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www.hpsm.org
THE SAN MATEO HEALTH COMMISSION
Regular Meeting
June 8, 2022 - 12:30 p.m.
Health Plan of San Mateo
801 Gateway Blvd., South San Francisco, CA 94080

Important notice regarding COVID-19:

In the interest of public health and safety due to the state of emergency caused by the spread of COVID-
19, this meeting of the San Mateo Health Commission will be conducted via teleconference pursuant to
AB 361, which was signed by the Governor on September 16, 2021.

Public Participation
The San Mateo Health Commission meeting may be accessed through Microsoft Teams:

Join on your computer or mobile app

Click here to join the meeting

Or call in (audio only)
(833) 827-5103,,480262135# United States (Toll-free)

Phone Conference ID: 480 262 135#

Members of the public wishing to provide public comment on items not listed on the agenda that are
within jurisdiction of the Commission or to address an item that is listed on the agenda may do so by
emailing comments before 10:00 am, June 8, 2022 to the Clerk of the Board at Corinne.Burgess@hpsm.org
with “Public Comment” in the subject line. Comments received will be read during the meeting.
Members of the public wishing to provide such public comment may also do so by joining the meeting on
a computer, mobile app, or telephone using the link or number provided above and following the
instructions for making public comment provided during the meeting.

AGENDA

Call to Order/Roll Call
Public Comment/Communication
Approval of Agenda

Consent Agenda*

4.1 Adopt aresolution finding that, as a result of the continuing COVID-19 pandemic state of

emergency, meeting in person would present imminent risks to the health or safety of
attendees

4.2 Finance/Executive Committee, May 2022

4.3  CCSClinical and Family Advisory Group Minutes, March 2022
4.4  CMC Advisory Committee Minutes, April 2022

4.5 Approve Amendment to Agreement with Service by Medallion
4.6  Approve Agreement with UG2 Engineering

oo

~Continued~


https://teams.microsoft.com/l/meetup-join/19%3ameeting_MDk3YTc1ZTUtNmM2OS00MzU2LWIzNGYtNDcxYWFjOTI4ODQ5%40thread.v2/0?context=%7b%22Tid%22%3a%22831746f3-e50e-4c2c-a538-b78f1bcaf036%22%2c%22Oid%22%3a%22707d516a-c1e9-4070-8805-03254afc3349%22%7d
tel:8338275103,,480262135#%20
mailto:Corinne.Burgess@hpsm.org

































































































































































































Getting Needed Care: Attribute Questions 'ﬂ‘k@?&ﬁ'&i‘%

Healthy is for everyone



Getting Appointments and Care Quickly: Attribute Questions ﬂk%ﬁmﬁg

4. OBTAINING NEEDED CARE RIGHT AWAY .
Q Healthy is for everyone

GETTING APPOINTMENTS AND CARE QUICKLY
QUESTIONS

2021 79.3
The Getting Appointments and Care Quickly composite score is
calculated by taking the average of three questions: 2020 79.7
2019 81.2

* Q4. Inthe last 6 months, when you needed care right away,
how often did you get care as soon as you needed?

e Q6. In the last 6 months, how often did you get an
appointment for a check-up or routine care as soon as you
needed? Q6. OBTAINING CARE WHEN NEEDED, NOT WHEN NEEDED RIGHT AWAY

* Q8. Inthe last 6 months, how often did you see the person

you came to see within 15 minutes of your appointment 2021 69.8
e 2020 75.6
2019 74.3
Gate Questions Valid n Yes
Q3. Had iIInes‘s, injury or condition that 268 26.9%
needed care right away Q8. SAW PERSON CAME TO SEE WITHIN 15 MINUTES OF APPOINTMENT TIME
Q5. .Made appointmer,us fqr check‘-u‘ps or 268 75 0%
routine care at doctor’s office or clinic 2021 58.1
2020 56.0

2019 59.1




Customer Service: Attribute Questions gFes?Aﬁmlrgg

Healthy is for everyone

CUSTOMER SERVICE QUESTIONS Q34. GETTING INFORMATION/HELP FROM CUSTOMER SERVICE

The Customer Service composite score is calculated by 2021 73.6
taking the average of three questions:

