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Quality Improvement Health Equity 
Committee (QIHEC) 

July 16, 2025-Qtr. 2 Agenda 
12:00 P.M. 

512 W. Aten Rd., Imperial, CA 92251 

All supporting documentation is available for public review at https://chpiv.org

Microsoft Teams 
Join the meeting now 

Meeting ID: 274 279 801 46 
Passcode: NU7eB7oF 

1. CALL TO ORDER Dr. Gordon Arakawa, Chair 
a. Roll Call Donna Ponce, Commission Clerk 
b. Approval of Agenda

1. Items to be pulled or added from the Information/Action/Closed Session Calendar
2. Approval of the order of the agenda

2. PUBLIC COMMENT

Public Comment is limited to items NOT listed on the agenda. This is an opportunity for members of the
public to address the Committee on any matter within the committee’s jurisdiction. Any action taken as
a result of public comment shall be limited to the direction of staff. When addressing the Committee,
state your name for the record prior to providing your comments. Please address the Committee as a
whole, through the Chair. Individuals will be given three (3) minutes to address the committee.

Committee Members Representing Present 
Dr. Unnati Sampat Imperial Valley Family Medical Care Group 
Dr. Masoud Afshar Masoud Afshar MD 
Dr. Ameen Alshareef Valley Pediatric Health 
Leticia Plancarte-Garcia Imperial County Behavioral Health 
Janette Angulo Imperial County Public Health Department 
Mersedes Martinez El Centro Regional Medical Center 
Shiloh Williams San Diego State University 
Dr. Gordon Arakawa CHAIR-Community Health Plan of Imperial Valley 
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3. CONSENT AGENDA

All items appearing on the consent calendar are recommended for approval and will be acted upon by
one motion, without discussion. Should any Committee member or other person express their preference
to consider an item separately, that item will be addressed at a time as determined by the Chair.

a. Approval of Minutes from April 16, 2025……………………. Pg. 3-5  

b. Q1 HNCS Presentation

c. Q1 HNCS Packet

4. ACTION

a. Health Net Ops Manual Updates-HNCS QIHEC packet (pgs. 57-63)
b. 2024 Year End QIHEd Wellness Work Plan Evaluation (HNCS packet pgs. 210-234)
c. 2024 Annual QIHEd Program Evaluation (HNCS packet pgs. 235-268)

5. INFORMATION

a. QI CHPIV QIHEC Presentation…………Pg. 6-84 

Adjournment  

Next Meeting: Wednesday, October 15, 2025 
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Date/Time April 16, 2025, 12:00pm – 1:30pm 
Location / 
Dial-In # 

Microsoft Teams meeting 
Meeting ID: 248 074 919 271 
Passcode: M9nY3Ly7 
Dial in by phone: +1 469-998-7368,,739236511# 

Time Topic Presenter Approval 
Required 

12:00 – 12:02 Call to Order Gordon Arakawa, MD 
Roll Call Gordon Arakawa, MD 

12:02 – 12:10 Consent Agenda Gordon Arakawa, MD 
a. Approval of previous meeting minutes

from Wednesday, January 15, 2024.
Gordon Arakawa, MD ☒

b. Approval of meeting agenda for 2025
Quarter 1 QIHEC presentation and
packet.

Gordon Arakawa, MD ☒

c. Approval of Clinical Policies –
Program Descriptions and
Workplans.
1. 2025 Health Equity Program

Description
2. 2025 Health Equity Workplan
3. 2024 Health Equity Workplan

Complete
4. 2025 Quality Improvement

Health Equity Program
Description

5. 2025 Quality Improvement
Health Equity Workplan

6. 2025 UM Program Description
7. 2025 UM/CM Workplan
8. 2024 UM/CM Workplan

Evaluation
9. 2025 Care Management

Program Description

Gordon Arakawa, MD ☒

d. Approval of CHPIV Policies
1. UM-004 Appropriate

Professional and Use of Board-
Certified Physician Consultants
in UM Decision Making

