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Benefits You
New goals and objectives aimed at improving  

member health outcomes 

The Quality Improvement Committee (QIC) oversees the QI Program. The 

QIC is made up of Keystone Mercy health care professionals, associates and local 

health care providers. Every year, the QI Program sets goals to improve member 

health outcomes and services and conducts activities to meet the goals.

Goals

The overall goal of the QI Program is to provide high quality and safe clinical 

care and services to all members. To meet this goal, the QI Program manages and 

analyzes data and takes action to manage risks.

Evaluation

Every year, Keystone Mercy evaluates the QI Program to see how well it meets 

its goals. We look at all parts of the QI Program, including clinical and service 

activities. The evaluation includes suggestions to improve the QI Program and 

goals for the next year and identifies the resources needed to meet those goals.

2009 Program Goals: 

 

expanding the distribution to practitioners and service operations

If you would like additional information about the QI Program, please call 

The Credentialing department of Keystone Mercy will soon embark upon Electronic Communication Initiatives that 

electronic communications, please send your electronic contact information to us at: Credentialing@kmhp.com

COMING SOON:  
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regular seasonal flu.  It should be managed in the same manner 

as other flu viruses. 

The symptoms include fever, cough, sore throat, runny 

or stuffy nose, body aches, headache, chills, fatigue, and 

sometimes stomach symptoms, such as diarrhea and vomiting.  

other seasonal flu.  

is especially important for people with chronic illnesses such 

as diabetes, asthma, lung disease, and heart disease, and for 

young children as well as pregnant women.

including washing their hands frequently, covering their 

mouths when they cough or sneeze, and avoiding touching 

their eyes, nose, or mouth.

make them feel better faster and decrease the risk for serious 

complications.

in your office.  You can access these free flu materials at http://

www.cdc.gov/flu/professionals/flugallery/. 

Keystone Mercy is doing all we can to educate our members 

about this flu. We have a link on our Web site’s Member Center 

information 

can be used in your office.

 

“ There are four influenza antiviral drugs approved 

amantadine and rimantadine). The swine influenza 

amantadine and rimantadine so these drugs will not 

work against these swine influenza viruses. Laboratory 

so far indicate that they are susceptible (sensitive) to 

oseltamivir and zanamivir.”

(Tamiflu – capsules or suspension) are on our formulary, 

with a quantity limit of one treatment course (a 5 day 

supply) every 6 months.

Keystone Mercy has adopted clinical practice guidelines for 

use in guiding the treatment of Keystone Mercy members, 

with the goal of supporting effective treatment and reducing 

variations in care. The clinical practice guidelines represent 

current professional standards, supported by scientific evidence 

and research. These guidelines are intended to inform, not 

replace, the physician’s clinical judgment. The physician 

remains responsible for ultimately determining the applicable 

treatment for each individual.

The following clinical guidelines are now available on the 

Provider Center of our Web site, www.keystonemercy.com. 

Paper copies of the clinical guidelines are available upon request 

Chlamydia  Cholesterol

Congestive  Chronic Obstructive 

In support of the above guidelines, Keystone Mercy has 

disease management and case management programs available 

to assist you in the education and management of your patients 

800-521-6007 and ask 

 

MSChief Medical Officer, 

Pennsylvania Managed Care
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The associates live and work in targeted geographic areas 

of the city where the plan has a high number of chronically 

ill members with whom we struggle to maintain contact. 

coordination strategies to help these members avoid Medical 

care costs by encouraging preventive care.  

This team acts as Keystone Mercy’s “feet on the street,” 

making outreach visits to members’ homes when traditional 

outreach by phone and mail has failed to establish contact. 

These members often have multiple chronic conditions 

that require them to receive frequent medical care or health 

appointments and communicate with provider offices 

to confirm the members’ information and coordinate 

Coordination teams in their efforts to get members in for 

preventive care and improve health outcomes (including 

process in order to maintain their benefits. In addition, the 

team helps distribute information about upcoming health 

education events and screenings that are coming to the 

community. 

