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Annual Wellness Visit and Additional
Annual Physical
Good news! WellCare has improved the way it pays Annual
Wellness Exams and Additional Annual Physicals.
Members no longer have to wait 365 days for these exams and can
now get them every calendar year! Don’t wait another day to see
your patients! If the member has yet to have their additional annual
physical already this year, we will cover that NOW to help members
get the preventive care they need before the end of the year.

Register Now!
Missouri Care’s New Provider Portal
You wanted a simpler, more efficient way to interact with us. We
delivered. The new portal is now live and packed with features to
help you care for your patients – our members – to ensure they
have a positive health care experience.
Login or register now at https://provider.wellcare.com
The portal features improved claims and authorizations tools, a
more holistic view of member information and some new tools
that offer more convenient ways for you to connect with us.
Features such as the My Practice area allow provider administrators
to manage their users, permissions and access requests. The Visit
Checklist feature will enable you to quickly create, print and submit
an appointment agenda.
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If you have questions, please contact your local Provider Relations
representative, or call Provider Services.

Join the Conversation on Social Media
Join our digital and social communities for up-to-date information on how we’re
working with you and others to help our members live better, healthier lives.

Member Rights & Responsibilities
Our members, your patients, have the following rights and responsibilities:

Rights
• To receive information about the organization, its services, its practitioners and providers and member rights
and responsibilities
• To be treated with respect and dignity
• To have your privacy protected
• To participate with practitioners in making decisions about your health care
• To a candid discussion of appropriate or medically necessary treatment options for your conditions, regardless
of cost and benefit coverage
• To voice complaints or appeals about the plan or the care it provides
• To make recommendations regarding the plan’s member rights and responsibilities policy

Responsibilities
• To supply information that the plan and its doctors and providers need to provide care
• To follow plans and instructions for care that you have agreed on with your doctor
• To understand your health problems
• To help set treatment goals that you and your doctor agree to
Additional rights & responsibilities are located in the Provider Manual and Member Handbook.

Engaging New Members
When building long-term relationships with our
members, first impressions matter. A member
enrolls into a plan, and then what? As part of our
quality care initiative, our retention team created
a New Member Orientation (NMO) Program for
members who are in the first 90 days of their
enrollment in a Missouri Care plan.
We invite members by postcard or phone to
sessions conducted within our markets by Missouri
Care representatives. NMOs provide a face-to-face
forum for members to learn about their plan, ask
questions and understand Missouri Care processes.
The sessions usually take place at local venues
(i.e., public libraries, etc.). The tone is friendly
and welcoming, and topics typically include an
overview of our provider network, preventive
services and more.
Orientation sessions have been linked to improved
member use of benefits. Engaging members, giving
them tools to understand their benefits and
enhancing member retention is our goal.
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EFT
Reminder: Electronic Funds
Transfer (EFT) through PaySpan®
Five reasons to sign up today for EFT:
1. No interrupting your busy schedule to
deposit a check.
2. No waiting in line at the bank.
3. No lost, stolen, or stale-dated checks.
4. YOU control your banking
information.
5. Immediate availability of funds –
NO bank holds!
Setup is easy and takes about five
minutes to complete. Please visit
https://www.payspanhealth.com/nps
or call your Provider Relations
representative or PaySpan
at 1-877-331-7154 with any questions.
We will only deposit into your account,
NOT take payments out.

CommUnity
Assistance Line
CAL NUMBER
1-866-775-2192

VIDEO RELAY
1-855-628-7552

We offer non-benefit resources such as
help with food, rent and utilities.
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Affirmative Statement

The Importance of Dental Care

Missouri Care’s Utilization Management
Program decision making is based only
on appropriateness of care, service and
existence of coverage. Missouri Care
does not specifically reward practitioners
or other individuals for issuing denials
of coverage. Financial incentives for UM
decision makers do not encourage decisions
that result in underutilization.

Oral health is important to your patients’ overall health.
As part of your medical examination, primary care
screenings and oral health education and counseling,
referral for prevention of oral disease is essential to
the well-being of the patient. Full physical health is
not possible without good oral health.

If you have questions about this program,
please call Provider Services at the number
located at the end of this newsletter.

Annual dental visits and proper dental care at home
improves patients’ overall health. Prevention will also
reduce the number of dental related emergency
room visits by members, while reducing excessive
costs of care.
You can find a dentist close to the member’s home by
using our Find a Provider tool located on the Missouri
Care website at www.missouricare.com.

