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REPRESENTATIVE

J E A N N E T T E  J A M E S

State Affairs, Room 102 Capitol Building 
Juneau, Alaska 99801

FAX: 465-2381 TEL: 465-3743

Becky

Juneau LIO, 2864

Here's how we'll be doing the hearing tomorrow, in case any of the LIO’s want to know 
the process.

Feel free to FAX this around "wherever."

Barbara

House State Affairs
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NYLCARE -  In the beginning...

10-01-97

Talked to: Kathy Gonzales re: Dental Claims for 7-1, 7-17, 8-12, 8-25

She said claim s are on claim adjustor's desk - will send to co-pay after 
she (claim adjustor) has reviewed them.

10-14-97

Talked to: Jeannie McAlpine re: 7-I, 7-17, 8-12, 8-25

She said no record of claim s for 7-I, 8-12, 8-25 under Con's active policy 
(20723). Jeannie said she would pull hard copies (?) of the claim s and 
that would take a few days and then resubmit them. She mentioned 
contacting Kit Turk and said if I had further questions she would be a 
good person to get in touch with.

10-23-97

Talked to Brian (didn't get last name) re: 7-i, 7-17, 8-12, 8-25

He indicated he couldn't find a policy for Con under active. After further 
research he found it using a "D " in front of Con’s social security number.
I believe he was the representative that told me it meant" Dental "• later I 
found out it meant "Double " -  like in double coverage. I was under the 
impression that something was going to be "D "- like in done.

In between these 2 dates I talked to someone (female) and ask->d if 
Jeannie McAlpine (see 10-14) had pulled the hard copies and 
resubmitted them. Her response was: "If Jeannie said she would, she 
did." Not knowing Jeannie personally and since my faith in NYLCARE's 
efficiency was slowly eroding, I asked If she'd check the computer to seo 
when the "hard copies” had been pulled and she indicated to me that 
there wasn't room on the computer to record something like that. ( Must 
be one of those mini-computers.)

11-18-97

Talked to Shoiioy - Anchor^** Office - re: (well, you know by now)

She sounded very interested in assisting me and said she would contact 
Kit Turk/Concord. I was under the impression that Kit was the gal for

I o f  3
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the job.

12-07 Received a call on the answering machine - supervisor is 
checking on claims.

ONE MONTH LATER and s tlli nc co-pay 

1/7/98

Talked to Vickie (Anchorage Office)

She really sounded interested in solving my problems (I've been fooled 
before). Vickie said no record of claims submitted for Sage 10*2 and 
Providence Anch. Anesthesia 10-13 -  please resubmit. I took care of it 
that day. She would send in claims for Compton IQ-13 and Newman 10- 
18 to Con’s  active for co-pay.

She called back later that day and said her supervisor had received an 
E-mail and olaims were almost settled.

1 - 1 5 - 9 8

Talked to Vickie (Anchorage Office)- old habits are hard to break 

Vickie will call Kit Turk again to see what's happening.

Vickie called back to say K. T. not in but left a message on her voice 
mail. Vickie will call back.

( . 2 0 - 9 8

It’s cold, it’s dark and Vickie hasn't called or written! And you know 
what? I don’t think there is a Kit Turk. I think they Just made her up II

P .S. Several times In talking to the various reps, they mentioned that the 
confusion was because It hadn't been decided whether the co-pay <>n my 
claims should be your active or retiree policy. Later I was told that it was 
to be your active and then your retiree. This means the claims (on me) 
go to California, then to Seattle and finally back to California. I hoi)e the 
claims have a frequent flyer account - think of the mileagol

2  of 3
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HOUSE STATE AFFAIRS STANDING COMMITTEE 
February 10, 1998 

8:00 a.m.

TAPES

98-_, Sides A & B 
98-_, Side A

CALL TO ORDER

REPRESENTATIVE JEANNETTE JAMES, Chair, convened the House State Affairs 
Committee meeting at 8:00 a.m.

PRESENT

Committee members present were Representatives James, Berkowitz, Dyson, Elton, 
Hodgins, and Ivan.

SUMMARY OF INFORMATION

DAVID FORD, President of NYLCare, presented NYLCare’s solutions to problems 
mentioned at the State Affairs hearing on January 22, 1998. He also responded to 
questions asked by committee members.

MARTY ROSEN, Senior Vice President of NYLCare, also presented NYLCare’s 
solutions and ■'ther suggestions to alleviate problems.

MICHAEL KIRK, a Juneau retired teacher, testified regarding numerous problems he 
has had with NYLCare.

SENATOR LYDA GREEN noted she has had good luck with NYLCare’s coverage, but 
she would like to see the issue of confidentiality of records addressed.

DANA GRAMS, a dental :onsultant, tes'ified via teleconference from Anchorage that 
NYLCare’s responses have been good.

DALE MCKIERNAN testified via teleconference from Fairbanks, saying a NYLCare 
branch office is needed in Fairbanks. He also noted problems he has had obtaining 
prescriptions in a timely manner.

GERALD BOWEN testified via teleconference from Kenai, discussing problems he also 
has had with prescriptions.

ROBERT NESVICK testified via teleconference from Ketchikan regarding numerous and 
unnecessary duplicate requests from NYLCare for information.

GALEN PAINE, an attorney with the Public Defendant’s Agency, testified via 
teleconference form Sitka regarding many problems he has had with NYLCare



1 KAREN PHARMAY, a pharmacist, testified via teleconference from Anchorage, 
regarding her dissatisfaction with NYLCare’s policy of using an out-of-state mail order 
pharmacy which is owned by NYLCare.

BARRY CHRISTENSEN, a pharmacist and a representative of the Alaska 
Pharmaceutical Association, testified via teleconference from Ketchikan, concurring with 
previous testimony as to the inappropriateness of NYLCare using a pharmacy which it 
owns.

KATHRYN CALLAHAN of Juneau testified on behalf on Dr. Akiyama regarding new 
problems their office has encountered in the last two weeks since the previous hearing, 
noting that the state is not required to follow its own statutory requirements.

ALISON ELGEE, Deputy Commissioner with the Alaska Department of Administration, 
explained the differences between the old plan and NYLCare’s coverage, and she 
answered questions from the committee.

JANET PARKER, Deputy Director of the Alaska Division of Retirement and Benefits, 
answered questions from the committee.

Committee members asked both NYLCare and the Department of Administration for 
written answers to the many new questions and concerns raised at today’s hearing.

ANNOUNCEMENTS

A follow-up NYLCare hearing may be held toward the end of the legislative session, 
when the House State Affairs Committee has taken care of the bills needing hearing and 
NYLCare has had a chance to work on further solutions.

COMMITTEE ACTION

The committee took no action.

ADJOURNMENT

CHAIR JAMES adjourned the meeting at 10:00 a.m.

NOTE:

The meeting was recorded, and handwritten log notes were taken. A copy of the tapes 
and log notes may be obtained by contacting the House Records Office at 130 Seward 
Street, Suite 211, Juneau, Alaska 99801-1182, (907) 465-2214, and after adjournment 
of the second session of the Twentieth Alaska State Legislature in the Legislative 
Reference Library,
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Northwest

NYLCare Health Plans 
Northwest, Inc.

F tb l nary 1 0, 1 998 Iaoo One Union Square 
600 University Street 
Seattle, WA 08101-1158
206 <142 '1562 tel 
206 'I<17 5677 fnx

Dear Representative James,

Attached is a copy o f  my complete report to today's meeting o f  the Alaska House 
State A ffa irs Committee regarding the status o f the AlaskaCare health plan.

