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CUSTOMER/PROVIDER SERVICES TOLL-
FREE HELP LINES

Total Calls Offered Jan-April ’09 - 13,076

Apex Performance

» 2100% calls answered within (4) rings
» 0 second average speed of answer
»0.41% blocked calls

» 3.48% Abandoned Calls

» 85.556% 30 second service level




Call Classification

2000
1800
1600
1400
1200
1000
800
600
400
200
° Total Calls
O Marketing 146 3.00%
B Misc Inquiries 1017 19.00%
O Benefits 611 12.00%
O Eligibility Inquiry 1876 36.00%
B Claims Inquiries 575 11.00%
O Provider Issues 276 5.00%
B PCP Changes 741 14.00%
O Grievances 33 1.00%
u




Claims Processing - First Quarter ‘09

Total Claims Processed 83,834
Total Claims Approved for EDS Processing 79,728 (95%)
Total Claims Rejected Upfront 1,523 (5%)

Additional Apex Performance Measure

100% Receipt Notification of E-Claims within 24 hours
96% of Clean E-Claims sent to EDS within (10) Calendar Days

Average Turnaround Time 7.5 days

100% Receipt Available for Paper Claims within 15 days — WebPortal/CS

87% of Clean Paper Claims sent to EDS within (15) Calendar Days
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FCA ONLINE STATUS ACCESS FORM
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First Coast
Advantage BETTER NETWORK. BETTER OPTIONS

Click here for updates!
- Provider Information

First Coast Advantage is pleased to welcome you as a network provider, Together we will work
with you as a team bringing our individual expertise to achieve the high standards our cormrmunity

expects,

s Behavioral Health Services Tier System

+ Covered Services

Child Health Check-LUp

o Claims Information

o Disenrollment Guidelines

s Enhanced Benefits

e FCA Service Matrix

& FCA Provider Support &ssignment

&+ Florida Shots Childhood Irmmunization Schedule

s Forms
-

s In-Service Information

bl

ENT%

Errar on page. ‘ Inkernet

2

rg Stant E

.l"-:l '- EIE-:-J]:: ;E| a




2l First Coast Advantage | Forms - Microsoft Internet Explorer

File Edit Wiew Favorites Tools  Help

eBack - IO @ @ @ pSearch *Favnrites @ @' ﬁ'} @ Y D ﬁ --3
pchess €] hpirscossisdvantsge confPormsforms.as .~ @

F N ol el nd

Advantage BETTER NETWORK. BETTER OPTIONS.

Links > %CDnvert - @Select

|
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Belows is a list of Forms that may assist you in providing FCA Members with their Care.

« Behavioral Health Pre-Authorization/Notification Form
e Behavioral Health additional Units Form

e Disenrollment Form

e DME Pre-Authorization Pricing Form

e Enhanced Benefits Form (Eng) | (Spanish)
Expectant Mother Motification Form

o« FC& On-Line Status Access Form

e Grievance and Appeals Forms

e Medical Pre-Authorization Form

e Member Change Information Form

o Member Privacy Motice

« Member Release of Medical Information
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FCA ON-LINE STATUS
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FCA ON-LINE STATUS

»  Future enhancements

» Viewable authorization remarks




Jacqueline Haynes — Provider Services Representative

1-866-270-2468 x 61725 or 904-366-7070 x 223

Alterman & Johnson Chiropractic

At Home Respiratory Inc.

Baptist Medical/ Wolfson — all locations

Child Guidance Center

David Weiss, MD

DCHD — all locations

Diabetic Supply & Support

Dr. Mary’s Place

Family Focus Infusion, Inc.

Fralicker Chiropractic

Hope Haven Children’s Clinic and Family Center

Jacksonville Pediatric Associates

Jax Mobile Imaging Services

Nemours Children’s Clinic

NorthWest Jacksonville Pediatrics

OcieanSIDE Pediatrics

OceanWAY Pediatrics

Pavilion Infusion, Pharmacy & Respiratory Therapy

Pediatric Associates of Argyle

Pediatric Services of America

Praxair Healthcare Service, Inc.

Rainbow Pediatrics

Sahar Aboudan Pediatrics

St. John’s Pediatrics

The Carithers Pediatric

Tracy Sinha Khona, MD

Walgreens Home Care




Patrice Love - Provider Services Representative

1-866-270-2468 x 61726 or 904-366-7070 x 226

Ability Prosthetics

Advocate Medical

AHP Home Health

All About Kids Family Medical Center

American Foot Clinic

Bremer Brace

Brooks Rehabilitation - all locations

Century Ambulance

Children's Medical Group

Chiropractic Clinic of Oceanway

Community Rehabilitation Center

Davita Nephrology Partners

Fletcher's Medical

Florida Therapy Solutions

Jacksonville Beach Pediatric Center

Jacksonville Kids Pediatrics

Jacskonville Speech and Hearing Center

Dr. Johnny Jada

Mental Health Resource Center

Neighborhood Diabetes

Northwest Behavioral Health Services

Opachich Wellness Center

River Region Human Services

Shands Jacksonville - all locations

University of Florida - all locations

Uromed

Wheelchairs Plus




GENERAL Q&A —CONTACT
INFORMATION

Provider Services

Phone Number:

1-866-270-2468
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