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Enhanced Care Management Provider Manual

The Molina Enhanced Care Management (ECM) Provider Manual serves as the reference guide
for ECM Providers and is considered an extension of the Provider contract. The manual details
processes and requirements for the administration and delivery of Molina’s Enhanced Care
Management Program (ECM). ECM Providers are required to review this manual, participate in
associated trainings, share materials with existing and new staff, and educate on program
requirements. The information contained in the manual is current as of the date of its
publication and is subject to change based on new DHCS requirements and/or when changes
are made to Molina’s ECM processes.

Please contact Molina’s ECM Team at: MHC ECM@ MolinaHealthCare.com for questions about
the manual or the ECM Program.

Thank you for your partnership and service to our members!
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Molina ECM Reports

To support ECM Providers with their oversight and monitoring activities, outreach efforts, and
member care coordination, Molina’s ECM Team will share data such as member assignment
files, preventative care measures, and hospital & SNF census data.

Below is a complete list of all the reports that Molina’s ECM Team provides to our ECM
Providers. ECM Providers are expected to review these reports. If you encounter any
discrepancies with any of these reports, please notify Molina’s ECM Team immediately:
MHC ECM@MolinaHealthCare.com

Report Description Method of Frequency

Distribution

MIF List of all ECM eligible members assigned Excel file Manually via Monthly
to each ECM Provider. Includes secure email
continued eligible, newly eligible,
termed, and returned. For use in
outreach and enrollment. Refer to the
report for all fields.

Member List of all post opt-in ECM members. ECM Excel file sFTP Daily
Activity Providers must review this report as part

of their oversight and monitoring

activities and reconcile against capitation

reports. Refer to the report for all fields.

Report

IP Census ECM Eligible & Opt-in members who are Excel file sFTP Daily
Report currently inpatient (Hospital & SNF).
Utilize this report for transition of care
(ToC) activities (enrolled members) and
outreach & engagement (members not
enrolled). Refer to the report for all
fields.

HEDIS/Gaps Preventative care measures. ECM LCM is Excel file sFTP 1st of the Month
in Care to educate the member on the

importance of preventative care, discuss

details of missing HEDIS/ Gaps in Care

measure, and assist member with care

coordination to help remove potential

barriers. Refer to the report for all fields.

Report
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Capitation The report includes post-enrollment Excel ECM Provider Monthly
Details payments, member details, and downloads report

recoupments. Refer to the report for all via FES portal

fields. Refer to the steps below to

download this report.

Report

Staffing & Excel File ECM Provider Monthly
Capacity ECM Prow.ders are t<.3 report their staffing emall's report to
and capacity for their ECM Team. Reach Molina’s ECM
out to Molina’s ECM Team for the latest Team

reporting template.

Note: Reports may have a lag time of one or two business days due to the overnight update
process.
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Downloading the Capitation Details Report

ECM Providers can download the Capitation Details Report by accessing the File Exchange
Services (FES) Portal. This report is available within one day of the capitation payment being
generated.

For FES access requests, ECM Providers need to email Molina’s ECM Team:

Email Subject: FES Access

Provide the full name of the individual who needs access.
Name of the organization.

Individual’s email address.

ECM Providers are encouraged to request access for at least two employees: a
Finance/Accounting Department contact and an individual from the ECM Team.

e Upon being granted access, users will receive an email with the FES login and password.

e Access FES at the following link: fes.molinahealthcare.com/FES/login.

e For password resets or login information, email the Molina EDI Team at the following
mailbox: edi.encounters@molinahealthcare.com.

e We recommend using the EDI email address to report issues rather than the phone
number on the portal, as the email has a faster response time.

e Note that if you contract with Molina for multiple programs/lines of business other than
ECM (e.g., Medi-Cal, Medicare, Marketplace), you will need two different logins: one for
ECM and one for all other lines of business.

Downloading the Capitation Details Report Instructions

Step 1: Upload File

After logging into the FES portal, click on the Upload File header. The upload file page will be
displayed.

Below fields should be displayed.

e File Format

e Trading Partner

e Exchange Name

e File to be uploaded.

