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FORUM AGENDA

" Welcome and Introductions - Pam Turner

= Opverview of Long Beach Service Center & Changes in 2005—
Juan Molina

* Boeing/Regence — Juan Molina

= Great West Overview — Stephen Soohoo

* Quality Management Surveys — Pam Turner

= Balance Billing— Michelle White

= Special Investigations Unit (SIU) — Leanne Mulford
= (Care Connect — Linda Robinson

= Connect Technologies — Pam Turner

= Provider Website — Tracy Hubbard

" Provider Connect Virtual Tour- Pam Turner
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ValueOptions Staff and Presenters

Pamela Turner, MS, MFT — PR Director, Western Region
Juan Molina, VP of Operations, Long Beach Service Center
Joseph Hullett, MD, Chiet Medical Otficer, Employer Solutions Division
Cathy Gilbert, LBSW, MSA, Corporate Provider Relations Director
Linda Robinson, RN, Clinical Director, Long Beach Service Center
Stephen SooHoo, LMSW, Provider Relations Director, New York City
Michelle White, Provider Relations Manager, Western Region

Leanne Mulford, Manager of Clinical Support and ValueOptions of
California Claims , Long Beach Service Center

Tracy Hubbard, Corporate Communications Manager

Diana Ghassemieh,ValueOptions, Str. Account Executive for Boeing
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NetConference Features for Participants

" Audience Mood Indicator — you can change your seat

color to indicate how you are doing with the pace of the
presentation without interrupting the session

" QQuestion Manager — audience members can ask questions
online without interrupting the presenter. There will be an

open Question and Answer period at the end of the Forum
also.
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VALUEOPTIONS, INC

Long Beach Service Center
Changes in 2005




VALUEOPTIONS, INC.

= Privately Held and financially stable

= Serving 15% of the Fortune 500

= 75,000 provider locations nationally

= Over 20 million covered lives:
Employer Solutions Division: Over 12 million covered lives
- Health Plan Division: 4.22 million lives

- Public Sector Division: Over 3 million lives

- Federal Division (TRICARE): Over 1.6 million lives
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VALUEOPTIONS, INC.

Headquarters
ValueOptions, Inc. Norfolk, VA FHC Health Systems, Norfolk, VA

Service Centers

Phoenix, AZ Hamilton, NJ

Long Beach, CA Albany, NY

Colorado Springs, CO Latham, NY

New York, NY Raleigh-Durham, NC
Jacksonville, FL Trafford, PA

Tampa, FL Dallas/Ft. Worth, TX
Topeka, KS Reston, VA

Boston, MA (2) Detroit, MI

Southfield, MI Sante Fe, NM (new in 2005)

Vitginia Beach, VA

\'/ VALUEOPTIONS



California Service Center

=  Established in 1988

= URAC accredited

= 2.3 million covered lives served
= Customers served (Partial Listing):

Screen Actors Guild (SAG)

Boeing Company American Honda

Northrop Grumman Avery Dennison

ChevronTexaco Stag's Leap Wine Cellars
Pacific Gas & Electric City of Santa Monica
Hewlett Packard NIKE
City of Los Angeles Robert Mondavi

Stanford University
Rockwell Scientific
The J. Paul Getty Trust
Lucasfilm, LTD
Unocal
Usc
American Federation of
Television & Radio (AFTRA)

\’/ VALUEOPTIONS



Changes in 2005

Customer Service/Claims Consolidations

= Customer Service Consolidation to Texas

= (Claims Consolidation to Latham, NY

(ValueOptions paid — non-Boeing Claims)
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Boeing/Regence

Juan Molina, VP of Operations,
Service Center Lead




BOEING/REGENCE -Claims

" Boeing plans are administered jointly between
ValueOptions and Regence.

" Please contact ValueOptions for any
authorization related issue.

" ValueOptions and Regence have daily calls to
reconcile any issues.
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BOEING/REGENCE - Claims Denials

" A vast majority of denials relate to bill coding
issues where level of care/diagnosis and
procedure code do not match to what was
authorized by ValueOptions.