Let me summarize by saying that we’ re enthused by the quality o f  the design o f 
the A .askaCare plan that you and your legislative colleagues assembled last year. We 
believe i t ’s a good plan that meets the needs o f the state employees and retirees who are 
its members. As anyone could expect with a program such as this, some problems are 
being encountered. As your claims administrator, we can say that we’ re committed to 
resolving any and all problems we discover or which are brought to our attention. Our 
goal is to work w ith  the State Department o f  Retirement &  Benefits to implement an 
AlaskaCare program that delivers an effective health care program to Alaskans today, 
tomorrow and into the future.

We are further committed to a system that focuses on care first w ithout 
interference from paper or administrative process. We are establishing reporting 
mechanisms so that Alaska State employees, retirees and their dependents, members, our 
State Department o f  Retirement &  Benefits partners and you can see that NYLCare is 
working hard to help Alaskans “ be at ease w ith their heath care.”

Please feel unrestrained from sharir this document w ith anyone who also cares, 
as we do, about the health care system fo r . iuskans. We welcome any questions you 
may have at any time while  we strive for this goal.

Sincerely,

D A V ID  E. FORD T
President &  CEO

Attachment: Full report to 1 louse State A ffa irs Committee
Alaska House o f  Representatives

David E. Ford
President

The Honorable Jeannette James, Chair 
State A ffa irs Committee 
House o f  Pepresentativcs 
State Capitol, Room 102 
Juneau, Alaska 99801-1182
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Written Testimony, State of Alaska 
House State Affairs Committee Hearing 

By Mr. David E. Ford, President & CEO 
NYLCare Health Plans Northwest 

February 10,1998

MADAM CHAIR and Members of the Committee. My name is David E. Ford, 
and I'm the President and Chief Executive Officer of NYLCare Health Plans Northwest. 
Thank you for inviting us here this morning.

I’d like to take a moment to introduce to the Committee a few of my colleagues 
Please allow me to present:

• Kathy Odegard, Senior Operations Director for Claims & Member 
Services, NYLCare Health Plans Northwest.

• Mike Wiggins is our Director of Public Programs at NYLCare Health Plans 
Northwest.

• And Martin Rosen, Senior Vice President of Marketing of our Corporate 
Office, NYLCare Health Plans, Inc.

I have a copy of this testimony for each Member of the Committee and I’ll leave 
a couple more copies for your staff. But, in the few minutes I have, let me touch on 
what we think are the most important issues.

First of all -- and this may surprise you -  we’re happy to be here this morning. 
Although I’m not entirely happy about the circumstances that bring us together, I am 
happy that NYLCare has the chance to tell you, and show you, that the Alaska public 
employees and retirees contract is very, very important to us.

We are here today to tell you that -- for our part -- the period of transition for 
the Alaska employees and retirees to NYLCare is finished. I’m here to talk with you 
about the problems we have experienced and about the actions that we are putting in 
place to resolve these problems.

By the way, when I say, “We are here," I’m referring to the fact that you have the 
attention of the most senior level staff of HYLCare Health Plans as well as New York 
Life Insurance Company and that we're all very serious about these issues. You’ve 
hired NYLCare to administer this AlaskaCare program, and we take the responsibility 
for doing just that. The core group is here today and is prepared to answer any 
questions that the committee may have.



We have two primary concerns. The first is that Alaskans get the health care 
services they need -- now without interference from paper or administrative process. The 
second is that all problems associated with the administration of this contract will be 
resolved quickly. Let me summarize the key issues and actions we are taking.

1. Problems Expressed at Your January 22nd hearing: Various individuals
have experienced problems with the new system.

A ction: A letter went out to each and every one of those people responding to 
their specific problem and offering to answer their questions. We will also conduct 
follow up for every plan member who has a claim aged greater than 30 days.

Written Testimony, Alaska Employees and Retirees Health Care Contract

February 10, 1998

Page 2

2. Backlog in the Processing o f Claims: The backlog of member claims has 
caused doctors and other health care providers not be paid in a timely way.

A ction : We have put remedies in-place and are making significant progress. I 
can assuie you this morning that we will meet the ten day goal by March 1st,

3. Explanation o f Benefits to Plan Members: The third issue is the explanation 
of benefits, which have been difficult to understand and have made it difficult for 
providers to reconcile their accounts in a timely way.

A ction : The solution we are putting in-place is a consolidated statement or 
voucher for providers and an improved explanation of benefits to the plan 
members. Our commitment is to have this completed by the beginning of April.

4. Problems with the Coordination o f Benefits: The fourth issue involves 
questions surrounding the coordination of benefits and instances in which individual 
claims have been complicated because they are covered by multiple coverages. I 
understand that State Representative Con Bunde has had direct experience in his 
family with this issue.

A ction : We are working to streamline and simplify this process by installing 
procedures that facilitate a claim being processed at the location it is received 
within NYLCare as opposed to being processed through more than one 
administrative site.

5. Customer Service Issues fo r AlaskaCare Members: Some plan members are 
experiencing slow customer service and, I’m very sorry to say, rudeness by some of 
our employees.



A ction : Very simply stated, this is not the NYLCare way of doing business.
We are instituting new training programs and have strengthened our system of 
monitoring and evaluating employee service. We do not tolerate rude behavior to 
customers, and I want to take this opportunity to apologize to any Alaska state 
employee or retiree who has experienced this behavior. Further, I want to ask 
anyone who is treated in this manner to call me at 1-800-654-3250 ext. 562 and 
report this behavior directly to me in the future.

Written Testimony, Alaska Employees and Retirees Health Care Contract
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6. Coordination between Medicare and AlaskaCare: Sixth is the issue of 
Medicare coordination.

A ction : We are working with the Medicare intermediary in Fargo, North Dakota to 
receive Medicare payment information electronically. This will improve the claims 
turnaround for both members and providers.

7. Some Communication Issues: And finally, there are some basic
communication concerns that we need to address.

A ction : We have put in-place a program of communicating with the individual
plan members and providers, and periodically to the Members of this Committee 
and other Legislators, about our progress in resolving these and other problems. 
Most importantly, we will continuously keep Alaska State employees and retirees 
informed about our progress in resolving their individual cases, how much time is 
expected and what specific activities are being taken to help them.

Let me also offer additional background which provides perspective as to where 
we are and the role of NYLCare. Last year, the state of Alaska made major changes to 
its health care program for active state employees and for state employees who have 
retired. The state changed from a privately insured program to a health care program 
that is self-insured by the state of Alaska. Under this new program authorized by the 
Legislature and implemented by the State Department of Retirement & Benefits, 
NYLCare does not function as an insurance company. Rather, we function as the 
benefits administrator of a program designed to give state employees and retirees more 
control over their own health care. Our job is to work with you as the private sector 
component of this public/private partnership and help you develop solutions that meet 
the health care needs of Alaskan state employees, retirees and their dependents.

We have called this program “AlaskaCare" to distinguish it from the fully insured 
program you had previously. This program is collaborative between NYLCare and the 
state Department of Retirement & Benefits. Our role is not, as before, to act as your 
insurance company, but rather to administer the specific benefits of the plan that the 
state has designed.



As we work with the Department to develop this AlaskaCare program, we intend 
to make it fully responsive to the needs of State employees and dependents. It’s with 
that in mind that we have:

• Established two offices here in Alaska, one in Juneau and the other in 
Anchorage. These offices are staffed by Alaskans, including an Associate 
Medical Director located in Anchorage -- demonstrating that the care employees 
and retirees get under AlaskaCare is hands-on care, rather than health care by 
remote-control.

• We have designed an Internet website to allow Alaska state employees and 
retirees, as well as health care providers throughout Alaska, to access 
information about the program.

• We have set in motion a program to look into the full range of capabilities that 
the Internet and other technologies give us, including an application that will 
allow providers to check eligibility and benefits on-line.

• We have initiated a preferred provider contracting network to improve the 
predictability of costs and limit the extra, out-of-pocket expenses to the 
AlaskaCare member. This provider network is included in our contract with the 
Department of Retirement & Benefits.