Please support their efforts when they contact your office 

Mercy Compliance rules. Their work will benefit our 

members, and your practice benefit from well coordinated 

care and treatment.

care coordination

A proactive medical care coordination program that focuses on Keystone Mercy Members 
with specific health risks
Did You Know?
The Keystone Mercy Case Management Program:

which include, Pediatric Preventive Care, WeeCare, 

and/or complex medical conditions (including but not 

compliance

More information on Keystone Mercy’s Case Management 

programs can be found in the Provider Center at  

www.keystonemercy.com.

To refer a member or to discuss how we can help you or 

your Keystone Mercy members, please call 1-800-573-4100.
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We want to remind you that the secure portion of our Web 

site is no longer available to check member eligibility and 

and you only need one username and password. 

enable you to perform financial, clinical and administrative 

transactions. It will also provide you secure access to patient, 

plan and physician information. 

http://www.keystonemercy.com/provider/

secure/navinet/index.aspx.

Keystone Mercy  
 

 

 

 

 

P.O. Box 398 

will receive a letter acknowledging receipt of the request.

 

This is a reminder that Keystone Mercy ended its contract 

The only exception would be for preadmission testing and stat 

is located on their Keystone Mercy insurance card.

effort to assist your Keystone Mercy members with this change, 

 

Center.  

T

can arrange for pick up of laboratory specimens at your office.  

If your practice does not already have an arrangement with 

to set up an account.  You can set up an account through 

If you have any questions, please contact your Provider 

1-800-521-6007.



Internet for guidance on quitting smoking? Or perhaps they 

try to begin living a healthier life? Maybe they need ideas on 

how to talk to their kids about drugs and alcohol? Keystone 

Mercy has launched a new portion of our Web site called 

information such as this, and much more. On the site they can 

find topics such as:

Calculators, including BMI, baby’s due date, the cost of 

smoking and target heart rate

, where a member can get information on 

breast biopsies, amniocentesis, colonoscopies, prostate 

biopsies and cardiac catheterizations

, which includes information such as 

domestic violence and lead poisoning

, where a member can find valuable 

information regarding infant care, children’s health, 

parenting and nutrition 

, to research such topics as pregnancy, 

domestic violence and general health information

, where a member will find resources on 

asthma, diabetes, taking medicines and much more

This is an exciting new tool that we are hoping will arm our 

members with the information they need, in a way they can 

easily understand, so 

to visit there as well. 

Center at 

patients

health topics
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relationships, increased patient trust (emotional safety) and 

satisfaction, patient adherence to recommended treatments, 

identified as a continuing problem for our members.

Cultural competency and health literacy are key 

components of communication, and assist in developing a 

working partnership between doctor and patient.  Keystone 

Mercy has resources to help you deal with these complicated 

topics. 

Employing simple language techniques and taking into 

consideration the cultural beliefs of your patients helps build 

the doctor/patient relationship. These simple steps work to 

improve the quality of life of your patients.

of your patients can be made by accessing the free online 

http://www.hrsa.gov/

healthliteracy/training.htm to get more information on 

Literacy, Cultural Competency, and Limited English 

Proficiency”.

Over the coming year,  Keystone Mercy will distribute a 

series of helpful fact sheets with quick tips and free resources 

to further assist in building the provider–patient relationship. 

If you have any further questions about improving 

communication between you and your patients, please  

is the ability of a person to read, understand, and act on 

high level but have little knowledge of health care or the 

health care system.