" Please be sure there 1s 2 match

= If different treatment takes place than what
was authorized contact ValueOptions to
ensure the authorization retlects this change.
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BOEING/REGENCE —Authorizations

How to avoid Retroactive Reviews

" Please submit your Outpatient Request
Forms (ORFs) for additional sessions prior to
running out of visits.

= If you have not recetved confirmation from
ValueOptions that your ORF has been
recetved then please contact ValueOptions
and obtain an authorization number
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Great West - New Business

Stephen Soohoo, LMSW, Provider Relations Director,
New York City




Great-West Healthcare

" ValueOptions will be managing the
behavioral health benefits for Great-West
Healthcare effective April 1, 2006

= A Frequently Asked Questions (FAQ)
document is being created and will be
available on-line at www.valueoptions.com

" ValueOptions Commercial providers

\'/ VALUEOPTIONS



\'/ VALUEOPTIONS

Putting People First

Quality Management




Member Satisfaction Survey

Quarterly Surveys completed by FactFinders
= 2005 Q1 & Q2 National Results

e Overall Member Satisfaction with Providers — Positive
Response

— 91.2% of ESD MH/SA Members
— 96.2% of Employer Group/EAP members

* Quality of Service from Therapist — Positive Response
— 91.2% of EAP Members
— 93.7% of Employer Group MH/SA Members
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Provider Satisfaction Survey

* Conducted Annually During 3™ — 4% Quarter
— 2005 Survey now in progress

" Telephonic interviews by Fact Finders, Inc

= Overview of ValueOptions National Results

2004 National Network Results

- 91% overall satisfaction

- 96% availability across all licensure types
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HIPAA Reminders

= Email is not secure unless encrypted
e Do not send member information via email. This
includes:

— Member name or initials

— L[.D. numbers

— Any identifying information
"= New HIPAA Security Rules Etfective 4-2005

" For details on HIPAA issues — please use the links

on www.valueoptions.com under the Compliance
section of the Provider Handbook.
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Balance Billing

Michelle White, Provider Relations Manager




Balance Billing

Definition

= Balance Billing - Charging a member for covered services to
be reimbursed by VValueOptions (or Payor) or requires
reimbursement from member for non-authorized services at
the time services are being rendered and prior to exhausting

1 alueOptions appeal process.

= Covered Service — Provider services required for the
treatment of mental health or substance abuse conditions
which are Medically Necessary and that are covered pursuant
to a Client’s Plan.
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Balance Billing cont.

Reimbursement that can be collected from a
member

= Applicable Deductible
= Applicable Co-Payment/Co-Insurance

= Services that are not covered under the members benefit
plan that member and provider agree to be rendered
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Balance Billing cont.

Examples ot Balance Billing:

= Billing a member for a covered service when a claim
is denied for no authorization.

= Having the member pay up front for the services to
be rendered.

= Billing the patient for the difference in the
contracted rate with ValueOptions and the billed
amount.
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Special Investigations Unit (SIU)

Leanne Mulford, Manager of Clinical Support and
VOC Claims




Special Investigations

Fighting fraud and abuse strengthens and preserves
ValueOptions’ services to providers and members and
enhances the health care delivery system as a whole.
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Abuse

ValueOptions defines abuse as any practice, direct or indirect, that is
inconsistent with sound or established fiscal, business, insurance, or
medical practices and results in an unnecessary cost to a behavioral health
benefits program.

It also consists of reimbursement for services performed that are not
medically necessary or that fail to meet professionally recognized
standards for health care.

A provider may or may not have knowingly and/or intentionally
misrepresented facts to obtain payment.

Abuse also includes any practices by a member that results in unnecessary
costs to a behavioral health program.
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Fraud

= ValueOptions detines fraud as an intentional deception or
misrepresentation made by an entity or person in any
managed care setting with the knowledge that the deception
could result in some unauthorized benefit to the entity,
himself/herself, or some other person.

= In the context of health care claims, purposely billing for
services that were never given, for a service that has a higher
reimbursement than the service provided, or at the incorrect
reimbursement level.
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Common Examples of Fraud and Abuse

= Submitting claims for services that were not provided (this
includes no shows or canceled appointments)

= Misrepresenting the diagnosis for the member in order to
justify payment

= Utilizing split billing schemes (1.e., billing procedures over a
period of days when all treatment occurred during one visit)

* Coding a service at a higher level that what was rendered (i.e.
up-coding)
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Eliminating Fraud and Abuse

To eliminate fraud and abuse successtully, providers, facilities,
and members must work together to prevent and identify
inappropriate and potentially fraudulent billings.