Appeals Tip
Missouri Care offers the following tips to assist providers in submitting appeals:
Tip 1: Missouri Care cannot process an appeal without a cover letter clearly stating the reason for the appeal, the
date of service, member ID, and/or correct claim number.
Tip 2: Make sure your appeal cover letter addresses the actual reason your claim was denied. For example, if your
claim was denied for failure to get prior authorization, explain extenuating circumstances as to why you
failed to get prior authorization. If you simply say that that the treatment was medically necessary and the
claim was not denied due to medical necessity, the denial will be upheld.
Tip 3: To avoid delays in processing, be sure your appeals and disputes are sent to the correct addresses (see the
Provider Manual for the definition of a dispute versus an appeal).
Send all appeals to:
Missouri Care
Attn: Appeals
4205 Philips Farm Rd, Suite 100,
Columbia, MO 65201
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Send all disputes to:
Missouri Care
Attn: Claim Payment Disputes
PO Box 31370
Tampa, FL 33631-3370

Suggestions to Improve Your
Immunization Services
As we wrap up National Immunizations Month, are
you looking for clear-cut ways to improve your
practice’s efficiency in administering vaccines and
increase your immunization rates?
Here are the basics:
• Keep staff up-to date-with current
recommendations.
• Maintain complete, up-to-date patient records.
• Maintain and protect your vaccine supply.
• Help your patients anticipate their need for
vaccinations.
• Avoid “missed opportunities” to vaccinate.
• Maintain administration best practices.
• Improve access to your immunization services.
• Communicate with patients and parents.
• Evaluate and improve your practice’s
performance

Healthy Rewards Program
The Healthy Rewards Program rewards members for
taking small steps toward healthier lives. When they
complete primary care provider (PCP) visits, prenatal
visits and certain health checkups, members earn
rewards that are placed on reloadable Visa® cards.
The more services members complete, the more
they earn.
Providers can encourage their patients to take part
in this program.
For more information on the Healthy Rewards
Program, log on to the Provider Portal, contact your
Provider Relations Representative or call one of the
Provider Services phone numbers at the end of this
newsletter.

Updating Provider
Directory Information
We rely on our provider network to advise us
of demographic changes so we can keep our
information current.
To ensure our members and Case Management
staff have up-to-date provider information,
please give us advance notice of changes you
make to your office phone number, office address
or panel status (open/closed). Thirty-day advance
notice is recommended.

New Phone Number, Office Address or
Change in Panel Status:
Send a letter on your letterhead with the
updated information. Please include contact
information if we need to follow up on the
update with you.
Please send the letter by any of these methods:
• Email:
MissouriProviderRelations@wellcare.com
• Fax:
1-866-946-1105
• Mail:
Missouri Care
Attention: Provider Operations
4205 Philips Farm Rd, Suite 100,
Columbia, MO 65201
Thank you for helping us maintain up-to-date
directory information for your practice.
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Continuity and Coordination of Care
Coordination of care is essential for quality health care, and it’s especially vital for those with chronic conditions.
One in four Americans has at least one chronic condition. And three of four Americans age 65 and older have
chronic conditions.
In an attempt to evaluate coordination of care, Missouri Care conducted a diabetic medical record review.
Records received for the 2016 Healthcare Effectiveness Data and Information Set® (HEDIS) Measure known as
Comprehensive Diabetes Care (CDC)–Dilated Retinal Eye Exam were examined for evidence of continuity and
coordination of care between eye specialists and primary care providers (PCPs).
Missouri Care found that 25.42% of the medical records reviewed had evidence of continuity and coordination of
care between an eye specialist and a PCP, which could be:
• A letter from the eye specialist to the PCP
• Notation in the eye specialist chart of communication with the PCP, or vice versa
• PCP had access to the eye specialist chart via shared electronic health records (EHR)
Improving coordination of care is important to Missouri Care. Therefore, contracting with vendors who share that
commitment is a priority. March Vision Care, Missouri Care’s vision vendor, has a groundbreaking platform for
delivering quality care, which uses state-of-the-art technology to improve communication between members and
their doctors.
In addition, March Vision Care communicates with a member’s PCP each time a member receives care. A letter is
sent to the PCP (variant on the way the claim is submitted) detailing the date of service, services provided and
diagnosis code.
Coordination of care, the deliberate organization of patient care activities among health care professionals, is
essential for quality health care. Well-designed, targeted coordination of care can improve outcomes for everyone
– members, providers, and payers.
Source: “Multiple Chronic Conditions”. Centers for Disease Control and Prevention. N.p., 13 Feb. 2015. Web. 24 Apr. 2017.
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How to Improve Patient Satisfaction and CAHPS® Scores, Part 2 of 3
What is the CAHPS®?
The Consumer Assessment of Healthcare Providers and Systems (CAHPS®) surveys ask patients to evaluate their
health care experiences. Missouri Care conducts an annual Child CAHPS® survey, which asks parents or guardians
to rate experiences with their child’s health care providers and plans.
As a Missouri Care provider, you can provide a positive experience on key aspects of their child’s care.

