice Confidential Communication (S5GC) in accordance
with AHP ASD CO013 Protection Against Disclosure of Protected Health Information
Confidentiality must be profected regardless of meathod of regquested communication; this may
include information sent to an alternative kocation,

381 The disclosure of medical information related to sensitive services is prohibited to anyona
ather than the Protected Individual/Enrollee (including the policyhalder or parent of &
minor patient without the Enrollees axpress written authorization. ).

382 Al communications regarding sensitive services shall be sent directly to the Enrplles af
the currant address an file, unless tha Enralles has othersise dasignated an allemative
addrass.

383 Al communications regarding a Protected Individual's receipt of sensilive services shall
be sent directly to the Protecied Individual when the following criferia apply:

3.8.3.1 There are communications (written, verbal or electronic communications)
regarding the individual's receipt of sensitive services containing the name and
address of a provider, descriplion of services provided, and other information
related to & visit when the individual reguests the confidential communication;
and,

3.8.3.2  The communications contain pratecied health infarmation,

184 The Plan shall not inform parents or legal guardians of a minor's sansitive services care
and information without minor's permission, except as allowed by law,

3.8 Any wrillen communication toa physician or other health care provider of a denial, delay, or
madification of a request shall also include:;

391 The name and telephone number of the heallh care professional responsible for the
denial, delay, or modification

4811 The lalephons number provided shall be a dwact numbes oF an exlansion 1o
allow the physician or health care provider to easily contact the professional
responsible for the denial, dalay, or modification.

29,2 The UM denial includes reviewear's unique electronic signature or identifier on the denial
letter or on the notation of denial in the file.

3.10 For all members who request language services, the organization must provide the information
in the raguestad language through bilingual staff or an interpredar, 1o halp mambears with thair UL
issues, Language assistance services are provided freg-of-charge, AHP siaff document this im
mamber's record.  This does not apply 1o after-hours calls.

4.0 TRAINING
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4.1 Training for emplovees will ocour within 90 days of hire, and upon updates to the policy,
5.0 REVIEW PERIOD

6.1  Annually,
6.0 REGULATORY REQUIREMENTS AND REFERENCES

6.1 20 CFR 2590.715

6.2 29 CFR 2890.715-2T19(b)2)0(EN): 45 CFR 14 7 36 (b }2)(EN 1)
6.3 CA Health and Safety Code section 1367.01(1)

g4 CA Civil Code 56107

6.5 CA Health and Safety Code 136701001114}

6.6 CA Health and Safely Code sections 1367.01(h){3) and (4)

7.0 POLICY VIOLATION

Any AHF associate or contractor wha fails o abide by this policy may be subject to disciplinary
action, up to, and including termination, Please refer to AHP's Disciplinary Guidelines and
Enfarcement Palicy for further details.
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