2. UM-005 Medical Necessity
Criteria, Technology

Gordon Arakawa, MD ☒

3

https://teams.microsoft.com/l/meetup-join/19%3ameeting_NWNhNDUzNzgtY2E4Yi00OWI1LTgwMDAtN2QyNGMwMjYzNjQw%40thread.v2/0?context=%7b%22Tid%22%3a%225c5d9707-d964-45e6-be13-dadc9ecc12db%22%2c%22Oid%22%3a%22a06f9499-5f18-4798-800d-e1402df90ba2%22%7d


 Quality Improvement & Health Equity (QIHEC) Committee 

Page | 2 

Assessment, and Hierarchy of 
Resources 

3. GA-002 Appeals Process
e. Approval of Provider Contracts

1. PCP
2. Specialist
3. FFS Facility
4. Ancillary

Gordon Arakawa, MD ☒

f. Medical Director Job Descriptions
1. CHPIV Chief Medical Officer
2. Health Net Physician (Clinical)

Staff

Gordon Arakawa, MD ☒

12:10 - 01:10 New Business Gordon Arakawa, MD 
A. Call Center Metrics
B. Utilization Management Key Metrics

• UM Prior Authorization TAT
• UM Medi-Cal Activities

C. Appeals & Grievances
• Annual Totals
• Top 5 Appeals
• Top 5 QOS Grievances
• Top 5 QOC Grievances
• Top 5 Access to Care Grievances
• PQIs

D. Healthcare Effectiveness Data &
Information Set (HEDIS)

E. Care Management KPI Report
F. Enhanced Care

Management/Community Supports
• ECM Enrollment
• CS Authorizations/Claims

Trends
• Barriers to ECM & CS

G. Long Term Support Services (LTSS)
• Quarterly Totals Report

H. Pharmacy
• PA Metrics
• Top 5 PA Requests
• Top 5 Denials
• QA/Reliability Results for Q3

I. Behavioral Health
• CHPIV Members Served

(Quarterly)
• ABA Services

J. Quality Improvement Projects

Gordon Arakawa, MD ☒
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K. Population Health Management
(PHM) Quarterly Report

L. Health Equity
• Family Unit HEDIS/Multigap

Outreach Calls Project Updates
M. Peer Review Credentialing
N. Language Assistance Program

Evaluation
O. 2024 Q1/Q2 Member Experience

Evaluation
P. 2025 Q1 Community Advisory

Committee
01:10 - 01:13 Committee Recommendation to the Board 

of Members and Adjournment 
Gordon Arakawa, MD 

Next Meeting: 
Date: Wednesday, July16, 2025 
Time: 12:00p.m – 1:30p.m 
Location: Community Health Plan of 
Imperial Valley Conference 
Room/Microsoft Teams 
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Agenda

2025 Q2 Health Net QIHEC

1. Call Center Metrics
2. Utilization Management

a. Over/Under Utilization
b. Specialty Access

3. Appeals & Grievances
4.Healthcare Effectiveness Data & Information Set (HEDIS)
5.Care Management KPI Report
6.Enhanced Care Management/Community Supports
7.Long Term Support Services (LTSS)
8.Pharmacy
9.Behavioral Health
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Agenda

2025 Q2 Health Net QIHEC

10.Quality Improvement Update
a. Quality Improvement Project
b. IHA
c. Lead Screening 

11. Population Health Management (PHM) Quarterly Report
12. Peer Review Credentialing 
13. California Children Services 
14. Inter Rater Reliability 
15. Network Access
16. Provider Directory Review
17. Vendor Management 
18. Provider Satisfaction Program
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Call Center Metrics
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Call Center Metrics

2025 Q2 CHPIVQIHEC
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Call Center Metrics

2025 Q2 CHPIVQIHEC
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Call Center Metrics

2025 Q2 CHPIVQIHEC

Q1-2025 Top Member Call 
Types
1. Benefits & Eligibility
2. PCP Update
3. Update Demographics