7 3 6 2020 76.4
*  Q34. In the last 6 months, how often did your health - 2019 74.8
plan's customer service give you the information or help
you needed? (n=134)
+ Q35. In the last 6 months, how often did your health
plan's customer service staff treat you with courtesy and
respect? Q35. TREATED WITH COURTESY AND RESPECT BY CUSTOMER SERVICE STAFF
*« Q37. In the last 6 months, how often were the forms from
your health plan easy to fill out? 2021 87.0
87 0 2020 89.3
) 2019 86.9
Gate Questions Valid n Yes (n=131)
Q33. Got information or help from 262 51 9%
customer service e
Q36. Received forms from plan to fill out 252 38.1% Q37. HEALTH PLAN FORMS EASY TO FILL OUT
2021 87.6
87 6 2020 88.9
’ 2019 90.5

(n=255)
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Composite Score Question Attributions OF A

Healthy is for everyone

Contribution Contribution
Gap (Q34) (Q35) (Q37) (Q13) (Q16) Gap
Gave Courtesy ~ Forms Providing (Q14) (Q15)  Spending
information  and were easy clear Listening  Showing  enough Joctors Who
needed respect to fill out explanations full ct time Communicate
Customer Service P carelully respe Well
245 29.0 29.2 Score Score 20.8 217 21.9 21.2
82.7 85.5
ap
(Q32)
(Q26) Drs. are
(Q29) (Q10) (Q18) (Q23) Getting informed
Getting Getting Drs. have  (Q20/21) Drs. help to about
Getting appts. with - care, tests medical Testresults discuss coordlnate specialist
Needed Care specialists or treatment records  (combined) taking Rx. care Care Coordination
33.8 36.1 Score Score 17.5 15.2 154 16.7 15.0
69.9 796
l 16.2 13.9 Gap Gap
EX
(Q4) (Q8) Strencth (Q42) Ease (Q44/46)
Getting care  (Q6) Getting [s::l?est gap) of getting  Ease of
Getting needed right Getting seen within o prescribed filling Rx _
Appointments away appts. 15 minutes Potential to improve meds {combined) Getting Needed
and Care Quickly (largest gap) Rx Drugs
26.4 23.3 19.4 Score Score 44.1
[ 69.0 ]4— —» 88.0
lm 10.0 13.9 | Gap Gap



Supplemental Questions E'Fes"A'.E'R,.'Z'%S

Healthy is for everyone

Plan Summary Rate Score
Opt-out Responses Category Responses

Survey ltem Out of 280 Total Respondents Based on Valid Responses Per Question 2019 2020 2021

_ Yes No (n = 215) (n=232) (n = 266)
Q69. Did you have the same personal doctor before you
joined this health plan?

51.5% 48.5% 49.3% 52.6% 51.5%

Yes No (n=211) (n=231) (n = 258)

Q70. Does your personal doctor understand how any
health problems you have affect your day-to-day life?

87.2% 12.8% 86.7% 90.0% 87.2%
Q71. In the last 6 months, did you have a health problem Yes No (n=214) (n=235) (n=268)
for which you needed special medical equipment, such
as a cane, wheelchair or oxygen equipment? 26.1% 73.9% 28.0% 22.6% 26.1%

Always or Never or

Q72. In the last 6 month;, how often was it easy to get or Usually  Sometimes (n=67) (n=52) (n=66)
replace the medical equipment you needed through your

health plan? 48.5% 51.5% 47.8% 67.3% 48.5%
Q73. Home health care or assistance means home Yes No (n = 209) (n = 233) (n = 265)

nursing, help with bathing or dressing, and help with
basic household tasks. In the last 6 months, did you
need someone to come into your home to give you home 22 .6% 77.4% 22.0% 22.3% 22.6%
health care or assistance?

Summary Rate Indicator Significance Testing Low Base
Grey shading indicates that the response is Current year score is significantly higher than 2020 score (1), the 2019 score (#) or benchmark score (4.). “ndicates a base size smaller than 20.
included in the summary rate score. Current year score is significantly lower than 2020 score (1), the 2019 score (%) or benchmark score (V). Interpret results with caution.



Supplemental Questions E'Fes"A'.E'RE\'%S

Healthy is for everyone

Plan Summary Rate Score
Opt-out Responses Category Responses

Survey Item : .
Out of 280 Total Respondents
us P Based on Valid Responses Per Question 2019 2020 2021

