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Leading Healthcare Practices and Training: Defining and Delivering “Disability-Competent Care”
Session VIII: Building a Disability-Competent Provider Network
Presented to individuals working with persons with disabilities, particularly health plan staff responsible for supporting healthcare and community-based providers.
December 3rd, 2013
Health Care and Human Services Policy, Research, and Consulting – With Real-World perspective
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Overview of Webinar Series
This is Part 3 of the “Leading Healthcare Practices and Training: Defining and Delivering Disability-Competent Care” webinar series.
The final part of this series will explore:


-“Building a Disability-Competent Provider Network” 12/03/2013

-“Preparing for New Roles and Responsibilities – Participant and Provider Readiness” 12/10/2013
Each presentation is about 45 minutes with 15 minutes reserved for Q&A 
Webinars are recorded; video and PDFs are available for use after each session at:
https://www.resourcesforintegratedcare.com/ 
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Goals of Disability-Competent Care Webinar Series
What We Will Explore in This Series:

-The unique needs and expectations of individuals with disabilities 
-Disability care competency
-Person-centered care and interactions 
-Preparing to achieve the Triple Aim goals of improving the health and participant experience of health care delivery while controlling costs in all work with adults with disabilities
What We’d Like From You:

-How best to target future Disability-Competent Care webinars to specific groups of healthcare professionals involved in all levels of the healthcare delivery process
-Feedback on these topics as well as ideas for other topics to explore in these webinars and subsequent resources related to Disability-Competent Care
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Introductions
Presenters   
June Isaacson Kailes

Disability Policy Consultant 

William Henning


Chief Medical Officer


Inland Empire Health Plan

Christopher Duff


Executive Director, 


Disability Practice Institute
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Agenda
-Building disability competency

-First person story: Marcus
-Disability-competent providers and network requirements
-Partnering with providers to improve health outcomes
-Partnering with members to ensure needs/goals are attended 
-Partnering with the community to establish a disability collaborative
-Identify and promote accessibility within a large provider network
-Audience questions
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Building Disability Competency
Disability competency is a process – not a destination
Ingredients for success in undertaking the process:


-Ability to self-reflect, identify gaps in knowledge


-Willingness to engage external experts and role models


-Willingness to take risk – be vulnerable

-Commitment to engage all departments and levels of the organization in the process of becoming disability-competent
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Building Disability Competency
Our experience working with IEHP on their journey:

-IEHP reached out to disability advocates and experts


-They were not afraid to take risks, though were hesitant at points

-IEHP proved to be innovative, creative, pragmatic, thoughtful, passionate, and sensitive

-Together, we visited model plans in other states

-Our work together has been a health mix of initial skepticism, mutual learning, dynamic tensions, fun, and mutual respect
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Inland Empire Health Plan
-Operates as a Joint Powers Agency formed by Riverside and San Bernardino Counties in 1996
-Public entity, not-for-profit

-Licensed as a Medicaid Health Plan and Medicare Special Needs Plan

-Serves over 628,000 members in Medi-Cal, and over 11,100 in Medicare Advantage Special Needs Plan

-Currently serves over 76,000 seniors and persons with disability (Medicaid and Medi-Medi)
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First Person Story: Marcus
Health history and status:
-56 year old man who currently lives with multiple chronic illnesses and a mental illness

-Diagnosed with bi-polar illness in his early 20’s, and was injured at work in his 30’s, resulting in chronic pain

-Has become increasingly obese over the last decade, with little physical activity and was recently diagnosed with diabetes

-Has been unemployed for 8 years, and is divorced and estranged from his two adult children

-He lives independently in a small apartment with a weekly homemaker.
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First Person Story: Marcus
Current status: 
-Followed by siloed specialists: physiatrist, psychiatrist, neurologist, pulmonologist, and endocrinologist 

-On 20+ medications, which are prescribed by specialist from non-aligned health systems

-Hospitalized 8 times over the last year for severe depression and medication adjustment, pneumonia, a fractured hip and leg, uncontrolled diabetes, and severe hypertension
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First Person Story: Marcus
Coordination of care challenges:
-Primary care providers (PCP) who can see the whole picture

-Medical and mental health coordination

-Coordination of care with prescriptions

-Access issues with specialty care and County Behavioral Health System

-Care Management Support investigating in-home support services (IHSS), Independent Living Centers (ILC) and public authority, post-hospitalization discharge clinic

-Health education opportunities

-Transportation
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Lack of Disability-Competent Providers
-There is no medical field dedicated to the health care of persons with disabilities
-Physiatry has provided leadership in the field of rehabilitation, though hasn’t traditionally attended to the long term issues related to living with a disability