Q1-2025 Top Provider Call 
Types
1. Benefits & Provider

Eligibility
2. Authorization Inquiries
3. Provider Search Inquiry
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Behavioral Health Call Center Metrics

2025 Q2 CHPIVQIHEC
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Call Center Metrics

2025 Q2 CHPIVQIHEC

Q1-2025 Top Call Types
1. Claims Inquiry
2. Benefits & Eligibility
3. Update Member 

preferences
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Utilization Management
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Utilization Management Key Metrics

Admit: 76

Days: 653

ALOS: 9

Readmit: 
12.7

ER/K: 451

OPS: 77

“Benchmark” 
2025

2025 Q2 CHPIVQIHEC
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Utilization Management Key Metrics

Comments
1. Denials – increased since 8-2024

a. Re-training program instituted
2. Approvals – decreased since 8-2024

a. Many procedure codes removed 
from auth review queue (ARQ)

2025 Q2 CHPIVQIHEC
17



Utilization - Over/Under

2025 Q2 CHPIVQIHEC

UM Metrics Include:
1. Admissions/K
2. Bed Days/K
3. Acute care average length stay 
4. ER admits/K
5. All cause readmits 
6. Authorization appeals, denials, deferrals, 

and modifications
7. Specialty referrals for target Specialties
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Utilization - Over/Under

2025 Q2 CHPIVQIHEC

Overall
1. Utilization stable Q1-Q3
2. No significant Q over Q fluctuations
3. High ER utilization reflective of access 

challenges
4. Ongoing work to address re- 

admissions
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Utilization – Specialty Access Report

2025 Q2 CHPIVQIHEC
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Appeals & Grievances
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Appeals & Grievances

2024 Appeals Q1 Q2 Q3 Q4 Q1 2025

CHPIV 7 15 16 13 23

2025 Q2 CHPIVQIHEC

2024 Grievances Q1 Q2 Q3 Q4 Q1 2025

CHPIV - QOS 91 136 72 72 70

CHPIV - QOC 5 9 15 6 4

CHPIV - ATC 23 29 23 39 17
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Appeals & Grievances

Q1 – Top 5 Appeals

2025 Q2 CHPIVQIHEC
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Appeals & Grievances

Q1 – Top 5 QOS Grievances

2025 Q2 CHPIVQIHEC
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Appeals & Grievances

2025 Q2 CHPIVQIHEC

Q1 – QOC Grievances

1. 4 QOC Grievances filed in Q1
2. Reasons:

a. Inadequate Care (2)
b. Delay in Rx refill (1)
c. Suspected neglect (1)

3. All cases referred to Health Net Clinical Department for 
assignment of severity level
a. 2 cases – level 0
b. 2 cases – level 2

4. All cases to be reviewed by Dr. Arakawa
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Appeals & Grievances

Q1 – Top 5 Access to Care Grievances

2025 Q2 CHPIVQIHEC
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Appeals & Grievances

2025 Q2 CHPIVQIHEC

PQIs
1. For Q1, there were 2 cases identified
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HEDIS Measures RY2025
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1. CHW 2023 – 10/18 reached MPL (50th %)
2. CHPIV 2024 – 14/18 reached MPL

2025 Q2 CHPIVQIHEC
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Care Management
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Care Management
Physical Health

2025 Q2 CHPIVQIHEC
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Care Management
Behavioral Health

2025 Q2 CHPIVQIHEC
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Care Management

Maternity

2025 Q2 CHPIVQIHEC
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Care Management
Transitional Care Services

2025 Q2 CHPIVQIHEC
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Care Management
First Year of Life

2025 Q2 CHPIVQIHEC
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Enhanced Care Management 
(ECM) & Community 
Supports (CS)
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Enhanced Care Management (ECM) & Community Supports (CS)

ECM 
Enrollment

2025 Q2 CHPIVQIHEC
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Enhanced Care Management (ECM) & Community Supports (CS)