Ways to improve patient satisfaction:
1) Know What You Are Being Rated On – In Part 1, Issue II, 2017 Newsletter
2) Positive Communication Is Effective
Positive communication from your medical team can help to improve patients’ experience with the care
provided to them. Examples of positive communication can be:
•
•
•
•
•

Greeting patients with a smile
Having your medical team communicate and apologize if you’re behind schedule
Let the patients know that you care about them
Encouraging patient participation with treatment plans
Make sure patients understand follow-up needs and answer any questions

3) Improve The Culture
You and your practice are not trying to improve “scores”…you’re trying to improve your culture, which in turn
can help to improve your scores!
•
•
•
•

Focus on the importance and power of relationships
Communicate clearly and openly with your team
Address concerns and issues
Reward excellence and celebrate milestones

Did You Know there Are Healthcare Effectiveness Data and Information
Set® (HEDIS) Measures Related to Behavioral Health?
Some of the behavioral health HEDIS® measures are outlined below:
Antidepressant Medication Management
The percentage of members 18 years of age and older with a diagnosis of major depression and who were treated
with antidepressant medication, and who remained on an antidepressant medication treatment.

Follow-Up Care for Children Prescribed ADHD Medication
The percentage of member 6–12 years old taking newly prescribed attention-deficit/hyperactivity disorder (ADHD)
medication who had at least three follow-up care visits within a 10-month period, one of which was within 30 days
of when the first ADHD medication was dispensed.

Follow-Up after Hospitalization for Mental Illness
The percentage of discharges for members 6 years of age and older who were hospitalized for treatment of
selected mental illness diagnoses and who had an outpatient visit, an intensive outpatient encounter or partial
hospitalization with a mental health practitioner within 7 days and 30 days of discharge.
HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA)
Source: HEDIS® 2017 Volume 2 Technical Specifications for Health Plans
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Provider Resources
You can find guidelines, key forms and other helpful resources from the homepage as well. You may request hard
copies of documents by contacting your Provider Relations representative. Refer to our Quick Reference Guide, for
detailed information on many areas such as Claims, Appeals, Pharmacy, etc. These are located at www.wellcare.com/
Missouri/Providers/Medicaid.
Please remember that all Clinical Guidelines detailing medical necessity criteria for several medical procedures, devices
and tests are available on our website at www.wellcare.com/Missouri/Providers/Clinical-Guidelines.
Provider Services: 1-800-322-6027
Visit www.wellcare.com/Missouri/provider

Contact Us
Name

Area Covered

Phone

Email

Karen Brobeck

Provider Relations Manager

314-444-7548

Karen.Brobeck@wellcare.com

Ronnie Caradine

Eastern Missouri – Medical

314-444-7510

Ronald.Caradine@wellcare.com

Scheronda Gregory

Eastern Missouri – Medical

314-444-7539

Scheronda.Gregory@wellcare.com

Kristin Boyd

Eastern Missouri - Behavioral Health

314-365-1008

Kristin.Boyd@wellcare.com

Christa Hudson

Southeastern Missouri - Medical

573-270-4601

Christa.Hudson@wellcare.com

Wanda Panick

Missouri Statewide and Out-of-State

314-444-7557

Wanda.Panick@wellcare.com

Chelle Haynes

Central Missouri – Medical

573-441-2119

Chelle.Haynes@wellcare.com

Stephanie Thompson

Central Missouri - Medical

573-441-2131

Stephanie.Thompson@wellcare.com

Abigail Shivers

Southwestern Missouri - Medical

417-572-7803

Abigail.Shivers@wellcare.com

Mika Fue

Western Missouri – Medical

573-876-1505

Mika.Fue@wellcare.com

Barbara Wheeler

Western Missouri – Behavioral Health

573-355-4033

Barbara.Wheeler@wellcare.com