• We have started exploring the potential uses of tele-medicine, which promises to
allow us to extend the benefits of modern medicine into the most remote corners 
of the state.

• And we have established a 24-hour, around-the-clock nurse advice line for most 
of the employees, which is meeting widespread enthusiasm and use by plan 
members.
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There are some issues regarding the AlaskaCare plan that are beyond 
NYLCare's control and I ask for your assistance with these issues. Let me be specific. 
First, there is the issue of the increase in premiums. These premiums and employee 
contribution levels are set by the state and our role is to implement your decisions.

A second issue we’ve heard about is health care benefits plan changes. When any 
employer, including a state government, creates a new system of health benefits, it 
does so with the idea of doing the greatest good for the greatest number or people. In 
some cases, employees have received a reduction in the benefits they receive. Again, we 
were hired to administer the benefits you want and we’re going to do the best job we 
possibly can to help the State be successful with the program it has designed.

We hear there are some complaints about the requirement for enrollment in the 
Medicare program. But it’s a fact that Alaska law now requires that individual



employees and retirees who are 65 and over enroll in Medicare, While our job is to 
administer that policy decision, we need your assistance in explaining the reasons for 
the legislative decision.

In short, our main concerns now are to help see that the services are delivered, 
the claims are paid and the problems are fixed. We are determined to do better with 
the management of the Alaskan public employee and retiree contract. We recognize 
the issues and we want you to know that we’re addressing them at all levels of the 
corporation.

Some people have asked about what the incentives are for NYLCare to do well 
in this contract. The contract, as you probably know, contains certain performance 
penalties. But our real incentive to do well is expressed in our desire to develop other 
business in Alaska. And “reputation" is a key ingredient to doing that. There’s our own 
professional pride in upholding the integrity of the NYLCare name. And finally there's 
the fact that we’ve invested a lot already in this contract so far, and want to develop its 
potential for our company. Each of these items alone would inspire us to do well here. 
Together, they comprise compelling incentives.

I’d like you to call me if there's a problem or if you have further questions. In the 
meantime, I'm going to get back to you periodically to report our progress. We have 
established goals, we will give you progress reports and demonstrate rapid 
improvement.

Written Testimony, Alaska Employees and Retirees Health Care Contract
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If you've seen some of our corporate documents, you may have noticed that our 
corporate mission is “...helping people be at ease with their health care. We work hard 
where* er we are to live up to it. And we will live up to it here in Alaska, as well.

Thank you very much, Madam Chair and Members, for your time this morning.
I trust that the next time we have the occasion to visit with you, we’ll have good news to 
report. In the meantime, we welcome the opportunity to have a direct dialogue with 
individual plan members and with the people who provide them their health care.

I’d be happy to take any questions you may have at this time.
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STATE OF ALASKA 
HOUSE OF REPRESENTATIVES

STATE AFFAIRS COMMITTEE 
Representative Jeannette James, Chair

Rm 102, Capitol Building, Ju n eau  P hone 465-3743, Fax 465-2381

These letters RE: NYLCare are in 

alphabetical order, for your reference.



A u th o r :  d a n @ a k c a c h e .c o m  ( A l l i s o n ,  Dan) a t  CC2MHS1
D a t e :  1 / 2 3 / 9 8  7 : 3 3  AM
P r i o r i t y :  N orm al
TO: R e p r e s e n t a t i v e  J e a n n e t t e  J a m es  a t  LAA_TRANS, d a n @ a k c a c h e .c o m  a t  CC2MHS1 
S u b j e c t :  N Y L -C are I n s u r a n c e  
R e p r e s e n t a t i v e  J a m e s ,

L a s t  n i g h t  I  r e a d  i n  The F r o n t i e r s m a n  n e w s p a p e r  ( P a l m e r / W a s i l l a )  t h a t  
t h e r e  w as  a  p u b l i c  h e a r i n g  y e s t e r d a y  m o r n in g  t o  f i n d  o u t  how t h e  
NYL-Care I n s u r a n c e  P rogram  i s  w o r k i n g .  I  am s o r r y  t h a t  I  d i d n ' t  r e a d  
t h i s  i n  t i m e  t o  t e s t i f y .  H o w ev er ,  I  f e e l  i t  my o b l i g a t i o n  t o  l e t  y o u  
know my o p i n i o n .

The NYL-Care I n s u r a n c e  P ro g ra m  i s  a  j o k e !  My h u s b a n d  a n d  I  a r e  b o t h  
s t a t e  e m p l o y e e s  a n d  t h e r e f o r e  h a v e  d o u b l e  NYL-Care c o v e r a g e .  We h a v e  
two d a u g h t e r s ,  b o t h  o f  whom a r e  s t i l l  d o u b l e  c o v e r e d  u n d e r  o u r  p l a n s .
R i g h t  now we h a v e  f i v e  (5 )  o u t s t a n d i n g  c l a i m s  t h a t  h a v e  NCT b e e n  
c o o r d i n a t e d  b e t w e e n  o u r  tw o  c o v e r a g e s .  I  h a v e  a l r e a d y  h a d  t o  make 2 
l e n g t h y  p h o n e  c a l l s  r e g a r d i n g  t h i s  m a t t e r .  When t h e  80 0 0  w as a n n o u n c e d  
i n  A n c h o r a g e ,  I  c a l l e d  ( 1 1 - 0 4 - 9 7 )  r e g a r d i n g  c o o r d i n a t i o n  an d  t h e  a g e n t  
t h e r e  t o l d  me t h a t  t h e r e  d i d n ' t  n e e d  t o  b e  c o o r d i n a t i o n  a s  l o n g  a s  we  
w e r e  s t i l l  i n  t h e  d e d u c t i b l e  p o r t i o n  o f  c o v e r a g e .  I  t h o u g h t  t h a t  I  h a d  
made h im  u n d e r s t a n d  t h a t  e v e n  i f  i t  w as d e d u c t i b l e ,  i t  n e e d e d  t o  b e  
c o o r d i n a t e d  i n  o r d e r  f o r  l a t e r  c l a i m s  t o  b e  p r o p e r l y  p a i d .  A t  t h a t  t i m e  
I  a l s o  a s k e d  t h a t  a l l  f o u r  nam es f o r  o u r  f a m i l y  b e  l i s t e d  on  b o t h  
a c c o u n t s  f o r  c o o r d i n a t i o n  p u r p o s e s .  I w a i t e d  a n d  n o t h i n g  h a p p e n e d .

M e a n w h i le ,  m o re  c l a i m s  a c c u m u l a t e d  a n d  w e r e  n o t  c o o r d i n a t e d .  On 
1 2 - 3 1 - 9 7 ,  I  c a l l e d  a b o u t  t h e  o r i g i n a l  c l a i m  p l u s  f o u r  m o r e .  T h i s  t i m e  I  
c a l l e d  t h e  8 8 8 #  l i s t e d  o n  t h e  c l a i m  fo r m . The l a d y  t h a t  I  t a l k e d  t o  
s a i d  t h a t  e v e n  t h o u g h  I  h a d  c a l l e d  t o  h a v e  a l l  nam es p l a c e d  i n  b o t h  
i n s u r a n c e  f i l e s ,  t h i s  h a d  n o t  b e e n  a c c o m p l i s h e d .  I  w as  a s s u r e d  t h a t  i t  
w o u ld  b e  t a k e n  c a r e  o f  a n d  I  a s k e d  f o r  c o p i e s  o f  s e v e r a l  c l a i m s  t h a t  s h e  
s a i d  had  b e e n  c o o r d i n a t e d ,  b u t  t h a t  I  h a d  n o  r e c c r d  o f .  I  a s k e d  t h a t  
t h e  f i v e  (5)  c l a i m s  b e  r e c o n s i d e r e d  f o r  c o o r d i n a t i o n .  I t  i s  now  
t w e n t y - t w o  (2 2 )  d a y s  l a t e r  a n d  my h u s b a n d  h a s  h a d  n u m ero u s  h e a l t h  
p r o b le m s  t h a t  h a v e  r e q u i r e d  h o s p i t a l  s t a y s ,  e m e r g e n c y  room v i s i t s ,  an d  
v a r i o u s  t e s t s .  I  s t i l l  h a v e  h e a r d  n o t h i n g  on  t h e s e  5 c l a i m s  a n d  h a v e  
o n l y  r e c e i v e d  c o r r e s p o n d e n c e  b a c k  o n  two o f  t h e  c l a i m s  f o r  D e c e m b e r .