This can only occur by:
*  Monitoring claims submitted for compliance with billing guidelines
« Adherence by providers and facilities to Treatment Record Standards

* Education of all staff members responsible for dealing with medical
records (including documentation, storage, retrieval, or review) or
who are involved with billing

« Referring cases of suspected fraud and abuse
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For More Information

30

" Contact Us:

ValueOptions

Special Investigations Unit (SIU)
240 Corporate Blvd

Notrfolk VA 23502

" Visit our Website
 Claims Billing Audits:

http://www.valueoptions.com/provider/handbooks/administrati
on/claimsbillingaudits.htm
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What has ValueOptions Done

o
Make Things Easier for You?




ValueOptions “Connections”

/

~ FINANCECONNECT

~ SERVICECONNECT

~ CONNECTIONS

~

~/ PROVIDERCONNECT

~ KNOWLEDGECONNECT

~( TELECONNECT

\_

~Y CONNECT

~ CARECONNECT

/

VALUEOPTIONS

~/ CONNECT
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New Technology

CARE CONNECT

Linda Robinson, RN, Clinical Director
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Clinical Operations

FORMS
Yesterday Now

EAP CAF No Change
(Case Activity Form)

Outpatient OTR ORF | & Il
Med Mgmt

Inpatient ITR HLOC

(Higher levels of care)
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\'{VM.UF.UFTIONS OUTPATIENT REGISTRATION FORM (ORF 1)

Please complete all sections for submission to ValueOptions. TYPE or PRINT LEGIBLY. Check/crcle response where applicable.

Member and Provider Demographics:
Member's Mame:

Date of Birth:
Member's Address (City'State only):
Member's |D =

Insured’s EmployerBenefit Plan:

Member's Age: Gender:  Wn OF

Is member currently receiving disability benefits? Oves DONe Unknown

Prowider Mame:
Prowvider Program/CEnic (if applicable):
VO Provider # (if knowmn):

Senvice Address:
City'State/Zip
Provider Telephones:

es AN

Are you independently licensed?
Lizensure level (type of license):
Szate which issued this Foense:
Prowider S5M or Tax 1D =

DSM-IV Diagnosis and Risk Assessment:

Pleass circle type of senvice reguested: Mental Health Substance Abuse

Please indicate primary diagnosis:

Axisl: Aus 1

Current Risk Assessment:

Scale:  (=none 1=mild, ideafion oniy
2=maderafe, ideation with EITHER pian or history of athempis
J=severs, ideation AND plan, with either intenf or means
na=nof assessed
(Please selecticircle one value for each lype of nisk)
Member's risk to s=if ] 1 2 3 na
Member's risk to others: ] 1 2 3 na

ORFlvenend 3108

Medical Conditions (Axis H):

Please circle Member's medical condiions:
Mone!Cther Asthma

Cardiovascu'ar problems Ciabetes

Chronic pain
Pulmonary disease

Current Impairments: [please seiectoircle one value for each lype of impaiment)

Scale:  O=pone  {=mild‘mildly incapacitating

3= severe or severely incapacitaiing  na = not assessed

Cancer

I=moderate/moderaiely neapacitating

Wood Disturbances (Depression or Mania) ] 1 2 3 na
Arizty o 1 2 i na
Psychosis/Hallucinations/Delusions o 1 2 3 na
Thinking/Cognition/Memary/Concentration Problems o 1 2 3 na
Impulsive/Reckless/Aggressive Behavior o 1 2 3 na
Activitizs of Daily Living Problems o 1 2 3 na
Weight Loss Associated with Eating Disorder 0 1 2 3 na
Medical/Physical Condition 0 1 Z 3 na
Substance Abuse/Dependence 0 1 2 31 na
JobiSchool Perforrmance Problems 0 1 Z 3 na
SocialRelstionshipsMaritalFamily Problems 0 1 2 3 na