Always or Never or

Q74. In the last 6 months, how often was it easy to get Usually  Sometimes (n=49) (n=52) (n=56)
personal care or aide assistance at home through your
care plan? 62.5% 37.5% 73.5% 75.0% 62.5%
i Yes No (n = 208) (n = 228) (n = 265)
Q75. In the last 6 months, did you need any treatment or
counseling for a personal or family problem?
9.8% 90.2% 8.2% 11.4% 9.8%
Always or  Never or
Q76. In the last 6 months, how often was it easy to get Usually  Sometimes (n=24) (n=30) (n=29)
the treatment or counseling you needed through your
health plan? 65.5% NR 75.0% 63.3% 65.5%
Q77. In the last 6 months, did anyone from your health Yes No (n'=205) (n=229) (n=257)
plan, doctor's office, or clinic help coordinate your care
among these doctors or other health providers? A4.4% 55.6% 27.3% 31.9% A4.0% 1
Very
dissatisfied
Very or
o . ) satisfied or Dissatisfied (n=63) (n=83) (n=123)
Q78. How satisfied are you with the help you received to Satisfied  or Neither
coordinate your care in the last 6 months? dissatisfied
nor satisfied
88.6% 11.4% 87.3% 85.5% 88.6%
Summary Rate Indicator Significance Testing Low Base
Grey shading indicates that the response is Current year score is significantly higher than 2020 score (1), the 2019 score (+) or benchmark score (4.). “ndicates a base size smaller than 20.

included in the summary rate score. Current year score is significantly lower than 2020 score (1), the 2019 score (%) or benchmark score (V). Interpret results with caution.
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OF SAN MATEO

Healthv is for everyone

Internet Use

Question 65: Do you ever use the internet at home?

Percentage Saying Yes

Your Contract # Members Distribution of Responses Percentage Reliability Significance
2021 268 57% 57% Good Below Average
2019 216 46% 46% Good Not Shown
Response Group # Members  Distribution of Responses Percentage Reliability
National — All MA Contracts 226,008 69% Good
National — All MMP Contracts 12,184 51% Good
State MMP Distribution — CA 4,473 52% Good
Original Medicare — CA 5,765 77% Good

14
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Healthy is for everyone

Analysis, Barriers, & Action Plans

|H| HealthPlan
OF SAN MATEO

Healthy is for everyone



|H| HealthPlan

Getting Needed Care & Getting Care Quickly OF SAN MATEO

2019/2020 Actions Taken

Improved trending of grievances by provider & oversight by Physician
Review Committee

Outreach to expand pain management provider network
Barriers

Pandemic negatively impacted access at provider offices, including
orovider retirements and contract terminations

Provider Services staff time diverted away from PCP recruitment efforts
to focus on COVID-related projects

16



Getting Needed Care & Getting Care Quickly, Cont. ’ﬂ‘l’c")'?s"j\'h'.?,ﬁ'%g

Action Plan

Cross-reference practitioner-level data on noncompliance with timely
access standards with member access grievances to identify providers
with multiple indications of access issues.

Conduct outreach to these providers to address access concerns.

Continue to engage in network expansion efforts for PCP and Specialty

17



nﬂ\ HealthPlan

Customer Service OF SAN MATEO

Analysis

Significant drop In rates indicate members were not receiving the assistance
they needed.

Drop in “dignity and respect” rating indicates a concerning shift away from
HPSM’s intended member experience.

Barriers

Call centers struggled to integrate rapidly changing instructions due to
vaccination updates.

Pandemic affected personal lives of call center staff, increasing stress and
possibly reducing empathy and level of attention given to members.

Results are unclear as to whether members are reporting experiences with
CareAdvantage call center, other staff, HPSM vendors, or provider offices.

18
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Customer Service, Cont. OF SAN MATEO

Action Plan
Increasing Accurate & Helpful Service
Regular refresher trainings for Customer Service staff on common member questions

Continue call monitoring with 95% accuracy standard and track performance across quarters

Increasing Treatment with Dignity and Respect

Explore additional training on active listening and handling calls with empathy, dignity, and
respect.

Continue to monitor calls against this objective

Promote counseling and wellness resources for staff such as Employee Assistance Program to
support staff in managing stress

19



nﬂ\ HealthPlan

Customer Service, Cont. OF SAN MATEO

Action Plan, Cont.

Increasing Resources during High Call Volume

|dentify areas for increased efficiency, maximizing staff available to
answer the phones

Moved to a cloud-based call center system in November 2021, which
should decrease connectivity issues and provide real-time call

volume data.

Conduct follow-up Member Experience Survey to gather details on
what is causing disatisfaction

20



|H| HealthPlan

How Well Doctors Communicate OF SAN MATEO

Analysis & Barriers

Primary barriers have yet to be fully investigated

Efforts at building member engagement infrastructure should deepen
HPSM’s understanding of the factors contributing to patient-provider

communication.