I  f e e l  t h a t  t h e  S t a t e  a n d  i t ' s  e m p l o y e e s  p a y  a n  en o rm o u s  am ount o f  m oney  
f o r  i n s u r a n c e  c o v e r a g e .  T h o s e  o f  u s  who a r e  ( u n ) f o r t u n a t e  e n o u g h  t o  
h a v e  b o t h  o f  t h e  s p o u s e s  w o r k i n g  f o r  t h e  S t a t e  s i t  b a c k  a n d  w a t c h  a  
p h e n o m e n a l  sum b e i n g  p a i d  t o  i n s u r a n c e  c o m p a n ie s  t h a t  i s  n e v e r  e v e r  
r e c o u p e d .  Many o f  u s  f e e l  t h a t  b e c a u s e  t h e  S t a t e  i s  o b l i g e d  t o  p a y  an
e q u a l  am ount o f  m o n e y  f o r  e a c h  e m p lo y e e  t h a t  i t  w o u ld  b e  much m ore
b e n e f i c i a l  i f  t h e r e  w e r e  som e s o r t  o f  a  menu p l a n  w h e r e b y  e a c h  e m p l o y e e  
c o u l d  c h o o s e  t h e  c o v e r a g e s  a v a i l a b l e  f o r  t h a t  d o l l a r  am ount w h i c h  w o u ld  
b e  m o s t  b e n e f i c i a l  t o  h i s / h e r  f a m i l y .

I  n e e d  t o  make a n o t h e r  l e n g t h y  c a l l  t o  NYL-Care t o d a y ,  a n d  q u i t e  
f r a n k l y ,  I  h a v e  my d o u b t s  how s e c c e s s f u l  t h a t  c a l l  w i l l  b e  c o n s i d e r i n g  
p a s t  p e r f o r m a n c e .  I t  s h o u l d  n o t  b e  t h i s  d i f f i c u l t  t o  g e t  c l a i m s
p r o c e s s e d  c o m p e t e n t l y  an d  e f f i c i e n t l y .  I h a v e  w o r k e d  f o r  t h e  S t a t e  o f
A l a s k a  f o r  17 y e a r s  a n d  h a v e  t a k e n  p r i d e  i n  b e c o m in g  m ore e f f i c i e n t  w i t h  
e a c h  p a s s i n g  y e a r  t o  g i v e  my e m p l o y e r  my b e s t  p o s s i b l e  e f f o r t .  I  h a v e  
com e t o  e x p e c t  t h e  sam e from  p e o p l e  an d  c o m p a n ie s  b e i n g  p a i d  t o p  d o l l a r  
t o  p r o v i d e  a  s e r v i c e  t o  me an d  t o  my f a m i l y .

I a p p r e c i a t e  y o u r  r e q u e s t  f o r  i n f o r m a t i o n .  I  am s e n d i n g  a c o p y  o f  t h i s  
E - m a i l  t o  N Y L -C a re .

S i n c e r e l y ,

C h r i s t i n e  A l l i s o n
D e p a r tm e n t  o f  E n v i r o n m e n t a l  C o n s e r v a t i o n

mailto:dan@akcache.com
mailto:dan@akcache.com


HENRY I. AKIYAMA, MO 
INTERNAL MEDICINE, & CARDIOLOGY 

1420 GLACIER AVENUE 
JUNEAU AK 99801 
(997) 586-6226

January 26, 1998

RE: Nylcare oveiview 

Dear Chairman James:

Please lind enclosed a detailed list o f  all the problems, frustrations, and concerns as 
Medical providers we are experiencing. It was a pleasure to come before you and the 
committee on Thursday, January 22, 1998, and briefly describe the experiences we have 
had w ith N Y L  CARE.

1. C O M M U N IC A T IO N : Tliis seems to be die major problem between the enrollee’s and 
NYLCARE. Our olfice has not run into one participant that knows what insurance 
coverage they have. SO LU TIO N : A  simple, concise report that lists each specific plan. 
T liis needs to be coordinated by the State and NYLcare, to not further the contusion. The 
key word here Ls confusion.

2. SERVICE: The level o f  service that has been experienced by us as providers front 
NYLC/IRJE has been by any standards unacceptable, and out and out incompetent. Claims 
do not get filed, processed, reviewed or paid in  any reasonable time manner. Having to 
call and “ baby-sit”  claims on a daily basis is not what I would cat' quality service. 
SO LUTIO N: They need to implement more staff, w ith more thorough training, and put 
service as there number one priority. The turn over o f  employees has been tremendous in 
the NYLCare office which results in claims being lost, not followed through with, but 
most o f  all NO T PAID. We were told that each Benefit Technician handles around 200 
calls a day... now that flags a problem to begin with, it should not be the number o f  calls 
that matters, but the call being bandied correctly and accurately.

3. P AYM EN T: This issue is at the heart o f  all providers who are still trying to give 
quality care, with the benefit o f  billing direct fo r their patients. Unless payment patterns, 
denials, and other time delays do not become a thing o f  the past, providers w ill not be able 
to o ffer there State patient the luxury o f  billing direct. Il w ill be left to the participants to 
battle the claims on state time! Provider's are not banks, but as the montlis roll by and 
payments are minimal and slow, that seems to be the position we are forced into. We 
know providers who have taken loans out to keep there practices running.

4. F ISC AL Y EAR  July - January With N Y LC A R E  having there benefit year different 
than any other insurance company, this proves to be a problem with coordinating benefits 
for all other insurance companies. We feel that State be in line with the rest o f  the 
insurance companies. This would make the active and the retirees all fail under the same



deductible year. The potential lo r  future confusion and problems with this is enormous in 
our opinion.

5. PENALTIES AND  INTEREST: A ll claims that don’ t get processed and paid in 21 
days need to have interest added to them. Medicare and Medicaid foiiovv with these same 
guidelines, and pay interest when a claim is not processed in a timely manner. Medicare 
just went through a change and had some problems to contend with, and tliis included 
untimely payments, but interest was paid. Is the state’s self funded policy exempt from 
theses guidelines? We are entitled to charge 18% interest on all unpaid balances to our 
patients. We do not want to impose tliis penalty due to processing problems out o f  our 
control, but may have to consider tliis in the near future.

6. D O U BLE  COVERAGE: NYLcare needs to have all o f  its claims processed and paid 
out o f  one office. This is an issue with providers. W ith today’s technology, why are we 
dealing with two separate offices in two different states? First o f  all tliis doesn’t seem cost 
efficient or logical. Active and retirees with double coverage are being handled out o f  the 
Seattle office last we heard... But i f  you call Concord they can’t tell you anything. 
A ETN A  was able to process both AC TIVE  and RETIRED in one office. NYLCare should 
be expected to streamline its claims in one central office. Was this not an issue that was 
looked at from  the beginning by the STATE?

