PROVIDER &) A DVISORY

NOTICE OF UPDATED MEMBER BENEFITS, CLAIMS, COVERAGE AND ADMINISTRATIVE CHANGES « FEBRUARY 2010

AlohaCare works hard to ensure that our members receive quality care. For that reason,
we provide our members with a large provider network, which includes you.

We want to make sure that it’s easy for our members to make (and keep) their
appointments with you. AlohaCare conducts quarterly surveys to ensure that we are
providing quality service to our QUEST members. The survey is an opportunity for our
members to give us feedback on our network and services.

In the most recent survey, we learned that the wait time between the member’s initial
request for an office appointment and the date of the appointment is below standard. In
light of that, we're offering you a review of AlohaCare’s QUEST required Guidelines for
Appointment and Availability. We appreciate your support in helping us reach our goals
of timely access for our members.

Thank you for your continued support and serving our members when they need it most.
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AlohaCare continually evaluates whether accessibility barriers exist that may adversely

affect appointment availability. When it’s determined that barriers exist, we work
collaboratively with providers to correct the issue.

Based on our QUEST contract, providers are required to meet the following appointment

standards based on levels of care, as listed below:

AlohaCare QUEST -

Required Guidelines for Appointment and Availability

For more information, please
refer to our AlohaCare QUEST
Provider Manual. The manual
is available upon request or

online at AlohaCare.org. Select

Providers tab and look under
Publications.
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Type of Visit Adult Child
Emergent Same day Same day
Urgent Within 24 hours Within 24 hours
Sick 3 days Within 24 hours
Routine Care 21 days 21 days
Specialists 6 weeks 6 weeks
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Find any publications and information that AlohaCare had available to you.
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Guidelines AlohaCare Advantage Plus (HMO)
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Resources 1. Provider Quick Tips
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Section 1: Introduction to AlohaCare QUEST Health Plan

Section 2: Important Information for Providers

Newly Revises! Section 3: Provider Role

Section 4: QUEST Program and Benefits

Section 5: Member Services

Section 6: Utilization Management/Medical Management (UM/MM)
*UPDATE*

Section 7: Pharmacy Services

Section 8: Behavioral Health *UPDATE*
Section 9: Care Coordination/Care M:
Section 10: Billing and Reimbursement
Section 11: Provider Complaints, Grievances and Appeals
Section 12: Member Appeals and Grievances

Section 13: Quality Improvement

Section 14: Forms/Tables/Lists
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Contact AlohaCare: Oahu: 973-1650 ¢ Neighbor Islands (toll-free): 1-800-434-1002

1357 Kapiolani Blvd., Suite 1250, Honolulu, HI 96814 ¢ www.AlohaCare.org