Action Plan

Continue to investigate potential areas to Improve provider
communication

21
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Healthy is for everyone

Appendix:
Summary Rate Scores Trended



Medicare Summary Rate Scores HealihFlan

Healthy is for everyone

DOMAIN: MEMBER EXPERIENCE WITH HEALTH PLAN vﬁ‘,’iﬁ‘n 2019 2020 2021

Q38. Rating of Health Plan (% 9 or 10) | 266 |  65.6% 70.7% 68.8%

Q9. Rating of Health Care Quality (% 9 or 10) 271 | 4059 52.2% 55.4%
Getting Needed Care (% Always or Usually) - 80.5% 77.5% 72.3%

Q10. Getting care, tests, or treatments necessary 78.2% 81.1% 77.7%
82.7% 73.9% 66.9% %

Q29. Ease of getting appointment with a specialist

139
Getting Appointments and Care Quickly (% Always or Usually) m 75.3% 73.1% 71.5%

Q4. Obtaining needed care right away 85.9% 83.5% 83.3%
Q6. Obtaining care when needed, not when needed right away 193 78.7% 78.0% 69.4% %
Q8. Saw person came to see within 15 minutes of appointment time 178 61.4% 57.7% 61.8%
Customer Service (% Always or Usually) m
Q34. Getting information/help from customer service 134 79.8% 81.2% 76.9%
Q35. Treated with courtesy and respect by customer service staff 131 92.6% 97.5% 91.6% 1
Q37. Health plan forms easy to fill out 91.5% 89.6% 90.2%
T YT I T T T T
Q20. Personal doctor's office followed up to give you test results 173 77.4% 79.2% 79.8%
Q21. Got test results as soon as you needed 173 78.7% 82.1% 83.2%
Combined Item - Test Results 173 78.0% 80.7% 81.5%
Q18. Doctor had medical records or other information about your care 202 91.9% 95.4% 90.6%
Q23. Doctor talked about prescription medicines 183 83.6% 83.0% 81.4%
Q26. Got help managing care (% Yes, definitely or Yes, somewhat) 76 94 .8% 100% 90.8% 1
Q32. Doctor informed and up-to-date about specialty care 118 80.0% 84.9% 79.7%

24

Note: The Care Coordination composite is the average of the Combined ltem and the remaining measures shaded blue. The Combined ltem is the average of Q20 and Q21



Medicare Summary Rate Scores e an

Healthy is for everyone

2021

DOMAIN: MEMBER EXPERIENCE WITH DRUG PLAN valid n 2019 2020 2021

Q47. Rating of Drug Plan (% 9 or 10) | 263 | 66.5% 70.5% 68.8% |
Getting Needed Prescription Drugs (% Always or Usually) m 90.2% 92.3% 93.4% |

Q42. Ease of using health plan to get prescribed medicines 87.3% 90.9% 91.6%
Combined Local Pharmacy and Mail 210 93.0% 93.7% 95.2%
Q44. Ease of using health plan to fill prescriptions at local pharmacy 204 93.0% 95.1% 96.1%
Q46. Ease of using health plan to fill prescriptions by mail 33 75.0% 68.4% 69.7%

DOMAIN: STAYING HEALTHY — SCREENINGS, TESTS AND VACCINES

Q@57. Annual Flu Vaccine (% Yes) 264 | 776% 81.5% 81.8% |

OTHER MEASURES

Docr o Conmunice ot e et L L s L
Q13. Doctors explaining things in an understandable way 91.9% 93.8% 86.5% 4
Q14. Doctors listening carefully to you 202 94.6% 95.4% 89.6% 4
Q15. Doctors showing respect for what you had to say 201 95.1% 97.4% 90.5% 1
Q16. Doctors spending enough time with you 199 93.0% 89.7% 88.4%

air.Ratngotpersons Doctor (dort0) | w2 | rae | reaw | toms |
oo Ratngorspeciatt(hoorto) | s | eew | | ean
Q60. Advised to Quit Smoking (% Always, Usually or Sometimes) -|
(oo proumonavaceme Gevos | s | mwe | e | wwn | 25

Mote: The Getting Needed Prescription Drugs composite is the average of the Combined ltem and Q42. The Combined Item is the weighted average of Q44 and (



















RESOLUTION OF THE
DRAFT SAN MATEO HEALTH COMMISSION

IN THE MATTER OF APPROVAL OF AGREEMENT WITH
UG2 ENGINEERING, INC.