7. FO LLO W  THRO UG H- It is expected w ith any job, that when you are asked to check 
or look up something and fix  it, that it was accomplished. It seems that w ith NYLcare that 
fo llow  through lias gone out the window. You can call 3 different people in the same day 
and get 3 different answers. We have found that the only way to ensure that claims are 
corrected properly is to go to the supervisor. This is a ludicrous use o f a supervisors time, 
obviously the training and retention o f  staff needs to he improved Our office found that 
our Electronic transmissions from  10-24-97 to 11-28-97 had been transferred to NYLcare 
but there system was saying that they did not receive them. A fter many phone calls to 
NEIC in Seattle confirm ing that yes indeed they were received , but not showing in there 
system by N Y I care, they needed to find them... on goes the battle. We got the week from  
11/13- 11/J8 visits faxed to Seattle, they were entered into there system on 12/24/97 by the 
supervisor Lita Swanson herself. So our office just lost 7 weeks in delayed payment time 
there. As o f  this date we have not received payment entirely on these claims. We then 
found four more weeks where they did not show any claims... Again no payments. They 
w ill tell you they don’ t have them, so why should they have to pay but we have 
verification that they were received by them. Again, we have to be the bank.

S. T IM E  A N D  M O N EY: The amount o f  time it takes to process, handle, resubmit, and 
review, call, review again, fax, and resubmit, results in a great many number o f  hours o f 
frustration and the accounts receivable going through the roof. A t this point we have 
approximately $47,500 dollars owed to us from months o f  incorrect and lost billings. 
Additionally, other staff have had increase hours to help with the other duties that 
accumulate while this is being dealt w ith at around 35 hours a week. This is a direct 
increase in overhead. We handle between 370-500 claims a week. When you have to 
resubmit 40-60% o f  these with reviews, and re faxes tliis becomes an enormous job. At 
this point wc don’t trust the system enough, and have implemented several check systems 
to track and monitor each claim individually. These routines were never even considered



with AETNA. We billed NYLCare 11/20/97 fo r compensation fo r the incredible overload 
we were experiencing from  the beginning. They replied to us on 12/4/97 with the 
statement that they d idn 't have the ability to reimburse any provider or encumber the state 
other than fo r the services rendered. We were assure with that letter that Kathy Odegard. 
Senior Director o f Operations, is doing everything in her power to alleviate or mitigate any 
administrative burdens your office may be having, (sec letter attached)

9. EO B ’s- Now here’s an issue fo r real... You couldn’ t read one o f  these i f  your life 
depended on it... Were are the CPT and 1CD codes that are suppose to be on these in 
order for us to know what got paid and what did not..?? The explanation o f  denials leaves 
a lot to ’ic desired., ex:: not covered under you plans policy??? Over and above the usual 
and custcniaiy fees lo r  ibis procedure??? At the beginning o f this we were told that no 
historical data had been transferred, but then a few months into this whamo... the old usual 
and customary denials kept coming in... how do we as providers explain that at first they 
were paying and then they weren’ t??? It is (he responsibility o f  the adjudicator o f  claims to 
provide an understandable explanation o f  the processing. The current format is d ifficu lt to 
understand fo r those o f  us who read E O B ’s all the time.

10. CUSTOM ER SERVICE” : It seems as though whenever you call them, you finally do 
reach ( and lei me reiterate the F IN A L L Y ) a Benefit Technician, the overall consensus is 
that Yes they seem to w iiling to help, but that the fact that so mam’ holes are being found 
in the receiving and processing o f  the claims, it makes you actually wonder just how many 
o f tiiese benefit technicians that you talk to really do anything with your phone call. They 
are severely understaffed and frustrated themselves, and the turn around rate with 
employees is great, and need to appropriate funding to elevate (he back log o f claims and 
problems that have been in existence since the beginning. The state employees deserve to 
get there claims paid in some form o f  a timely manner, that should fall on the shoulders o f 
NYLCARE, and they should appropriate funding as to eliminate the delay and frustration. 
As with any type o f  contract there are always avenues o f  expense that need contended with 
that arc not presumed initially W ith the state and NYLcarc added help in many areas arc 
the avenue that greatly needs expanded and now..

11. STATE LEVEL.: We find on a daily basis that the information that was supposed to 
o f  been sent to xY Lcare  still has not been sent, and we try to call NYLcare to confirm 
benefit and cligu/ility and NYLcarc says no they are terminated, no they don't have 
coverage, no they have no double coverage... The participant clearly states that they have 
coverage and that they are covered. We again get on the phone and call the STATE 
R &B  regarding what types o f coverage they have., we leave a voice message because 
talking to a person just is not an option. Maybe later that day someone w ill call you back, 
but mostly we have to call back anil remind them about what we called about. Remember 
we can not get on with our jobs until we know what and how to bill for what service level 
o f  insurance they have. For all we know maybe they don’ t have insurance, bul the system 
is not working for this as well. Too many hoops to jum p through to make this work well, 
l  he “ waiting on other insurance information”  Numerous patients have said, “ so how 
many times do we need to call, and send in that card before they are going to release our 
claim fo r payment?”  What should we say to that? We arc finding that the state level is not 
much better at retrieving information and following through as NYLcare. The state R&R 
department only has 7 icchs working in that division. It seems a shame that we can’ t even



gel enough help at the state level, and then we complain about NYLcarc being 
understaffed?? It would be really nice to call either place and gel a person, instead o f  a 
recording or voice mail message system...

In closing we would like to reiterate that the most important reason we are speaking out is 
the P ATIEN T to PHYSIC IAN care that w ill take a toll with the added stress and 
frustration that is being unduly handled by the powers to be with the STATE and 
NYLCARE. Our quality o f  care comes first to the patient, but it is coming harder and 
harder to provide this when there are so many obstacles and hoops to jum p tlirough to get 
payment fo r this care. We are at a point that billing fo r this Nylcare insurance w ill have to 
ccasc unless timely payments can be made, and reviews, pended claims get the attention 
that they need, hi essence the system needs to prove to us that it can work, it is just not 
profitable fo r us to cany' an incompetent insurance company and its practices .

We would like to extend our thanks to all the efforts over that past several months, and 
without them, who knows what would have gotten done, Kathy Odeguard, and Lita 
Swanson out o f  the Seattle office have been tremendously helpful, and have taken on more 
than there share o f  the problems associated with this disaster. The problem is they are only 
2 people tiy ing to solve a mountain o f  trouble and there is only so much time in a day.

To summarize the suggestions fo r improvement:
1: Provide participants with cards and booklets that show the coverage that each has opted 
for.

2. Increase stall and training o f  Benefits Technicians so that they can properly handle 
claims coming into NYLC ARE without having to utilize the supervisors time fo r every 
mistake. Additionally we would like to see specific stall to handle the backlog o f  claims 
from the fall without diminishing the service o f current claims. We see this as the only way 
to dig out Irom the hole that we are all in now.

3. The retirement and active claims would most efficiently handled from one office. The 
checks should also be cut and sent from  the office that they originate to cut down any 
possible delays in payment.

4. The benefit year should be the same for both retiree’s and active employees. Eveiy 
insurance company that we deal with has a calendar year as its benefit year. Making the 
active benefit with the state’s fiscal year may be easier fo r the Dept, o f  Administration but 
it makes it n*ore complicated fo r all the providers and participants.

5. Interest should be paid on all “ lost and improperly handled claims".

6. Revamping o f the Explanation o f  Benefit statement. Blue Cross and Aetna have many 
examples that they would be able to follow. Providers and Participants should be able to 
read and understand how the claim was processed.



7. Retirement and Benefits should increase their staff to handle the calls and changes they 
are responsible fo r implementing. They should undertake an intensive education program 
fo r all employees o f  the state.

8. The state should keep a very close eye on NYLCare to ensure that all the problems that 
have been identified arc corrected to at least the industry standard.