Select the file format, Trading Partner and Exchange Name. Then select the file to be uploaded
and click on upload.
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* . -hang ices:
aRRMOLINA File Exchange Services

THCARE

Contact Mofing | Change Passwond

Upload File

File Format:+ @ pgpar O mon-saras B
Tradng Partner; * | Seiect 3
Exchange Mame: [Tzl
L I _Brpase.. | [upload )
Step 2: Download File
Below page will be displayed upon clicking on the Download File option.
iﬁm‘dga File Exchange Services:

Contact Moling | Change Password

* - Required Field
Trading Partner-+ (R II ~|
File Category:- |a1 ) File Format: Iu vl
From Date:+ ouewzons 1] To Date:+ sucwao1e 5]
(mm/ddivrvy) (mmyddivryy)

[Search] [Clonr]

Below fields should be displayed.

e Trading Partner
e File Category

e File Format

e From Date

e ToDate

Enter all mandatory fields and click on search. Files related to search criteria should be displayed.

B ¥ ile . » Carvices
ihy’f-'?u'k'c”.\i‘. File Exchange Services

Contact Mofina | Change Password

- Required Field
Trading Partnar:~ [Srges 172 =
File Catagory:- [1on-repas ] File Format: [ =
From Date:* caou20ts |[T] To Date:+ py/os20ts (7]
(/o vyyy) (mm/ddlvyvy)
View
tormat Wersion s Archved? Sender 10 Submasson Time Details A
Sroprtary MHCI3I7IS ANG3SAS3IS0% "o JP— /272018 11:05:58 44 a
Propratary MACI0342TIY ANGHSASISN " ] W2/2018 11:05:38 AN a
Prosretary HcI032718 ANGAS4SIS0% e Astoopsprser 0272018 13:08:58 AN g
Propretary MACI0M2TIY AnGasasIS "o Mscarsproes B2/2018 13:05:38 AN q
1 MACIIOMZTIY ANGHS4S1509 ) Autoryspromve WA/2018 8:26:08 P a
Propretary MHCI0MZTIY ANGFS4SIS0% e Rohyrprone W7/2018 11115030 M a
Sropretary MHCIOMITIY ANGHS45150% ) Austorpioroans 772018 11:15:30 AN a
Propretary MHCIN0342TIS ANGHSISISONS "o Loy ot 172018 11125:27 AM o
Propretany MHCIN0MITIS ANGHS4S18099 ™ P ] S17/2018 11:28:27 AM a
Propretar, MHCIIOMITIY ANCHSIS TSI no Achyproee W17/2018 11:28:37 AM a
v
undefined 1-10 of 38 10 &) par page Kodpage 1 | ofa b0
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Click on the View Details icon in the last grid of each file to view file details.

e . 5
SRRMO! 3 File Exchange Services:
alRMOLINA 5

Contact Molng | Change Pasyworg

Sending Trading Partner D MIICI3034271% Ruceving Trading Partrer 1D ANGHS45I50%9 File Wame:  ANG_THRA_20180802.C5V
File Sam: 403 Dytes Fila Format:  Clamiatory Fie Vermon:  Prognetary
Test/Producten:  Produssen Fils Submission Date:  A/2/2018 11:05:58 AM

Click on the file name link to open or save the files.
Step 3: File Submission History
Below page will be displayed upon clicking on the File Submission History option.
'.....mglhl(l}lﬂ File Exchange Services:

Contact Molina | Change Password

- Magues Pz
1)
Fla Category: <[5 T8 B —
From Date: * 121072008 5] Te Date:+ p1/10/2019 7]
(mm/ddivyy) (mm/dd/vyyy)

Below fields should be displayed.

e Trading Partner
e File Category

e File Format

e From Date

e To Date

Enter all mandatory fields and click on search. Files related to search criteria should be displayed.
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AR MOLINA File Exchange Services ~