-Persons with disabilities require a system that blends and coordinates medical services and social supports on a dependable, sustainable, ongoing basis

-Clinicians who have the knowledge, comfort level, accessible facilities, and sufficient time to devote to caring for individuals with disabilities are essential, although few in number
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Provider Network Requirements
Primary Care: Competency, commitment, and flexibility
Specialty care: Ensure members have access to valued pre-existing provider relationships

Inpatient: Knowledge, competency, and communication

LTSS – Flexibility: Supporting pre-existing member/provider relationships

DME & Supplies: Capacity and responsiveness

Transportation: Multiple levels of service and extended hours

Pharmacy: Ability for home delivery and specialized packaging

Home Modifications: Ramps, doorways, grab bars, and wheelchair accessible showers
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Improving Health Outcomes Through Partnering
To meet the needs of any and all populations, Inland Empire Health Plan’s (IEHP’s) philosophy is to partner with all stakeholders:

-The members
-The providers who serve them
-The community in which they live and thrive
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Partnering with Primary Care Providers
The preference is to work with PCP to ensure individual members can continue to be seen by their chosen PCP.  Member needs should be integrated into the care provided.

-Disability-competent training including simulated exercises to demonstrate the navigation challenges within their office setting and appropriate communication training
-Providing low-cost accessibility modification suggestions
-Providing Care Management support for direction in meeting the members needs
-Providing community resources to share with members
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Partnering with Providers: Improving Access
California (CA) has adopted a state-wide Accessibility Site Audit Tool

-MediCal contractors are required to use this tool as part of the on-site PCP review
-Standards are identified and encouraged, but not required by CA
To improve member access, IEHP provides information to members:

-Includes information regarding key elements of accessibility in provider directory 
-Incorporated into ‘find a doctor’ search tool
“Cultural & Linguistic Accessibility Training” available for download at: https://www.resourcesforintegratedcare.com/node/92
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Partnering with Providers: Improving Access
Limited Access :
Demonstrates the facility site access for members with disabilities is missing or is incomplete in one or more feature (examples parking, building, elevator, doctor's office, exam room, and restroom). 

Basic Access:
Demonstrates the facility site access for members with disabilities is adequate (examples parking, building, elevator, doctor's office, exam room, and restroom). 

Medical Equipment Access:
PCP site has height adjustable exam table and patient accessible weight scales per guidelines (for wheelchair/scooter plus patient). This is noted in addition to level of Basic or Limited Access as appropriate. 
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Partnering with Providers: Improving Access
Accessibility Indicators used in provider directory:

P 
- Parking 
EB 
- Exterior Building
IB 
- Interior Building 
R 
- Restroom 
E 
- Exam Room 
T 
- Exam Table/Scale 
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Partnering with Providers: Improving Access 

Educating providers to improve their office accessibility 

-Members with disabilities face many secondary health problems, yet they are less likely than members without disabilities to get routine medical care. This can be changed.
-By ensuring a facility is accessible; members with disabilities can feel more relaxed and comfortable. Most of all, you comply with the requirements set by the Americans with Disabilities Act of 1990 (ADA). 
“Increasing Capacity to Serve Members with Disabilities” available for download at: https://www.resourcesforintegratedcare.com/node/92
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Partnering with Providers: Improving Access
An example:  The waiting room

-Why it matters: 
The right seating layout can prevent a person who uses a wheelchair from feeling out of place

-Accessible tips:
Seat height should be 20-22 inches, allowing a patient to get up from a chair with no strain
A minimum of 36 inches is provided for circulation behind a group of chairs, allowing a wheelchair to move about
A minimum of 32 inches in front of the chairs for ambulatory movement
-What you can do:
Remove a few chairs so that members with wheelchairs fit naturally within the space (instead of the middle of the room).
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Partnering with Providers: Improving Access
An example: The waiting room

-Seat height 20-22 inches


-Plenty of room for mobility


-Unobtrusive space designated for patients in wheelchairs
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Partnering with Providers: Training
IEHP University

-Multiple vehicles for training providers (community-based and inpatient) on disability awareness, sensitivity, and coordination of care
Disability Awareness Activities

-Sign language classes
-Guest speakers
-Disability and aging resources expo
-Awareness videos
-IEHP team member email quizzes and prizes
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Partnering with Providers: Training
Pre-appointment checklist to identify member accommodations

Cultural & Linguistic Training: Accessibility Checksheet

Checksheet available for download at: https://www.resourcesforintegratedcare.com/node/92
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Partnering with Providers: Training
Appropriate communication with people with disabilities