] 1 2 3 na

Legal Problems

Requested Services:
Reguested Start Date for this registration:

Please indicate fype(s) of senice provided and freguency

Medication Management 90282 Owicly QOivnthly Dty D other
indew. Psychotherapy (20-30 mn) 80804  Dwily Oivnthly Datey Dother
Jindi. Psychotherapy (45-50 min) 00506 Dhwicly Dihnthly Dty other
Family Psychotherapy (45-50 min) 20847 OWily Oiknthly Oictdy Clother
AGroup Therapy (B0-20 min) BOBE3 COwily Qintnthly Dty D other
Qother Dwily Qivinthly Doty D other
Oother Oy Oininthly ity other

Treating Provider's Signature:

Ciate:
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| START HERE= | Requested Start Date for this registration:
Select Type of Service Requested: T Mantal Health [Asubstance Abuse

Provider and Member Demographics:
Member's Mame:
Date of Birth:
Member's Address (City and State only)
Insured’s EmployerBenefit Plan:

Member's ID 2

Is member currently receiving dsability benefis? ves QMo I Unknown

Prowider Mame:

WO Provider 2 (if known)c

Senice Address:

Provider Telephone#:
Prowider S5M or Tax 1D &

Current Risks: (piease select one rating for each type of fisk. Key: 0= none; 1= mild, ideation
only; 2= modersts, ideaton with EITHER pian o fWstary of aMempls; 3= ssvere, idestion AND pisn,
with infent or means; n3= naf assessad)

Member's risk fo s=f ] 1 2 3 na
Member's risk to others: ] 1 2 3 na

Current Impairments: {please saisctcicie one value for @sch fype of impakment)

ey g=none, T=mid or micly Incapachisting, 2=modersts ar moderately Incapaciiating,
3= sgvers or seversly Mcapaciating, na = not Sssessed for this Impaiment
Mood Disturbances (Depression or Mania) 0 1 2 3 na
Anxety 0 1 2 3 na
Psychosis/Hallucinations/Delusions 0 1 2 3 na
Thinking/Cognition/Memory'Concentration Problems o1 2 3 na
Impu'sive/RecklessiAggressive Behavior 1] 1 2 3 na
Activities of Daily Living Problems o 1 2 3 na
Weight Loss Associated with Eating Disorder o 1 2 3 na
Select one: Gain Dloss dna of pounds in last three months
Current weight = bs. dna  Height = ft. inches dna
MedicalPhysical Conditions o 1 2 3 na
Substance Abuse/Dependence o 1 2 3 na
Select all that apply: DAkohol  Qlllegal drugs L Prescription Drugs
JobSchool Performance Problems 0 1 2 3 na
Social'Relationships/Marizal Family Problems o1 2 3 na
Legal Preblems 1] 1 2 3 na

O i L1130

\'(VM.UEGI‘TIDNS OUTPATIENT REVIEW FORM (ORF 2)

Diagnasis:

Axish 1. 2
Axisll 1. 2
Axis Il 1. 2
Bxis IV

Axis W Current GAF =
Treatment History: (pisase select s hat sppily)
Psychiatric Treatment in the Past 12 Months, excluding current course of treatment:

Highest GAF in the past year =

OmMone  unknown OCutpatient OFariallof  inpatientResidential'Group Home
Cutcome: QUnknown Dimproved Mo change  DWorse
Treatment Compliance (Mon-Medy:  Qunknown D poer Ofair Hgood

Substance Abuse Treatment in Past 12 Months, excluding cumrent course of treatment:

OrMone  QuUnknown DCutpatient QFartiallof  DinpatientResidential'Group Home
Outcome: OUnknown improved Mo change  ClWerse
Treatment Compliance (Mon-Medy:  unknown D poer O fair Hgood

Treatment Plan: Reason for continued treatment: (plesse select all that agoy)
ORremains symptomatic Prepare for discharge within coming month
OMaintenance OFacitate retum to work

Figase indicate fpefs) of sendce provided BY VOU, ang the frequency”