Contact Mokina | Change Password

Search §ibe Submession History

- Magurne Fald
2}
File Category: * [Firas ] File Format: [&0 ~
From Date: * owov2018 (1] To Date:= 0302019 |[)
(mmydd/yyyy) (mmydd/yyvy)
Tihe Submussn History
Fibe Wame Format Version Submission Time Test/Production
MCA AjP4 MD BOT] 180302161904 09072018114004185 4 371N 003010XI23A2 WII018 11:40:00 &M Produuction
MRiCA ALPA MD B27F LBORCSOFOLI4 CRLTI0LA1IM00HETLS SITPENC oELIoNIIzAY W0L8 11:40:04 AM Productson
PEsCA AlPA pep AITP LOSOSOASIZS 0907201A1LA00SS2S xt a37PENC 005010x22241 WT/2018 11:140:05 AM Proguctson
BSCA AJPA HP )P |SOSONONSA1S 090701114006 0% 01 s3TPENC 00531032241 W01 11:40:05 AM Produuctson
MBCA Al MD BIT] 1808IDIB108] DS1A201N144009900 b BITIENC 008010X32383 WI4I018 2:40:8 P Producton
MECA AIPA MD 837P LACIILISTET Q1401814402424 008 BITPENC 005010X22241 WI42018 2:40:36 PH Production
SiCA AIPA MO S37P LS0SI302SAN0 0014201814403701 Lt I7PENC 005010022241 W01 2:40:36 PM Production
MMCA AIPS poMP N17] 18091151714 D9142018)184007627 bt B3N 003010%22382 /142018 2140137 P Productson
ERMCA AP WP ST LEOPIDNINIS OBIAIO1NISAOIONS: tuy BTPENC 003010NI3241 WIAI0LN 1:40:37 PH Proguctson
MeeCA AlPR MP BITP LECSAJLLITON CRI4J0IALA4006 100 SI7PENC DOSEI0NI22AL WII0L 2:40:38 PM Proguctson
undefined 1-10 of 65 % =] per page A Page 1 of7 b #
mMOLINA‘ File Exchange Services:
HEALTHCARE

Contact Moling | Change Password

Sendng Tradng Partner [D:  ANGIISII0M Recarving Tradeg Pertner I0:  MHCINHITIS File Name:  MHCA_AIPA_MD_BITI_180SCI161934_0P0TI0103 14004183 et
Fie Saw:  B2173 Dytes File Format:  BOTIENC File Verwen:  003010X22342
Test/Production:  Production File Submsmon Dete:  W/7/2018 11:40:00 AM

Step 4: View Exchange

Below page will be displayed upon clicking on the View Exchange option.

se i _ e
i-mlﬁlcNuA: File Exchange Services:
Heme Vpleod Fie _Dewnioed fils _Fils Subrwission tistery _ View Exchanys _ Veew Pariver _Encownberiepers 3

Contact Mofina | Change Password

- Magund Fudd
Trading Partner:® [Seect ~

File Category: [0 &)

File Format: [& >

Below fields should be displayed.

e Trading Partner
e File Category
e File Format
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Select the required fields and click on search. Search results will be displayed for the search fields

entered.

L0 R
[1 | Brevdiae)

Lxchange Name

BITPENC_ANGRSASISON_S010_Pred
%_ANGHSA5IS0%_BITPENC_S010_Prod

SITPENC_ANGHSASIS0M_T

BITPENC_ANGISASISONS_Angeies 1PA_P

PHT_ANGRSALIS0N P
Prod_CAPOETAIL_ANGRSASISOM

2TICA_ANGHSASISONS_S010_Prod

Step 5: View Partner

Anguies P4

Mokes Hesthcere of Catdormes

Angties [P

Anguies 14

Moley Hesithcare of Cabforme
Mg Mealthcare of Calformia
Mcins Meslthcars of Caidorma

File Exchange Services ~:

J |
Sender 10 PR pecuver 1D Format  Version e .

ENGISAS 1309 FrATRCH® LuuCII0042719 BITPING  0OSOIDNATIAL Production 124
(=

MACIN2TIS PR aGesas3509 999 00S010XE3141 Producon 524
Moina

ANGHSASIS0N TPV hcaa002719 BTPENC  D0M0I0NDISAL Test .
Cabdoma
Mokng

ANGYSASISEN "“""“""uﬂumnu)mr«c COACLONDIRAL Producton ©
Caiduama

MRCINMITIS P anGosasI509s 957 0O4010ND08AY Broduchon 118

MCIOMITIS P ANGRS4SISON CAPDETARL | Production 98

MICINMITIS et anoesasIsoss 77CA  oscIONOd Producton 648
oo

Below page will be displayed upon clicking on the View Partner option.
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Contact Moling | Change Password

Eftectivs
Date ToDate SO0
O4/1072012 1273172078 Actrve
O4/16/2012 123072078 Inketrve

10/3072006 12731/ 2006 InActve

1270472006 1273172078 Indetve

120072004 1273172078 Actve.
CVISI0NN 1IN I0TH Actve

OS/0872014 12/31/2078 Actve

File Exchange Services,

Search Partner

Trading Partrer: * [Seec

=] [Snaech] (ichar]

Contact Moling | Changs Pagseord

Select Trading Partner from the list and click on search. Search results will be displayed for the

search fields entered.

e -
[ | broterie)

Trading Partner: * [angeies 1ra

Moine Hesithcare of Cabforrs

One Golden Shore Dr.
undefined 1-1 of 1

e

] [Search] [lear|

P page

Cabdorrea

File Exchange Services

Contact Mokina | Changs Password

S0802

I dPage : ofl b H
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Step 6: Encounter Report

Below page will be displayed upon clicking on the Encounter Report option.

o
SPERMOLINA

File Exchange Services:
HEALTHCARE '

Contact Moling | Change Password

[eoea

Select an option from the list. Reports will be displayed for the selection.

