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Mobile Case Management:
A Hands-On Approach to Behavioral Health Care
By Tara Cerro, LICSW, and Jennifer Buckley, LICSW

I n May 2009, Beacon Health Strategies, 
the behavioral health partner of 
Neighborhood, implemented the 

unique position of Pediatric Mobile Case 
Manager (MCM). The MCM interven-
tion was developed to address the barri-
ers that prevent timely discharges from 
inpatient psychiatric hospitals and acute 
residential treatment programs. Often 
members were ready to discharge but, 
due to multiple system issues, faced 
barriers to their discharge.  

The MCM is a licensed behavioral 
health clinician who works as a liaison 
between Beacon, Neighborhood, the pro-
vider community and the Department of 
Children, Youth and Families (DCYF). 
The MCM focuses on expediting access 
for members to services, helping enroll 
members in Beacon’s Case Management 
program and educating providers and 
DCYF staff about members’ benefits and 
accessing care. The MCM is on site at 
each of the DCYF regions, on a weekly 
basis, to serve as a liaison. In addition, 
the MCM provides on-site collaboration 

at inpatient facilities to support discharge 
planning for members. The MCM holds 
educational sessions with community 
stakeholders to educate them on Beacon’s 
Case Management program, members’ 
benefits and the continuum of care.  

The hope is that the MCM’s pres-
ence will continue to prove its worth to 
providers and community members so 
that, when faced with difficult situations, 
they have an understanding of the Case 
Management program and the levels of 

care available to members. The MCM 
also can report feedback received from 
members, providers and community 
stakeholders to our team at Beacon to 
ensure cost-effective behavioral health 
services are available to our members. ●

If you believe that an MCM presen-
tation would be beneficial for your 
program or agency, please feel free 
to call Beacon at 1-800-215-0058. 

Clinical Practice 
Guidelines Update
We have updated our clini-
cal practice guidelines for the 
diagnosis and management 
of adult coronary artery dis-
ease. To access these guide-
lines, go to www.nhpri.org 
and click on “Providers,” then 
“Clinical Resources.” Access to 
Neighborhood’s guidelines on 
clinical practice, prenatal care 
and preventive care are also 
available online. Paper copies 
of all guidelines are available 
upon request. Call Nadine Oxx 
at 1-401-459-6005 for more 
information.

Making Decisions 
About Care
Medical Management 
staff decision-making  
is based solely on appro-
priateness of care and 
service and existence of 
coverage. Neighborhood 
does not reward practi-
tioners or any individuals 
who perform medical 
reviews for issuing  
denials, nor does it use 
incentives to create  
barriers to care and  
services.
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Resources for 
Specialty Care

Imagine the following situation—maybe you’ve 
even been in it before. You are a primary 
care physician with a patient who has type 

2 diabetes and needs to see an endocrinologist. 
Here’s what Neighborhood can assist you with, if 
needed, in this type of scenario:

• �Identifying a specialty care provider within our 
extensive provider network. Visit our website, 
www.nhpri.org, and click on “Find a Doctor.”  
Referring members to in-network specialty 
care providers is important because it allows 
Neighborhood to better manage and coordinate 
members’ care and ensure quality health care is 
provided by credentialed practitioners.

• �Scheduling an interpreter for an appointment, if 
needed by the patient. Simply call Neighborhood’s 
Customer Service at 1-800-459-6020.

• �Educating members who fail to keep an 
appointment. Neighborhood understands the 
impact missed appointments can have on overall 
access. Please consider calling Neighborhood’s 
Customer Service at 1-800-459-6020. We will 
attempt to make an outreach call to help that 
member understand the importance of keeping 
appointments and calling to cancel or resched-
ule. For your convenience, a Member Education 
Request Form is available at www.nhpri.org. 
Choose “Providers,” “Administrative Resources,” 
and then “Forms.” You may print, complete and 
fax the form to 1-401-459-6021.

Neighborhood values the participation and  
collaboration of all of its providers. We’d like to 
make the health care experience as successful as 
possible for our providers and our members. ●

In their contract with Neighborhood, 
practitioners accept the Neighborhood 
fee schedule and cannot bill or bal-
ance bill members. Other than allowing 
copayments or deductibles, in no event 
can the practitioner bill, charge or have 
any recourse against Neighborhood 
members for services provided by the 
practitioner under the agreement with 

Neighborhood.
Our practitioners, their staff and 

billing subcontractors may call 
Neighborhood Customer Service 
at 1-401-459-6020 with billing 
issues. Customer Service can also 
assist with member education and 
outreach to ensure our members’ 
and providers’ needs are met.

Billing Practices Reminder



T he results from the 2009 after-hours 
survey of providers, completed by 
Neighborhood’s Provider Service 

Specialists this past fall, are in. Once again, 
100 percent of the primary care practices 
surveyed have a reliable and consistent 
mechanism to facilitate members’ after-
hours access. Our specialists surveyed 
73 primary care practices, representing 
90 percent of Neighborhood’s enrolled 
membership. 

Neighborhood’s Provider Services team 
calls each site after regular business hours 
to determine: 
1. �Whether each site uses an answering 

machine, answering service or both 
2. �What languages are available to callers

3. �Whether emergency care instructions 
are provided first
Of the sites surveyed, 14 percent had 

an answering service, 11 percent had 
an answering machine and 75 percent 
had both mechanisms. Provider Services 
learned that the use of answering 
machines as the sole access-mechanism 
increased, and the number of sites using 
both a machine and answering service 
dropped slightly in the past year. Provider 
Services will try to determine what is 
driving this trend when they visit prac-
tices in the coming year.      

Most encouraging is the increase in 
answering machine messages that provide 
medical emergency directions first. The 
number of machines offering this vital 
information first has doubled in the past 
two years! The availability of alternative 
language messaging also continues to 
increase.

Constantly striving to improve after-
hours access, Neighborhood’s Provider 
Service Specialists are making plans to 
encourage providers to offer an automatic 
connection to on-call providers, thus 
avoiding the requirement that callers hang 
up and redial in order to reach a provider.

Neighborhood’s provider community 
deserves congratulations for its coopera-
tion with helping us improve after-hours 
access. Thank you! ●
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Neighborhood Physicians Score 100% 
in After-Hours Coverage—Again! 

As part of the 
Neighborhood Fraud 
and Abuse Initiative, we 
use software to identify 
potential aberrant billing 
practices. Please refer to 
your remittance advice to 
review, if applicable, any 
identified billing errors. 
We encourage you to take 
the appropriate actions 
to correct any errors. For 
claims that do not meet 
CMS-mandated coding 
standards, Neighborhood 
will deny, adjust or retract 
payments. For ques-
tions about your claims, 
call Customer Service at 
1-800-459-6019.

Neighborhood encour-
ages you to report sus-
pected cases of fraud and 
abuse. You can also report 
situations you just think 
may not be right. Call 
the Neighborhood 
Compliance Hotline 
at 1-800-826-6762 
to tell us about fraud, 
abuse or your 
concern.

Stop
Fraud and 

Abuse


