ACCESS STANDARDS
O average, §5% of members are able to access (iype of appeintment) within (stated time).

PRIMARY CARE PRACTITIONER
t Sramdard Exception
| Appoinnpest Type |  Now-Medical Home Medical Home Produci-Specific Siandards
Routipe Begular , Medicasd: Within 45 days of request
(inclades Preventive) Within | moath of request
Non-Urgent Within 7 business days of request Medicaid: Within 10 days of request
Symmptomabic Same day of request
Ugenl Withim 24 lys of request Medicaxd. Witun 48 lus of reguest
Emerpency Inmnediate or_refer to emergency room
Afler-Hours Care | 24-hrs-a-day/7-days-a-week oz-call system (answerng service’ pager) for after-hours emergencies
PCP or covermp MD setome call within 60 mimtes

HIGH-VOLTME SPFECTALTY PRACTITIONERS

Appointent Type Scheduled Appointment Timeframe Exception
Product-Specifie Standards
| Reutne/Regular Withia sevea busaness days of request
Mon-Urpent Medicaid: Within 30 days of request
Syuyplonatc
Trpent Same day of request Medicaid Within 38 s of request
Emerpency Inumediaie o refer (o cmergeacy room

Afler-Hours Care | 24-hrs-a-dav/7-days-a-week on-Gall system (answenng service’ pager) for after-hours emergencies

PCP or covermg MD renoms call within 60 mimites

BEHAVIORAL HEALTH FROVIDER

Appoinment Typs Seheduled Appoinmment Timeframe Exceprisn
Product-Specific Standards
Routine, Regular Withm 10 business days of regoest Within 14 bustness davs of request
Urgent Requires manedaie Dice-lo-fce madical Gue The Ligent
and member or representative shanld eafl 911 Member aldedicaid: Within 48 brs of request
Lif=Non-life Threasenieg | referred to the nearest hospital-based psychiatric Mon-life threalening
Emerpency Services EMETEENCy SeTvice crisis team for mmmediate treatment » Medicaid: Within § hrs of request

Afier-Hours Care 24-hrs-g-dary T-davs-a-week on-call system mast be m place for member emergencies affer hours.
Follow-up After After ducharpe Som a hogpital stay, members ae schedaled for the firgt follow-up viat wathn 7
Hospitahizatron for days of discharge, and a second follow-up vist within 30 days of discharge.
hleatal Miness
Afer-Hoars Care 24 hrs-a-day/T-days-a-week on-call system (answering service’ pager) for after-hours emergencies

PCP or covermg MDD retums call wathin $0 punutes

One Monarch Place - Suite 1500 - Springfield, MA 01144-1500 - 413-787-4000 - 800-842-4464 - hne.com