-General tips
-Language issues
-Understanding function limitations, such as hearing, speech, and vision
-Identify misconceptions or stereotypes that often interfere with communication
-Addressing sexual health information and needs
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Partnering with Members
-Recognize each member’s unique needs and work with them to pair with a provider that will be able to meet their needs – Care Coordination
-Respecting the member’s dignity of risk
-Providing community resources to the member and their support persons
-Health education programs
-Using alternate formats to facilitate communication
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Members with Disabilities Workgroup
-Focus group of 30 members who are seniors or persons with disabilities 
-Meets quarterly for two hours
-Members are selected to serve for one year with a maximum of two years 
-Advises the health plan on healthcare services, communication, access, and member services
-Reviews marketing materials including print and media
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Partnering with the Community
Established a disability collaborative

-Founded to network, partner and advocate for services
-700+ members
-Community organizations
-Government agencies
-Educational institutions
-Legal rights groups
-Regional center
-Health care providers
-Monthly meetings with major speakers, updates and discussions
-Bi-annual conference for professionals
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Inland Empire Disabilities Collaborative
Monthly meetings with distinguished presenters

-Regional CMS leadership 
-Regional health & human leadership 
-CA Department on Aging Leadership
-California Commission on Aging
-The SCAN Foundation
-The ARC of California
-California Foundation for Independent Living Centers
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Inland Empire Disabilities Collaborative
Annual Disability and Aging Resource Expo (for consumers)

-Disability Resources Expo
-1,800 + attendees
-180 Vendors/Community Based Organizations
-Consistently outgrew venues/convention centers. Venue has moved 3 times
-Successfully raised over $270,000 to host events
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Inland Empire Disabilities Collaborative
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Inland Empire Disabilities Collaborative
Annual Advocacy Conference (for professionals)

-270+ attendees
-24 workshops
-Keynote address by nationally known speakers
-Speakers composed of state and regional disability and aging leaders
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Inland Empire Disabilities Collaborative
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Establishing a Disability Program
IEHP launched a Disabilities Program Office in 2003, to provide organizational leadership and advocacy
-IEHP’s Disability Program department supports IEHP team members and providers to make needed connections
Led by Disability Program Manager
Currently comprised of five team members including three disability community representatives, an administrative assistant, and the Program Manager who serves as the ADA Coordinator
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IEHP’s Disability Program
-Identify unmet needs and promoting new services and community capacity
-Implement and coordinate initiatives that improve healthcare services, access and communication
-Train staff on disability-competent care
-Facilitate workgroup of members with disabilities
-Develop and maintain external relationships with aging and disability community-based organizations
-Produce written materials in alternate formats (braille, large print, and audio)
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IEHP’s Disability Program
Strategies for primary care and LTSS linkage
-Disability program department is available to make connections
Regional Center Liaison and Behavioral Health Liaison with local counties
Assisting IEHP Members receiving county assistance

-Obtaining referrals/authorizations and appointments
-Checking prescription status
-Helping with mental health linkage and accessing community resources
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Summary
-Develop a culture of support for members with disabilities that includes a service centric environment for the member
-Use physician training and engagement practices to keep members in their medical home using multidisciplinary teams
-Build adaptable programs that meet a wide variety of needs. Remember Marcus, cookie cutter approaches fall apart at the specific member level.
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Audience Questions
Webinar Evaluation Survey

[Images] This slide contains a number in the lower right hand corner of the slide to indicate that this is the thirty-eighth slide in the presentation. This slide contains the official logo of Resources for Integrated Care. This slide contains a link to the website for Resources for Integrated Care: https://www.resourcesforintegratedcare.com

Slide 39
Next Webinar
“Preparing for New Roles & Responsibilities – Participant and Provider Readiness” 12/10/2013

· Preparing the participant through coaching, role modeling, training sessions, support groups, and more

· Preparing and training a broad provider network – learning from examples of successful models and strategies
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Thank You for Attending
For more information contact:

Christopher Duff at cduff@DPInstitute.org 

June Kailes at jik@pacbell.net 
Dr. William Henning at Henning-W@iehp.org 
Jessie Micholuk at RIC@lewin.com

Kerry Branick at kerry.branick@cms.hhs.gov 

Disability-Competent Care Self-Assessment Tool available online at: https://www.resourcesforintegratedcare.com/
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Resources & References 

How-To Guide on Establishing a Disabilities’ Collaborative
http://www.hfcdhp.org/training/IEDC_best_practices.pdf

Improving Accessibility with Limited Resources
http://www.hfcdhp.org/briefs/3.%20Brief-Access%20Limited$-FINAL%20Edition%202_12.28.08.pdf

Access to Medical Care for Persons with Mobility Impairments
http://www.ada.gov/medcare_mobility_ta/medcare_ta.pdf 
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Disability-Competent Care Self-Assessment Tool
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