We thank you fo r undertaking tliis task and look forward to the result o f  your committee’s 
action.

cc: Gov. Knowles
Fran Ulmer 
Rep. Elton 
Rep. I Iodgins 
Rep. Hudson 
Rep. Vesey 
Rep. Duncan 
Rep. Majcsky



h n y ijCXre
m i l  H E A L T H  P L A N S

Northwest

NYLCare Health Plans 
Northwest, Inc.
1400 One Union Square 
600 University Street 
Seattle, WA 98101-11S8 
206 447 0757 tel 
800 654 3250 tel 
206 447 0762 fax

December 4, 1997

Dr. Henry I. Akiyama 
] 420 Glacier Avenue 
Juneau, Alaska 99801

Dear Dr. Akiyama,

Re: Request For Payment For Adm inistrative Services Other Than Medical Procedures

I am in receipt of your certified correspondence received and date stamped November 25th, 1997. 
Please be aware that NYLCare as the State of Alaska’s contracted medical benefits administrator does 
not have the ability to reimburse any provider or encumber the state other than for services 
rendered. After meeting w ith  your staff during my last visit; I can assure you that Kathy Odegard, our 
Senior D irector o f Operations, is doing everything in  her power to alleviate or mitigate any 
administrative burdens your office may be having. This has included phone numbers for direct 
contacts w ith  appropriate NYLCare staff and documenting each check sent to your office for services.

Although not intim ately involved w ith  each case in  question, I can state w ith  a high degree of 
certainty that all claim payment problems are not a result o f claim processing errors, but are the result 
of a combination o f things such as participant e lig ib ility questions, lack of COB inform ation or 
understanding COB saving application., State of Alaska actives not being aware of their benefit 
selection as part o f the implementation of flex, lack of understanding of NYLCare’s explanation of 
benefits, the unbundled b illing  of some laboratory procedures, and finally, NYLCare does some things 
differently than Aetna, the previous insurance company who underwrote the p rio r benefits for a 
number years. Yes, all o f this has led to a somewhat less than satisfactory implementation from your 
perspective, but NYLCare is committed to making it better which can be evidenced by the significant 
man-hours we have spent w ith  your staff in not just researching the issues, but resolving them.

Dr. Akiyama, what I can offer you at this point in time to mitigate some of the financial impact of the 
in itia l implementation is a prospective interim  payment based on services rendered, but yet to be 
reimbursed. Obviously, this w ill mean a reconciliation at some point in  time and is not a s o lu tr  to 
any new adm inistrative burdens you may feel that your office has acquired. It should be percei 1 as 
a good faith offer to lessen any financial impact of our new relationship and an acknowledgme by 
NYLCare o f the significant nature o f active and retired State of Alaska employees to your total patient 
base. If you would like to pursue this financial arrangement I can be reached at 206-442-4673. I 
anticipate being in  Juneau on December I5 lh and if  you would be available for d inner I would 
appreciate any insight you would be w illing  to share w ith  me.

Sincerely,

Michael D. Wiggins 
Director of Public Programs 

& Special Accounts

Indemnity coverage under Insured NYLCa.e health plans Is provided by New York Life Insurance Company or one of its affiliated Insurance companies. 

Coverage under other managed care health plans is provided by NYLCarc Health Plans Northwest, Inc.

NCS 0027 K051596



HENRY I. AKIYAMA; M.D., F.A .C .C., P.C.
INTERNAL MEDICINE 

ft CARDIOLOGY
1420 GLACIER AVENUE 

JUNEAU, ALASKA 99801
TELEPHONE (907) 506-6226 

FAX (907) 506-6155

November  20 ,  1997

M i c h a e l  W i g g i n s
D i r e c t o r  o f  P u b l i c  P r o g r a m s
and S p e c i a l  A c c o u n t s
NYL C a r e  H e a l t h  P l a n s
i-100 One U n i o n  S q u a r e
oUO U n i v e r s i t y  S t r e e t
S e a t t l e ,  WA 9 8 1 0 1 = 1 1 5 8

Dea r M r . Wi g g e n s ,

1 am b i l l i n g  NYL C a r e  f o r  t h e  e x t r e m e  i n c r e a s e  i n  w o r k  t h a t  has 
i m p a c t e d  my o f f i c e .  My b o o k k e e p e r ,  C a n d i  C o r c o r a n  i s  s p e n d i n g  
b e t w e e n  2 0 - 3 0  h o u r s  p e r  week  e x c l u s i v e l y  on p r o b l e m s  a s s o c i a t e d  
w i t h  NYL Ca r e  c l a i m s .  I  am s u r e  t h a t  i f  you c h e c k  y o u r  phone  l o g s  
and E - m a i l  mes s ag e s  you can v e r i f y  t h a t  t h i s  i s  t r u e .

Due t o  h e r  e n e r g i e s  e x p e n d e d  on NYL C a r e ,  o t h e r  a s p e c t s  o f  h e r  
j o b  have  had t o  be assumed by o t h e r  o f f i c e  s t a f f .  O t h e r  p a r t  t i m e  
s t a f f  have  w o r k e d  mor e  h o u r s ,  t h u s  c a u s i n g  a d i r e c t  i n c r e a s e  i n  
my o v e r h e a d .

1 know you a r c  w o r k i n g  h a r d  t o  c o r r e c t  t h e  many p r o b l e m s  t h a t  a r e  
a s s o c i a t e d  w i t h  a c h a n g e  o f  t h i s  m a g n i t u d e .  I do n o t  f e e l  t h a t  I 
s h o u l d  n o t  o n l y  see my a c c o u n t s  r e c e i v a b l e s  r i s e  t o  a d i s m a l  
p r o p o r t i o n  d i r e c t l y  due  t o  NYL C a r e  c l a i m s  bu t  a l s o  hav e  an 
i n c r e a s e  o f  my a c t u a l  p r a c t i c e  c o s t .

1 am s u b m i t t i n g  a b i l l  f o r  25 h r s  p e r  week a t  S 2 0 . 0 0  p e r  h o u r  f o r  
l o  we e k .  ( A u g u s t  1 -  No v e mb e r  21)  The t o t a l :  $ 8 , 0 0 0 . 0 0 .  P l e a s e
s u b m i t  p ay men t  t o  me w i t h i n  30 d a y s .

f w o u l d  be hap py  t o  d i s c u s s  t h i s  w i t h  you i f  you wan t  t o  c o n t a c t  
me d i r e c t  1 y .

S i n c e r e l y ,





TO: Alaska House State Affairs Committee 
State Capital Building, Room 102 
Juneau, Alaska 99811

FROM: Sandy R. Barron
3176 Pioneer Avenue 
Juneau, Alaska 99801

Phone:
Fax:

907-586-1621
907-586-2275

DATE: February 16,1998

RE: NYL Care Issues

I am writing this letter as the spouse of a retired Juneau teacher, who has been a member of the 
Alaska TRS retirement system since July of 1987, with retirement insurance benefits for both of 
us. I do all the family bookkeeping, therefor I submit the bills and follow-up claims. Since the 
takeover by NYL Care on July 1, 1997 the philosophy seems to be consumer beware.
Here are examples of some of the situations that I have encountered so far, along with backup 
information:
1) I paid for our doctor's appointments and sent in the claims to NYL Care. Numerous claims 
were never processed, so I have had to have the Doctor's offices resubmit these claims;
2) I am finding that claims are taking an average of 6 or 7 weeks to be processed or 
reprocessed. An example, a claim that was submitted on December 9, 1997 to NYL Care did not 
get back to me until February 2, 1998;
3) I submitted a claim under my name, but it was processed under my husband’s name. I 
found the error and called NYL Care to have it reprocessed under the correct name;

4) A claimant having out patient services at the hospital arc covered at 100%, but the claims 
were instead processed at 80%. I again called NYL Care to have the claims reprocessed;

5) My claims clearly showed the doctor’s visit had been paid by the claimant, but NYL Care 
instead sends the check to the doctor. Because most doctor's do not send out credit slips, I have to 
take my time and trace down my refund;
6) Under the column, charges excluded, more and more amounts of money are showing up
in this column to be paid by the patient;
7) Charges on many claims are being excluded, but no explanations are given on the form 
under notes, as to why;
8) I have several claims being processed and reprocessed. When I receive these it is taking
more and more time to verify that everything is correct and if not, it takes more time to call NYL 
Care and wait another 7 weeks for the claim to be reprocessed.
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f\ji]N^.s^"jUdiv•: fcamn-i... .I;uiy: -.
C h a in vo iin t; , 'v r k  <;i A b ' b r  Tonuu ioe-:
Hojiie 465 3713 
Fax 465 2581
~ J ‘ Ficc Phone 1-800-565 374 3

Dear Pop James:

This is in reference u> tin: hearing flint will be held February 3 in reference to N V i CA.ILE .