Culturally competent health care is the provision of 

health care services that are respectful of and responsive 

to the health beliefs and practices, and cultural and 

language needs of diverse patient populations.  

understand
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added

® (insulin) Pens

® (niacin/simvastatin)

® ® (ondansetron) 4mg, 

8mg, 4mg/5mL

® (collagenase)

Tekturna® � (aliskiren/

hydrochlorothiazide)

Ciloxan®

Lorcet® Pain

® (hydrocodone/acetaminophen) Pain

Tylox® (oxycodone/acetaminophen) Pain

Topamax® (topiramate)

removed

Granulex® (trypsin/balsam peru/castor oil)

® (budesonide/formoterol)

® (acyclovir) Cream

®

® (imiquimod)

Emla® (lidocaine/prilocaine) Topical anesthetic

Topamax® (topiramate)
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contact information for accessing care.

Intended for distribution to Pennsylvania Medical  

 

program access information in one place for easy reference. 

This information will assist Keystone Mercy members and all 

 

 

area of behavioral health.

 This information will be of special assistance to: 

 

the following provider is now participating in our Provider 

 

 

 

484-487-0369

Eye Physician and Surgeon

referring members for ophthalmology surgery services such 

as cataract surgery and post cataract laser treatments. 

 

can be the single most stressful moment of the entire hospital 

demonstrated that overall patient satisfaction with care  

 

perceptions of the discharge process. 

 

of the information needed to coordinate care after discharge 

visiting area facilities to introduce this new discharge planning 

tool and provide copies. We want you to be aware of this  

document, as it may be shown to you by your patients. You  

are also welcome to use the form in any way you would find 

This form is also available for download and reproduction  

in the Provider Center at or http://www.keystonemercy.com/.

NOTE: The Follow-Up after Hospital or ER Form is intended to be used  

as a supplemental form to standard patient discharge instructions.
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We realize you provide quality health care services each 

day to our members during your regular office hours. 

medical needs after hours, finding themselves spending 

nights waiting for your medical office to open the next day. 

disrupts your ability to provide continuity of care to your 

patients, and how it increases overall health costs results in 

unfavorable financial impacts. 

In an effort to address these problems, Keystone Mercy 

provider, we want to make sure that you are aware of new 

services being offered to Keystone Mercy members and its 

network of providers. 

be considered urgent, such as: mild asthma, colds, sore 

throats, flu, fevers, upper respiratory infections, urinary 

tract infections, insect bites and digestive ailments, your 

Keystone Mercy patients will be able to see health care 

business hours.  These locations are listed on the other 

 

In an effort to build stronger relationships with our 

providers and give you pertinent information in a more 

expedient manner, we will be expanding our communications 

ability to fax program notices and industry updates, and 

though we have had success with this approach, there still is a 

long way to go in reaching our overall goal. 

environment this method will quickly deliver industry and 

health plan notices to our providers. We invite and strongly 

We are well into the age of technology. Our nation’s 

president has a Blackberry®

forms of electronic communications, even text messages, 

are increasingly supplementing traditional “snail mail” 

communicate with their customers and clients.

Keystone Mercy remains on the cutting age of these new 

technologies and is making strides in keeping our providers 

efficient electronic methods.

 

participating providers

environment 

 

number, by emailing us at Provider.Communications@

kmhp.com. You can expect to receive an invitation to 
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(Orthopedic only – problems with bones, joints, ligaments or muscles)

 

 

 

 

 

 

 

 www.pioneerurgentcare.com

We are partners in providing quality health care to our members, and we appreciate your support in making your 

emergency room.

 

 

 

 

 

 

for more information



 

 

Pennsylvania Managed Care

 

Senior Vice President, 

Provider Network Management

 

Director, Provider Communications

 

Editor, Provider Communications

 

Want to:

 Check the status of your credentialing application?

 Check the credentialing status of a provider in your practice?

  Tell us that you’ve been Board Certified or have become Board 

Certified in another specialty?

  Tell us about your new admitting privileges?

 Check the status of your appeal on a credentialing decision?

1-800-521-6007

reviews are conducted for each participating provider during 

passing score for medical record reviews was increased from 

available on the Provider Center at http://www.keystonemercy.

com/provider/provcom/credential/paper/index.aspx.

Please insure that your 

electronic contact information is up to date by sending it to 

us at: Credentialing@kmhp.com.
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