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PROVIDER RESPONSIBILITIES

NON DISCRIMINATION

Participating providers cannot discriminate against any member on the basis of age, race, creed,
color, religion, sex, national origin, sexual orientation, marital status, physical, mental or sensory
handicap, place of residence, socioeconomic status or status as a recipient of Medicaid benefits.
Additionally, participating providers or contracted medical groups/IPAs may not limit access to the
practice because of a member’s medical (physical or mental) condition or the expectation for the
need of frequent or high-cost care.

CHILD ABUSE AND NEGLECT

Under Ohio law, providers are mandated to report any suspicion of child abuse or neglect to local
children services agencies or law enforcement agencies. Providers should be knowledgeable in
recognizing cases of child abuse and neglect and the proper methods of handling evaluation and
referral.

ACCESS TO CARE STANDARDS
Molina Healthcare is committed to providing timely access to care for all members. Access standards
have been developed to ensure that all services are provided in a timely manner.

Appointment and waiting time standards are:

Type of Care Appointment Wait Time

Preventive Care Appointment Within 6 weeks of request

Routine Primary Care Within 6 weeks of request

Acute Care Members with persistent symptoms must be treated no later than
the end of the following working day after their initial contact
with the PCP site.

Emergency Care Members with emergency care needs must be triaged and treated
immediately upon presentation at the provider office.

After-Hours Care Available by phone 24 hours a day, 7 days a week

Behavioral Health Urgent Care: Within 48 hours

Non Life-Threatening Emergency: Within 6 hours
Routine Care: Within 10 business days

Office Waiting Time Should not exceed 30 minutes
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In addition to the appointment availability standards set for PCP offices, non-PCP appointment
availability standards are:

Type of Care Appointment Wait Time

Routine Consultation Appointment Within 8 weeks of request

Pregnancy (for initial visit) Within 2-6 weeks of request
PROVIDER PANEL

If a primary care provider (PCP) chooses to close his/her panel to new members, Molina Healthcare
must receive 30 days advance notice from the provider.

PCP RESPONSIBILITIES
e Serve as the ongoing source of primary and preventive care.
e Assist with coordination of care as appropriate for the member's health care needs.
e Recommend referrals to specialists.
e Triage appropriately.
e Notify Molina Healthcare of members who may benefit from care management.
e Darticipate in the development of care management treatment plans.

OFFICE SITE STANDARDS

Molina Healthcare conducts on-site reviews of provider office locations according to NCQA
standards. Provider sites must maintain compliance with facility, access, safety, administration and
medical record keeping standards. Both primary and secondary office environments and medical
record keeping practices are evaluated, using the guidelines listed below.

Facilities
Facilities are reviewed for accessibility and safety, including:
e DParking area and walkways demonstrate appropriate maintenance.
e Office appearance demonstrates that housekeeping and maintenance are performed.
e The parking area is reasonably accessible and has adequate handicapped parking available.
e The building and exam rooms are accessible with wide doorways and incline ramp or flat
entryway.
e The restroom is handicapped accessible with wide doorways and bathroom grab bars.
e Waiting area has adequate seating, lighting and space for an average number of patients in an
hour.
e Labeled containers, policies, and contracts evidence hazardous waste management.
e A container for sharps is located in each room where injections are given.
e TFire extinguishers are checked annually with tags showing review dates.
e Available crash carts/kits are checked monthly and initials document the review.
e Basic emergency equipment is located in an easily accessible area. This includes a pocket
mask and Epinephrine, plus any other medications appropriate to the practice.
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e At least one CPR-certified staff member is on duty when patients are present.
o Exit signs are clearly visible.

e Evacuation routes are posted in a visible location.

e Notice of privacy practice is posted.

Member Accessibility
Appointment schedules and policies and procedures are reviewed to evaluate how the provider meets
the accessibility standards:

e Standards for appointments and wait times comply with those listed above.

e After-hours coverage is available through the provider or another participating provider.

Members with Limited English Proficiency, Limited Reading Proficiency, or Limited Hearing

or Sight

Molina Healthcare is dedicated to serving the needs our members and has made arrangements to
ensure that all members have information about their health care provided to them in a manner they
can understand.

Providers should contact member services to notify Molina Healthcare if they learn about any special
communication needs for members. This information will allow Molina Healthcare to better serve
our members and to support other contracted providers by notifying them of the special needs of
members.

All Molina Healthcare providers are required to comply with Title VI of the Civil Rights Act of 1964
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