Step 7: Contact Molina and Change the Password

Contact Molina page will be displayed when the user clicks on the link.

ae - .
SRR MOLINA File Exchange Services
HEALTHCARE

Contact Molina | Change Password
Address Phane Fax
Mokng Corporste Office, | Golden Shore, Long Beach, Ca 90800

1864439 6348 $62-901-2833

Send an | maid 1o Mabna

= - Magured Fud
MM.'I(M -
Massage:®

Change Password page will be displayed when the user clicks on the link.

i....mlhlchlaﬁ File Exchange Services:
T T —|

Change Password
[Ty —
* - ured P
User [D: Greshams
Erter oid password: ©
Enter new password: © 33 Charactens Mas. | Chaacieris) Rempeng
Confiem naw password:*
(St ] [Cament

Emssword Rudes.
Must have at lsast B and no mare than 12 characters in the password,
lowercase s
Must have at least one number
Password cannot contain partial User 10, first name or last name
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ECM Provider Resource Guide

To support ECM Providers with assisting members with care coordination needs, Molina’s ECM
Team has put together the following resource guide. This resource guide applies to members in

every region:

Department

Hours of

Operation

Member Services

Transportation
Vendor:

American Logistics

Q: What if a member is
unable to be transported to
a medical appointment by
ordinary means of public or
private conveyance (such as
but not limited to taxi or car)
due to their medical/physical
condition?

A: Call American Logistics to
arrange transportation and,
if needed, provide the MD
with the Physician
Certification Statement Form
(PSF) to complete and
submit. The form is not a
Prior Auth request form and
is not needed to arrange
transportation

Interpreter Services

(Processed through
Member Services)

11

Telephone Email/Web Link
Number
1-888-665- N/A
4621
(TTY 711)

1-855-944- Urgent same-day request:
1370
Molina support@americanlogistics.com
Please send an individual email with
PCS Form “Urgent — Same Day Request” in the
subject line so that it can be processed
immediately.
1-888-665- N/A
4621
(TTY 711)

Available
Monday-Friday
7:00 am - 7:00 pm
Available
Monday-Friday
7:00 am - 7:00 pm
Urgent Appointments
only: Available 24
hours a day, 7 days a
week.

*A minimum of three
(3) business day notice
is required.
Urgent/same-day

requests are not
guaranteed.

Available
Monday-Friday

7:00 am - 7:00 pm
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Nurse Advise Line 1-888-275-

N/A
8750
(English)
1-866-648-
3537 (Spanish)
molinahelpfinder.com/
Molina Help Finder N/A
Molina Healthcare 1-888-665- MolinaHealthcare.com
Provider Directory 4621
(TTY 711)
Denti-Cal 1-800-322- denti-cal.ca.gov/find-a-dentist/home
(for dental services) 6384
Pharmacy Outpatient How to access the Rx Portal and obtain
Prescription access:
As of January 1, 2022, Medications
Medi-Cal Rx will be have been medi-calrx.dhcs.ca.gov/home/education
responsible to review and carved out to
. .. the State and For Provider Portal registration assistance
authorize Medications

are no longer and training email:

12

Registered nurses are
available 24 hours a
day,

7 days a week.

Molina Help Finder is
an online community
resource directory for
community-based
organizations and
government
resources. Access,
search, seek, assess,
and refer to thousands
of programs,
community-based
resources, and
services in every zip
code in the United
States

Available 24 hours a
day, 7 days a week.

The Provider Directory
has names, provider
addresses, phone
numbers, business
hours, and languages
spoken. It tells if the
provider is taking new
patients. It gives the
level of physical
accessibility for the
building.