ECM Information

2025 Q2 CHPIVQIHEC
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Enhanced Care Management (ECM) & Community Supports (CS)

C S  Authorizations/Claims Trends

2025 Q2 CHPIVQIHEC
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Enhanced Care Management (ECM) & Community Supports (CS)

C S  Authorizations/Claims Trends

2025 Q2 CHPIVQIHEC
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Enhanced Care Management (ECM) & Community Supports (CS)

2025 Q2 CHPIVQIHEC

2025 Goals

1. Provider-focused
a. Conduct monthly office hours
b. Increased training, especially regarding data reporting

2. Member-focused
a. Increased material development and social media 

campaign
3. Internal

a. Increased focus on data reporting
b. Levergare CHW/doula benefit to refer and connect 

Members to ECM/CS
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Long Term Support Services (LTSS)
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Long Term Support Services (LTSS)
LTC (Long Term Care)

Q1 - 2025

Q4 - 2024

Q3 - 2024

Q2 - 2024

2025 Q2 CHPIVQIHEC
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Long Term Support Services (LTSS)
CBAS (Community Based Adult Services)

Q1 - 2025

Q4 - 2024

Q3 - 2024

Q2 - 2024

2025 Q2 CHPIVQIHEC
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Long Term Support Services (LTSS)
ICF (Intermediate Care Facitilies)

Q1 - 2025

Q4 - 2024

Q3 - 2024

Q2 - 2024

2025 Q2 CHPIVQIHEC
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Pharmacy
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Pharmacy

2025 Q2 CHPIVQIHEC
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Pharmacy

Top 5 Pharmacy PA Requests

2025 Q2 CHPIVQIHEC
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Pharmacy

Top 5 Denials in Q4 based on Percentage and Total Number

2025 Q2 CHPIVQIHEC
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Behavioral Health
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Behavioral Health/ SUD
Referrals

2025 Q2 CHPIVQIHEC
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Behavioral Health/ SUD
Applied Behavioral Analysis (ABA) Services – Q1 2025

2025 Q2 CHPIVQIHEC
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Quality Improvement Update
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2025 Q2 CHPIVQIHEC

Quality Improvement Update
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Performance Improvement Projects - 2024

2025 Q2 CHPIVQIHEC
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Child Health Equity Sprint

2025 Q2 CHPIVQIHEC
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Child Health Equity Sprint

2025 Q2 CHPIVQIHEC
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Initial Health Assessments
Medical Record Review YTD 2024

Claims/Encounter Review

2025 Q2 CHPIVQIHEC
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Initial Health Assessments

2025 Q2 CHPIVQIHEC

Next Steps
1. Identify high volume, low 

performing Providers.
2. Revise Provider training

a. Best practices for 
Member outreach

b. Provider tip sheet for common 
IHA codes

c. Provide IHA content to bolster 
collection of information with 
each outreach/encounter
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Lead Screening in Children
Q3 2024

Q4 2024

2025 Q2 CHPIVQIHEC
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Lead Screening in Children

2025 Q2 CHPIVQIHEC

Next Steps
1. Identify high volume, low performing 

Providers.
2. Provide funding, distribute, and track use of 

POC lead analyzers.
3. Establish workflow guidance to providers 

who do not conduct POC blood lead 
screening.
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Population Health Management
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Population Health Management– 
Effectiveness Management

2025 Q2 CHPIVQIHEC

Program Name Measure Benchmark
Improve Preventive Health: Flu 
Vaccinations and/or Adult Immunization

Increase member flu& vaccination rates Reach or maintain Medicaid 25% MPL for 
AIS-E

Tobacco Cessation Increase smoking cessation Increase participation in smoking 
cessation programs by 5%

Breast cancer screening Improve breast CA screen rates 5% improvement in rates

Diabetes Management Increase glycemic control rates 5% improvement in rates

Smart Start for Baby Increase postnatal visit rates 10% improvement in postnatal visit rates