OMedication Management 20862 wkhy Dhsanthiy D3ty Dother
Qindiv. Psychotherapy (20-30 min) 90204 widy Dsntary Dy Dother
Oindiv. Psychotherapy (45-50 min) 90806 wity Cimntary QQsry DA other
OFamiy Psychotherapy (45-50 min) 00847 CwWily CiMntnty Ol Qarly D other

O Group Therapy (80-80 min) 90353 Dwkhy Dhsanthiy D atdy Dother
Qiother Dwkly Qsanthiy Qatdy Dother
Oother Dwicty Osantnty Oty Dother
Eizase Indicate fypeds) of sendce provided BY OTHERS (select ail that sppiyl
OMedication Management  lindiv. Psychotherapy [ Family Psychotherapy

OGroup Therapy dcemmunity Prgrmis) dsef Helo Group(s)
Arz the Member's family/suppeoris imvclved in treatment? Oves Mo
Coordination of care with other behavioral health providers? ves e
Coordination of care with medical providers? Hves Mo
Has Mamber been evaluated by a Psychiatrisi? Oves Mo

Current Psychotropic Medications: Dosage Frequency Usually aghenent?

1. Dves Qe
2 ez Qe
3 Aves Qo

Treating Provider's Signature: Date:

o ©




New Technology

Getting “Connected”

Pam Turner, MS, MFT, Provider Relations Director
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Technology Enhancements
Increased convenience & decreased administrative burden

= TeleConnect (Interactive Voice Response) — Coming Soon!

 Voice recognition software that will allow for eligibility verification,
claims status, benefits, form requests and outpatient authorizations

= ProviderConnect (Provider Online Services) — Available Now!

- Enhanced online claims submission, claims status, eligibility
verification, and forms

« View authorization summary and detail

- View correspondence (which includes authorizations), access your
provider practice profile and submit demographic changes online

 Benefit status - Coming Early 2006

* Request Outpatient Authorizations via ProviderConnect - Available in early
2006!
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How TeleConnect Works

Call Routing

Callers select a menu option using their
telephone keypads. Based on their
selection, the call is routed to:

Agent or Clinician

OR

All menu selections If “other” is
except “other” selected
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ProviderConnect (Provider Online Service)

Provides an online alternative to the telephonic services of
TeleConnect

Gives providers a 24/7 available, easy-to-use tool for
completing everyday service requests

Allows users to check eligibility, authorizations, claims
status, claims history, claims payment

Enables providers to view correspondence online which
Includes authorizations (Note: requests for outpatient &
Inpatient authorizations available in 15t Quarter 2006)

Allows single and batch claims submissions

Enables providers to view their demographic information
and submit changes online
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ValyeOptions Home  Provider Home  Contict Us Log Out

~/ PROVIDERCONNECT

'!rn'lllFIU'l'IliW"l
Harme Please Log In
ECI Homepage
Speoific Member Requited fields are denoted by an asterizk { = | adjacent to the label,
Search
Authorization Listing Fleasa log in by entering your User 10 and password below,
Claim Listing and ¥lUser ID
Subrmission |

My Onling Profile

If you do not rermember your User 10, please contact our e-Support Help Line,
Wiew Practice Profile

*Pazsword
: _P_r_ljj{lij _E_r_ _D_Elt_a_ S hE Et : || Forgat Your Fassword?
Compliance
Handbooks : Log In ]
Forms
: The informiation and resources pravided through the ValueOptions site are provided for informational purposes only,
N?tw':'r.k. ,,SF'E':'f“: Behavioral health providers utilizing the ValueOptions site ("Providers") are solely respansible for determining the
Information approptiateness and manner of utilizing ValueOptians infarmation and resources in providing services to their patients,
Education Center Mo information or tesource provided through the ValueOptions site is intended to substitute forthe professional
---------------------- judgment of a behavioral health profeszianal, Providers are solely responsible for determining whether use of a resource
Contact Us provided thraugh ValueOptians s consistent with their scope of licensure under applicable laws and ethical standards,

New User?