I am viriy concerned -thout rhe fact that payment o f our insurance claims have not been made 
to fiie locai piu.iuwi 11 v.. A. a retired teacher the school district of Sitka make p :yioems every 
month as part o f my retirement agreement and 1 pay the supplementary payment so that my 
linen iiid i ; also insured. We b id no complaints for the ten years that v/e were cooed for by 
Aetna. A ll claims were paid promptly by /'.etna a; die doctors, demists hospitals and 
pharmacies

No", t understand N o |. i«, a v-vy d if tc N iit  ton '. M ' :*<>"■ .'•.o' c - • w. ait * 1
7  thousand'. • d dollar.; due them it) fact they have received on.! , one v ry «■ ■ d• the .? ; 

since Aetna turned it o ve rt/*  . VI .CARE Thev cannot a ffo rd  lo keep ( i l V i] at.J us our 
medicine >r.d * v-eu-mg (he sir; dl co-pay * i- mcnr on ly  (bat we are paying ind iv idua lly  As a 
kit- ;i business ow ner I k now w hit I happens when we have huge outstanding payments duo us 
We rely on our local wb .trmauic? for ‘.he poisonal care that w e receive frp u t them. Please.do 
:o ine tllii) jr to i w u v :  Mud tin ' are pan! what ‘hey ate ywed so the a cun continue to funnel*, us 

w ith  the care . e cxpcc. ami have ah ’-a-y get ten h e m  liicm .

1 understand that lh* doctors. dentr is and imspilrik. etc are having similar problem? though I 
have no! asked them in f how much they lur e received, or are still owed

■ Y\\ c its b;*ek Aetn-i i* K ' l .  ( ARE 1 an n o t ' -oj; ?h. iv word and give 'is '!:•■: san ’ wages 
and pa> fo» .our tir-r*.5r-

Sincerely,

y  ! ?< fi t' - 1 &  *■'

Patricia Hielvat, Box IP 17 SiM't, AM 
f:b 74 / 8467. Fax* 7 17 4907 
e mail pbid<ar6?pli;ila;;!,<i net



Representative Jeannette James 
Alaska State Capitol 
Room 102
Juneau, Alaska 99801

Dear Representative James:

I  appreciate your recognition o f  the Problems w ith NYLCare Health Plans Northwest and 
the hearing you held on January 22 to help resolve these problems.
I testified from Kodiak and am submitting the follow ing as written documentation o f my 
testimony:

1. M y  wife is an active state employee and I am a retired former state employee. Therefore 
we have co-insurance w ith N Y L  and benefits should be automatically coordinated. The 
problem is that benefits are not automatically coordinated by N Y L  as was done by Aetna. 
Instead claims must first be submitted to the primary' insurer and then to the secondary 
insurer as i f  N Y L  was two separate companies. This causes substantial delays in payment 
o f  clinics and doctors and patient payment o f  interest on past due billings. I  have one 
medical bill fo r my son w ith  a service date o f August 12, 1997 that still remains unpaid by 
N Y L  because o f this problem. I have had the clinic re-submit the billing three times, called 
N Y L  representatives four times and was told that they would process the claim for 
payment, but it still remains unpaid.

2. Another problem is that N Y L  office for retirees insurance is in Concord, California and 
for state employees insurance in Seattle, Washington. This is very confusing to patients 
w ith co-insurance w ith N Y L  trying to resolve problems with claims and benefits that are 
coordinated. Often one office w ill tell me to call tL . other office first. Apparently the N Y L  
computer system is not cross-linked w ith employee and retiree insurance information. I 
would prefer one phone number to call and to speak with one N Y L  representative that has 
the ability to access all health insurance for employees and retirees in Alaska as was done 
previously by Aetna.

3. We need an up-dated handbook o f insurance information on coverage, procedures for 
claim processing, benefits, certifications, etc. by NYL. Although we were told that there 
would be no changes in insurance and that only the carriers are being changed, there are 
very obvious changes between the way N Y L and Aetna do business.

P.O. Box 593
Kodiak, Alaska 99615

(907) 486-3505 
January 24, 1998



4. The State contracted w ith  N Y L  for health in jrance even though N Y L  apparently did 
not have the capability that Aetna had to hand i  Alaska Insurance claims. A fte r six months 
o f transition time, N Y L  still has not developed a reasonable capability in efficiently 
handling our claims. There were problems w ith Aetna also, but they were minor compared 
to the the problems w ith N Y L.

5. Department o f  Administration needs to work with N Y L  over the next six months to 
improve the way they handle our Alaska insurance. Time limits and penalties need to be 
imposed. Claim processing and coordination o f  benefits for retirees and employee 
insurance needs great improvement as does payment o f late and overdue claims. I f  N Y L  
remains unsatisfactory, another insurance company, at least as good or hopefully better 
than Aetna, needs to be contracted. To improve service, N Y L  needs to consider 
expanding the existing Anchorage office to centralize all Alaska insurance processing out 
o f  the Anchorage office including ftill responsibility fo r claim processing and payment. A ll 
doctor and clinic claims need to be paid within a 21-day limit.

Thank you fo r the opportunity to testily at the N Y L  hearing.
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To Representative: Je:: mette A . James

Att. Barbara Cotting 
STATE AFFAIRS

As per your request I am writing about the prescription side o f  the Alaska Care Health 

plan, especially the R X  Benefit Express Scripts.

I  am a Retired State Employe 27 years and have been retired fo r 10 years. I  have 

never had problems w ith  the health plans.

Since N .Y .L . Care took over I  have had prob'ems.

1. Refusal o f  medicine. {Too  many pills} when I  was going traveling I  was refused 

medician they said I  had too many pills 7 pills more than the travel days. {Notice 

these were Heart Pills w ithout which I  would D ie.)

2. Note attached from  the Druggist from  Express Scripte {R efill To Soon}

The D octor had doubled the dose. So the pills had ran out.

The medications should be between me and the D o c to r-  The Drugist should only f il l 

what the Doctor orders. What happens i f  I should drop one p ill down the drain by 

accident then I  would be short.

In  Alaska w ith  long supply lines and a history o f  Natural Disasters. To not have a 

surpluss o f  Necessary L ife  saving medications is very foolish.
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Chairperson Jeanette James 
rtpfp Affgirs CommlttPft 
Juneau Alaska

Dear Chairperson James.