Available
Monday-Friday

8:00 am-5:00 pm

Medi-Cal Rx Customer
Service Center line

1-800-977-2273
24 hours a day
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http://www.molinahealthcare.com/
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managed by
the Health
Medi-Cal Rx Website: Plans

Medi-CalRx.dhcs.ca.gov

MRx Pharmacy Locator:

medi-
calrx.dhcs.ca.gov/home/find-
a-pharmacy

Meds:

medi-
calrx.dhcs.ca.gov/home/cdl
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MediCalRxEducationOutreach@magellanhealth.com

7 days a week

711 for TTY

Monday to Friday

8:00 am-5:00

pm
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Molina Help Finder

The Molina Help Finder is a one-stop social services platform, free (available 24/7), powered by
Find Help (formerly Aunt Bertha) — that assists Molina members in finding the resources and
services they need when they need them right in their communities. It’s an online community
resource directory for community-based organizations and government resources available to
all Molina Providers and Members. ECM Providers can search thousands of programs,
community-based resources, and services in every zip code in the United States. The Molina
Help Finder is a resource for all counties. The Molina Help Finder’s database spans all domains
of need, including food pantries, childcare, education, housing, employment, financial
assistance, legal representation, and more.

» B G b (=

limars T e imw

Step 1:
Need Help finding Basic Needs? i.l'lh.‘i?!.!,‘m ::gr: Help
. . Housing, Food, Clothing, Job Training and More! s
Access the Molina Help Finder by etp s Here [ ot
clicking the link: e s

molinahelpfinder.com/

Step 2: = ===

Need Help finding Basic Needs? Housing, Food,

Enter the zip code under ZIP Clothing, Job Training and MORE!
Help is Here! e
Notice of Nondiscrimination

v
Multi-language Interpreter Services e e

2r 90815 |/

e, Chat with them orline via their website, o test HOME o
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Step 3:

Need Help finding Basic Needs? Housing, Food,

Conduct a Search : ot o Clothing, Job Training and MORE!

Top matches (20¢] Help is Here!

D0 The Durabsle Medical Equipn

5

EDucATION

Step 4:

You can also select a different
language

st for seasch: durable medical equipment € 1-2500203 >

& Personal Filters - © Program Filters
A —
iy ea l
Map  Sarellite L Related Categories: assistive technology medi

Ve =

w5 contain all of the word(s) you searched in the

gl
Dot B
sq : 4 Mo P [
ng Beach o [ The Durable Medical Equipment Aid So«
T + by The Dus | Equipment A
Sda Baach .
At — The D Med Quipment Asd Sockety provide sn-hos
Lo " oqu ndevidualy who lach
T Vepiom Gl orge | Temms - W Main Services: il

& Serdng all ages, low-income, uninsured, underinsur

Step 5: ® 2
Content will change to the
selected language

0815 Mchage des

« dquipement médical durable  §  1-253ur 201

& Filtres personnels - @ Filltres de programme

B
0 e
Carte Sanellite 1 b

b S — Loty

9

9 co.o L w4 contiennent bous les mots que vous aves rech
o Probablement les cormespondances les phas pertinentes

Long Beach e [J The Durable Medical Equipment Aid So
T + " by The Durabie Medical Equige Socety
Gy each ||
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Molina’s Medi-Cal Member Handbook

e The latest Member Handbook (also known as the Evidence of Coverage, EOC) is located
on Molina’s public website: molinahealthcare.com/members/ca/en-
us/mem/medicaid/medical/memguide.aspx

e ECM Providers are required to review the latest Member Handbook for more
information on member benefits and additional resources.
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Molina’s Medi-Cal Provider Manual
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Molina’s Medi-Cal Provider Manual is an extension of our ECM Provider contract and
this manual.

The Medi-Cal Provider Manual contains policies, procedures, and regulatory/contractual
requirements to support you in providing comprehensive care to our members and
understanding our programs and processes.

The latest Molina Medi-Cal Provider Manual is located on Molina’s public website:
molinahealthcare.com/providers/ca/medicaid/manual/medical.aspx
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Molina’s ECM Team
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For questions regarding Molina’s ECM Program, please contact Molina’s ECM Team
Inbox: MHC ECM@molinahealthcare.org

If you don’t receive a response within 24-48 hours, please escalate to Molina’s ECM

Team (listed below):

Team Inbox:
MHC ECM@molinahealthcare.com
ECM Referral Mailbox:
MHC_ECMReferrals@molinahealthcare.com

Vanessa Rodriguez
Program Manager

vanessa.rodriguezd@molinahealthcare. com

Deise Martinez
Program Manager
Deise Martinez@molinahealthcare com

Melissa Dominguez
Program Manager
Melissa. Dominguez4@molinahealthcare.com

Maci Bell
Program Manager

Hilda Chavez
Program Coordinator

Hilda. Chavez@molinahealthcare.com

Eva Tejeda
Program Coordinator

eva tejeda@molinahealthcare.com

Cori Hutton
Program Coordinator

cori.hutton@molinahealthcare com
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