Improve behavioral health follow up after 
ED visit

Increase FUM/FUA rates Achieve 50th percentile in HEDIS FUM/FUA

Cardiac & Diabetes Increase cardiac medication adherence Increase outreach to encourage cardio- 
protective medication bundle adherence

Care Management 1. Positive Member feedback
2. Reduce ER utilization and 

Readmissions

Member feedback >90% 
Reduce ER visits by 10% 
Reduce readmissions by 5%
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Peer Review Credentialing
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Peer Review Credentialing and Access Reports

2025 Q2 CHPIVQIHEC

Investigations

For Q1-2025
1. 0 Investigative Cases brought before Peer Review Committee
2. 0 incidences of Appointment Availability Resulting in Substantial 

Harm
3. 0 incidences of Adverse Injury Occurred During a Procedure by a 

Contracted Practitioner
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Peer Review Credentialing and Access Reports
Credentialing/Recredentialing – Q1-2025

Initial Credentialing

Physical Health

2025 Q2 CHPIVQIHEC
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Peer Review Credentialing and Access Reports
Certification/Recertification – Q4

Initial Certification

2025 Q1 CHPIVQIHEC
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California Children’s Service
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California Children’s Service

2025 – Q2 CHPIVQIHEC
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California Children’s Service

2025 – Q2 CHPIVQIHEC
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Health Net Inter Rater Reliability Results
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2024 Inter Rater Reliability Report

2025 – Q2 CHPIVQIHEC
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Network Access & Availability Governance
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Q3/Q4 2024 Network Access & Availability Report

2025 – Q2 CHPIVQIHEC

Q3/Q4 Updates

1. Network Access
a. PCP Adequacy: 90.7% | PCP Pediatric 99.3%
b. SPC Adequacy: 99.9% | SPC Pediatric 99.9%
c. Health Net to submit alternate access exemption 

request to DHCS
2. Subnetwork PPG Evaluation

a. PPGs placed on CAP for not meeting Network 
Adequacy standards

b. Several PPGs remain non-responsive to CAP 
issuance

c. Health Net to review possible enforcement actions
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CHPIV Provider Directory Accuracy Report
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2024 CHPIV Provider Directory Accuracy Report

2025 – Q2 CHPIVQIHEC

Evaluate accuracy of CHPIV Provider Directory – “Find-A-
Provider”

1. Methodology:
a. Phone Surveys
b. Standardized questions
c. Goal: 80% for each question

2. Results: 73 responders
- Office locations: 56/56 Goal met
- Phone numbers: 55/70 Goal NOT met
- Accepting new patients 54/59 Goal met
- Staff “Network Awareness” 59/59 Goal met
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2024 CHPIV Provider Directory Accuracy
Report

2025 – Q2 CHPIVQIHEC

Issues identified

1. Provider information is out of date
a. Data cleansing efforts

2. Provider fails to communicate demographic updates in a timely
manner
a. Explore ways to improve update process

3. Provider fatigue
a. Automated processes
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Vendor Management Report
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Vendor Management Report

2025 – Q2 CHPIVQIHEC

Q4 2024 & Q1 2025 Monitoring/Oversight Activities

1. Joint Oversight Committee (JOC) meetings: Q4 2024 (25) Q1 
2025 (12)

2. Two (2) vendor audits: NAL and Advanced Medical Review
3. Two (2) audits completed (Q4 2024): ModivCare and Cognizant

1. ModivCare:
a. PCS forms
b. Call center - missed average speed

4. Seven (7) audits completed (Q1 2025): Deal & Hard of Hearingg 
Service, Lifesigns, Akorbi, CommGap, Voiance, Cotiviti, 
Conduent
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Provider Satisfaction
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Provider Satisfaction
Survey Methodology

2025 – Q1 CHPIVQIHEC
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Provider Satisfaction
Survey Results

2025 – Q1 CHPIVQIHEC
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Provider Satisfaction

2025 – Q1 CHPIVQIHEC
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Questions & Comments

84
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