VulueOpfions Home  Provider Home  Contact Us Log Out

\'{ PROVIDERCONNECT
VALUEOPTIONS Welcome TUMNUS, PETER . Thank you for using ValueQptions ProviderConnect.
2T
EDI Homepage WHET DOYOLWANT TO DO TODAY? MEWYS B ALERTS
Specific Mermbear B - _ _ ,
Search v Specific Member Search (eligibility, benefits, v Infarmation Alerts to SWRA EDT Providers
claims, authonzations . : :
Authorization Listing . ,. : v Important Notice Regarding Remittance
i ietig and v Beview Claims Advices and Revenue Codes
Subrmnissian » Enter a Claim v Information Alert to Al ValueOntions
"""""""" AT . L Submitters
My Ginline Profile » Review an Authorization
My Practice
Information

Provider Data Sheet

S I & A A A A A A R R R A R S A A S A A A R A A N R AR R R R AR

Handbaoks WaluaQptions iz cunfinuall_'?' striving to increase the ease in which you can interact with us by developing online
Farms: cormmunications solutions, Using ProviderConnact allows you to accormplish an array of daily transactions through a secure,

i password-protected portal, By using ProviderConned, you agres to abide by all privacy, HIPAA, and other governing laws,
Network Bpecific
Infarmation

Education Center

Contact Ls

@ 2005 ValueOptions Return to ValueOptions Home | Return to Provider Home | Contack Us | Privacy Staternent | Tetmz and Conditions
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Provider Website

Tracy Hubbard, Corporate Communications
Manager




Corporate Provider Relations Website

* Company News: Read the most recent news about
our company.

" Network-Specific Information: Find handbooks,
forms, and other details that pertain to program-
specific networks.

= Educational Opportunities: View educational articles
and 2005 Provider Forums. el.earning under

development.
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Corporate Provider Relations Website

* The Valued Provider: Access articles found in our provider
newsletter. Read informative articles and learn about new
initiatives underway at 1 alueOptions.

* Forms: Current VO forms posted for your convenience to
download and submit.

* Change of Address and W-9 forms: Help us keep the
information we have on file for you current by downloading,
completing and sending these forms to us.

* Provider Handbook: Available online. Always up-to-date.
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Corporate Provider Relations Website

Online Services: ProviderConnect - confirm eligibility of our members for
service, submit claims directly over the internet, and check the status of a
claim you submitted (etc.).

Education/Provider Tools:

* Preventive Health Member Materials: Find educational articles,
screening tools, and tips on Depression, ADHD, Postpartum Depression,
Anxiety and more. Great information to share with members.

« Other tools available online: Depression Screening Tool and
Postpartum Depression Provider Resources.

e Achieve Solutions Website
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Corporate Provider Relations Website

Achieve Solutions

Articles, quizzes and other tools on depression, stress, relationships, health,
parenting, workplace issues, addictions and more.

— Nearly 4,000 articles in 200 different topic areas
— More than 40 quizzes and calculators
— Monthly polls and online trainings

« Have the ability to print and share this information with and/or refer members to
the site.

*  Winner of e-Healthcare Leadership Award, 2002, 2003, 2004 and 2005

« All traffic to and from the Achieve Solutions servers are encrypted therefore
providing security for client information.

* Clinical Integrity of Achieve Solutions

— All content published on Achieve Solutions undergoes a clear and consistent
editorial process to ensure that the information is accurate and up-to-date
(annual review of clinical content). Formal policies and procedures govern this

process. \' VALUEOPTIONS




Provider Website
www.valueoptions.com

To Provider Connect and Beyond —
A Virtual Tour!
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How to Register for Online Setvices

Go to www.valueoptions.com/providers.htm

Click on the link: Register

Choose either “Provider Registration” or Provider’s Staff
Registration”. Click Submit.

Select all Transaction Types. Complete the requested information and
click Submit. The system will provide you with a unique password
which you will receive via email.

Click on the link: Main Page. Enter the requested information and
click on the link: Log In.

Create a new Password. Review the User Agreement, click I Agree and
Save.

You are now registered!
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National Network Operations

" To update us on any
changes, please call

800-397-1630 or
visit us on line at
www.valueoptions.com

" Credentialing/re- ?rovider
credentialing issues

Online Services

= Application status updates
\’/ VALUEOPTIONS



We Need Your Feedback!

Download Training Evaluation
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Forum Connect - Washington

Questions and Answers
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Thank you!

www.valueoptions.com




