Provider critical incident process

Quality Management (QM) team
Amerigroup lowa, Inc.
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Overview

* Questions have not changed.

* The electronic form is preferred.

* Faxed forms are still accepted, but:
— They MUST be complete.

— They MUST be PDF or Word document formats. (TIF files are
unreadable and cannot be accepted.)
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Overview (cont.)

* Administrative Code and Rules website:
http://dhs.iowa.gov/administrative-rules

* Jowa Medicaid Portal Access (IMPA) website:
https://secureapp.dhs.state.ia.us/impa

e IMPA Support email:
impasupport@dhs.state.ia.us
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Major critical incidents

* Major critical incidents include:
— Physical injury.!
— Death.
— Emergency mental health treatment.
— Law enforcement.
— Required abuse report.
— Medication error.!
— Elopement.?

1 Requires physician’s treatment or hospitalization of patient.
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Maijor critical incidents (cont.)

Incidents should be reported to Amerigroup within 24 hours of
discovery.

The Critical Incident Form can be found on the provider website or in
Availity.

The Quality Management team will conduct an investigation of the
incident.

Providers are contractually required to cooperate with all requests
related to an investigation.
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Minor incidents

* Minor incidents include:
— First aid.
— Bruising.
— Seizure.
— Injury to self, others or property.*
— Medication error.*
* Keep in mind: if in doubt, fill it out!

* No physician or hospital treatment needed.
Process according to provider internal policy.
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Submitting incidents via Availity

0 Avaiity ~ # Home 4 Notifications /4 © My Favorites a © Help & Training €Y lowasAccont @ Logout

Log in to Availity at
https://www.availity.com.

Search for lowa. T

Select Amerigroup in ot

Payer Spaces.

Select Report Critical
Incident. e [ N
Complete the form. Bty [l

submitted. rationale.

Sortby A-Z ~

© Comprehensive Health [ New! }
Assessment

Submit and monitor health assessment
forms for your pafients online.

@ Precertification Look Up Tool © Remittance Inquiry @ Report Critical Incident
Check if preauthorization is required for your View, print, or save a copy of your Remittance Submit critical incident report for lowa members.
Medicaid patients. Advice.
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https://www.availity.com/

Submitting incidents via the

provider website

Visit the provider site at: https://providers.amerigroup.com/IA.

Select Critical Incident
Form under Provider
Resources & Documents.
Select Critical Incident
Form.

Complete the form.

News & Announcements ~
2018 Utilization Management Affirmative Statement

Effective June 1, 2018 new pharmacy prior authorization fax
number for medical injectables

Eight injectable drugs will require prior authorization

Provider Resources & Docu

@ Behavioral Health

@ Claims ission an t Policy

@ Clinical Practice Guidel
= Critical Incident Form

Critical Incident Form
3 Disease Management Centralized Care Unit
@ EPSDT

@ Find Your Provider Representative

Log In
Using your Availity 1D and
password

Do more online by registering
for Provider Self-Service

Through Provider Self-Service,
you can:
* File and check the status of
medical claims
* Verify eligibility
* Request precertification
= Billing at Group level.
include Group NPI
= Billing at Individual
Practitioner level,
include individual NP1
* And much more!

Join our Network

Provider Survey

Please help us improve our provider
website by taking this brief survey
Take Survey ©

Training & Credentialing

Provider Training Manual
% lowa Provider Manusl

Provider Webinar

% New Provider Orientation
Schedule

B Long-term Services and
S ovi i

® IME Provider Orientation

t Provi e
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The Critical Incidents Form on the
provider website

® Please Complete the lowa Critical Incident Form
Please fill out the form completely, including all required fields. Remember to select submit to electronically send to Amerigroup lowa, Inc.
b4 If you have guestions regarding the form or need fo update a previously submitted form, please call us at 515-327-7012, ext. 47107
fo r m b efo re C | O S I n g yo u r Please note: This tool does not have the ability to save entered data and refrieve it at a later date

b ~
rOWS e r. lowa Department of Human Services
. . lowa Medicaid Critical Incident Report
* Required fields are
Date Received: Staff Reviewer:

Incident 1D

. .
marked with an asterisk.
Instructions: Submit all pages of this form with as much information as possible within the required reported timeframes.
[ Please form at phone Note: ~indicales required field.
Inciden :
n u m be rS : O Initial (Pending further investigation)
O Completed (inve on completed

— Without an extension
as 5553334444,
— With an extension as 5553334444-222.
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The Critical Incidents Form on the
provider website (cont.)

 Completing the form:
— Print Form button:
* This button allows you to save your submission for your own
records.
* Choose the Print Form button BEFORE you choose Submit.
* Print to PDF format to save it electronically for your reference.

* Review your printer settings to ensure you are printing the
appropriate size and format.

Additional Follow-up and Notes (Place additional detail regarding incident or resolution as discovered.)
Describe:

Drag textbox down from right corner to expand.
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The Critical Incidents Form on the
provider website (cont.)

 Completing the form:
— Submit button:
* This button will send the report to Amerigroup.
* You will not be allowed to return to your form once you
choose Submit!

* The Submit button will also provide you with a confirmation
number for your records. (See next slide.)

Additional Follow-up and Notes (Place additional detail regarding incident or resolution as discovered.)

Describe:

Drag textbox down from right corner to expand.
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Incident confirmation number

 Confirmation number:

— The number is needed as a reference with Amerigroup.

— The number cannot be found elsewhere once you close the

successful submission pop-up window.

— Write the confirmation number down!

D[ag tevthnow dran framn rinht cormar o ovnand
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An Anthem Company

IOWA CRITICAL INCIDENT REPORT

Submission successful.

The confirmation number is INC-GBD-191 h
)and
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Providing addition information

* You may provide additional or follow-up information about an
existing critical incident record:
 Email: iaincidents@amerigroup.com
* |Include:
— The member’s name.
— The member’s date of birth.
— The member ID.
— Your incident’s confirmation number.
— The additional information to be added to the record.
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Other resources

* Quality Management department:
— Phone: 515-327-7012, ext. 1061035185
— Email: iaincidents@amerigroup.com
* Report Abuse and Fraud:
http://dhs.iowa.gov/report-abuse-and-fraud
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Thank you!
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