RESOLUTION 2022 -
RECITAL: WHEREAS,

A. The San Mateo Health Commission previously entered into agreements with Able
Engineering Services through December 31, 2022 to provide engineering services
to Health Plan of San Mateo offices located at 801 Gateway Blvd.;

B. Due to change in ownership from Able Engineering to ABM Engineering, and
decline in service quality, staff began a search to find a new engineering firm and
selected UG2 Engineering based on results of this search; and

C. Staff requests approval of an agreement with UG2 Engineering to provide these
engineering services.

NOW, THEREFORE, IT ISHEREBY RESOLVED AS FOLLOWS:
1. The San Mateo Health Commission approves an Agreement with UG2 Engineering
Services, Inc. for a term beginning September 1, 2022 through December 31, 2024
in an amount not to exceed $650,000; and

2. Authorizes the Chief Executive Officer to sign said Agreement.

PASSED, APPROVED, AND ADOPTED by the San Mateo Health Commission this 8th day of
June, 2022 by the following votes:

AYES:
NOES:
ABSTAINED:
ABSENT:
Don Horsley, Chairperson

ATTEST: APPROVED AS TO FORM:
BY:

C. Burgess, Clerk Kristina Paszek

DEPUTY COUNTY COUNSEL



MEMORANDUM AGENDA ITEM: _ 4.7

DATE: June 8, 2022

DATE: May 18, 2022
TO: San Mateo Health Commission

FROM: Pat Curran, Chief Executive Officer
Eben Yong, Chief Information Officer

RE:  Waive Request for Proposal and Approve Agreement with eMagined Security

Recommendation:
Waive the RFP process and approve agreement with eMagined Security for total contract value of
$276,000 for a three-year term from July 1, 2022 to June 30, 2025.

Background:
Information Technology (IT) systems include compute, network and data resources which allow

for HPSM to perform services to meet regulatory and business requirements for the members and
providers served by HPSM. HPSM’s IT infrastructure is protected against cybersecurity threats by
IT security tools and systems, vendor partnerships, policies and procedures, and staff training.

eMagined Security has assisted HPSM previously in three engagements: 1) An assessment of
HPSM’s IT network; 2) A forensics analysis of one potentially compromised PC and one email
account; and 3) An IT penetration test with social engineering campaign. The initial network
assessment provided a small scope project to introduce the vendor to HPSM’s systems. The work
was performed efficiently and provided good information for both the HPSM team and the
vendor. The forensics analysis was requested by HPSM when an HPSM team member’s email
showed signs of compromise. The HPSM team member’s PC was isolated, and full system review
was conducted by the vendor. The IT penetration exercise tested for vulnerabilities with HPSM’s
applications and networks. Social engineering testing was conducted via an email phishing
campaign. All projects were completed successfully with outcomes analysis and remediation
recommendations.

An RFP waiver is requested in this project because of previous successful engagements with the
vendor, substantive due diligence performed via examination of industry capabilities for IT
security, and participation in IT security collaboratives with other Medi-Cal health plans



comparing similar solutions. The proposal matches the key objectives to implement modern
defenses for HPSM’s IT systems along with 24/7 active monitoring that continuously protects
HPSM’s IT equipment and data against cybersecurity threats. eMagined Security provided
competitive pricing in this project and understands HPSM’s business and systems which in turn
will facilitate a successful implementation.

Fiscal Impact:
This is a three-year agreement with a contract amount not to exceed $276,000. The term three

year term begins July 1, 2022 and ends June 30, 2025. The cost structure includes:

1) software license, $33,000 per year;
2) 24/7 monitoring services, $52,000 per year; and
3) one-time implementation fee, $21,000.



RESOLUTION OF THE
DRAFT SAN MATEO HEALTH COMMISSION

IN THE MATTER OF WAIVE REQUEST FOR PROPOSAL AND
APPROVAL OF AGREEMENT WITH eMAGINED SECURITY

RESOLUTION 2022 -
RECITAL: WHEREAS,
A. Itiscritical to protect HPSM’s compute and data infrastructure; and
B. eMagined Security has delivered excellent support services to HPSM; and
C. Additional services and software are needed to achieve improved defenses for HPSM’s IT
systems.

NOW, THEREFORE, IT IS HEREBY RESOLVED AS FOLLOWS:
1. The San Mateo Health Commission waives the request for proposal process and
approves a three-year agreement with eMagined Security in an amount not to exceed
$276,000 for a term beginning July 1, 2022 through June 30, 2025.

2. The San Mateo Health Commission authorizes the Chief Executive Officer to sign said
agreement.

PASSED, APPROVED, AND ADOPTED by the San Mateo Health Commission this 8th day of June 2022
by the following votes:

AYES:
NOES:
ABSTAINED:
ABSENT:
Don Horsley, Chairperson

ATTEST: APPROVED AS TO FORM:
BY:

C. Burgess, Clerk Kristina Paszek

DEPUTY COUNTY COUNSEL
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