It has been brought to my attention that you are reviewing state policy 
concerning insurance benefits tor state employees. As a pharmacist I need to express 
my grave concerns about me State of Alaska making such deals and turning it's back 
on the pharmacies, pharmacists, and other health care providers tn the State oi 
Alaska What the stale has done is promote, by virtue of signing this contract is to send 
Alaska dollars out of the state. This was a bad contract and position from the start, 
the state is not saving dollars here The national Chamber of Commerce has data tnat 
says for pv$ry dollar spoilt vvilh-n tho community fstate) il benefits 4 o.thor_poople. For 
every collar seni ou< c l you :W o tlo ll*r for dollar We have a small checkii:g 
account, and the state wants to spend it ore outside7 Drug costs total only . spresent 
7% of nil health care dollar spent natio t wide Properly m anaged by pharmacist we 
can impact up to 30Vo of ail hospital dollars spent Pharmacy costs is the state's best 
buy Based on Alaska Medicaid data ycu should reward the pharmacist In the 
state, for their oifoits /at. you ily rewarded them by giving thorn only 6% over their 
no si 3d a to phy ; 1 i -u c right building The Permanent Fund arid any other 
in-c din ■ it. owv"’-; g-.vj , j j boftei. 'H-\c you every seen a Mail-Older ph arm try  
spenjor a ho'.i -c • r:an , \ \oulh soccer tear.,, v Yu: or. 0:;:-;l -event, F'O"-"* 
pantry, or any other local need" Why should the State of /.laika L • shout trio her,in. rs 
of promoting Mail order pharmacies. who does that serve? Who bc-nclits? for tlvat 
mc,!V; ’’ •'hopt the t hsins lilt* Wal-Mart. K-Mart & Prod Meyers? How do they 
Ix-mC.H the f ~jp1 •' ‘ I-* kn vi'u (heir profits? Where does it go? When the bfjtt? ol 
Alaska promote ‘ t.i.Wu v r and signs contracts vrno sl’uuld .* J I-I m r

write ’ogislnt'--,r- > w;. ' i t -  i V. cam 'n.-urenc-- and q ;. mi, ion! sm*r f*ot̂ nin-h f*
pharmacist? Hie public docs 3oe nlu ei-:. rdv^t

I have seen Iho mail-order pharmacies promote their own pioduus Muck 
MeJco (B'ur O r ,»s Eiu-f Shield) or promote their own Mail-Order pharmacies Now 
V: l r '-,rr t r vrr.-o - i'-v j mm because hey own them. A violation of medical .•ih.ir.s in 
i i/  / •<?. Is th'i ' i-in! ii •' Pjr-f--? ol - la ; ,-i wnr.t * *  p 1' e hdv in Fairbanks 
who would have yono 3 we <. »h e tf a ar.r-pl-.tMn; di m 'i< n.mn the rmil order 
pharmacy screwed up and her policy would not reimburse tier foi local service Why 
should the insurance companies be allowed to give preferences to mail-order over 
local pharnifloiv: It chculcJ Ka the o-hc-r way aiounct. How can t!nay write such policies 
In ih •> statr ? hour fjr^v no! the patients, its no» the S. ate of Ai?. !■ a, Iks not 
the local pharr i . < •’ 't-.u.vi be -o .a ;oi-n* unity A? 'h ~iy t‘vr. Is n »o ;«< lose 
siai'oauo

t aiv. : / »<y I n. v/ not bi '< bio I * te.V.i'y i » per:,on. b m use I have n job I am 
|v ipmg tho ric I i * i n  the stain ol Alaska, in Fairbanks. C all me l I 'ii *:". •; \ j

Sincerely out ;
G ' ” " " " . '    JWU l ’ r ! . .  t . . 'c ,  ,
BO Box 70103 Fairbanks Alaska 90707 452*2556(W)
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Testimony of Rep John Davies 
before the House State Affairs Committee 

Rep Jeanette James, Chair
January 22, 1998

Madam Chair, Committee Members,

Thank you for the opportunity to address my concerns regarding the management o f our 
health care plan by NYLCare. I have specific concerns and two general ones. The 
specific issues relate to the processing o f claims from me for reimbursement from my 
Health Care Recovery Account (HCRA), from the Fairbanks Memorial Hospital to 
NYLCare, and from the Eye C linic o f Fairbanks to VSP. The general ones have to do 
first, w ith  modern families that are blended and composed o f adopted, step, or shared 
children, and second, with unnecessary paperwork.

In November I called NYLCare to ask how to submit a claim to my HCRA. I was advised 
that I may not be eligible to apply since my son was claimed by my ex-wife on her federal 
income tax return. I called the State benefits office to ask how this could be, since my son 
was clearly listed as my minor dependent, my ex-wife had no health care plan, and our 
divorce agreement requires me to provide health carc insurance. Lisa Tourtellot advised me 
that my son should be eligible and that I should go ahead and submit my claim and that she 
would contact NYLCare to clear things up. On Dec. 2 ,1 mailed my claim to NYLCare. 
When we had heard nothing by the end o f the year, we called and found out that there was 
still a problem stemming from my son’s tax status. I called the state again, Lisa told me 
there was no problem and that she had told the head administrator at NYLCare to pay the 
claim. Last week we received a form from NYLCare that said that we had a 30 dollar clahn 
pending. No mention o f our 500+ dollar claim from Dec. 2! Post Script: On Friday, 
January 2 3 , 1 called Lisa to ask what to do next. She said that the tax status issue was 
resolved but there was now an issue regarding the secondary coverage. M y wife has health 
care benefits (including dental) with Welfare and Pension. It does not include orthodontic 
care. Lisa said NYLCare wanted me to submit the claim to W &P to get a denial. Because I 
don’ t want to burden W &P each time I submit a HCRA claim, I called W &P and they 
faxed me a copy o f the list o f things that are not covered, which includes orthodontia. I 
faxed diis list to the Juneau office where Freda (?) assured me she would expedite 
payment. I remain hopeful.

In August, both my son and I were served in the Fairbanks Memorial Hospital (FM II). 
They submitted a variety claims, some were paid in a reasonable amount o f time. Others 
were lost by NYLCare, resubmitted by FMH and still remain to be pa'd.

The Eye C lin ic o f Fairbanks lias had a long series o f problems submitting claims to VSP. 
While not all o f these are attributable to NYLCare or VSP, the situation with having a 
separate point o f contact for b illing vision claims contributes to the confusion and I think it 
would be better i f  vision claims could be integrated into the regular health care system.

There are many different blended family constellations possible, my wife and I each have 
children liv ing  with us who arc products o f previous marriages. It seems that modern 
health care systems should be able to accommodate this circumstance without requiring a 
lot o f extra steps. The basic solution seems to be: i f  the child is shown as a dependent by 
the employer, the provider should treat them as an ordinary child.

Davies lo Slate Affairs I l/2.V‘JK



There are many requirements of the present system that seem to force the generation o f 
unnecessary paperwork. Why should hospitals and emergency rooms not be able to 
consolidate bills from all o f the providers who work there? For each event, one b ill could 
be sent to the insurance manager instead o f 5 to 7, and i f  there is a secondary, 2 instead o f 
10 to 14. The bills to the secondary often may be for amounts not much different than the 
cost to process them. This is especially true o f pharmacy bills. A  number o f sim plifying 
possibilities come to mind. Why not have the secondary claim submitted automatically by 
the primary. Why not allow consolidated monthly status reports (only when claims are 
pending)?

Thank you very much for this hearing and the opportunity to address you.

State Capitol, MS 3100 
Juneau, A K  99801-1182

Davies to Stale Aflairs 2 1/23/98



FEE 0,1 '98 10! 14W'I t IT EDGECUI'IEE H S — . P . 1 IZD \ <•> *?(«i?A> r i  ' 1 ;

< 0

'fe .j X v fc J b

VkJb CW V\

(yt.s \  ‘ ^  ^X C ‘^ \X J ^ S W « -i. . C>J’--
• s V  > ‘ ~X_ V V--> G r t-c > -  <̂ >.t7<J_c; C'N-irXl. ''Je.^A A.*sv«o*i (JuC-TW

u  ^  - \ .  V  is', V  -4- V-
k

« iv w  0>JO»0 vVVvJ^/Vn ^ V o OJK•V Vij ' V-CLV

v.jO } -  O- r. ' ' 'i O' \  ) , y ..XV ^ ’>''j'Gi_t-4y<.^.£LAa->, V '.iii.cV 'i., »iVw  ‘ k
'a / ">S ..O-VN ,-.s'J. >  '•C c*. > \ VnS C"

C'v A~~ ̂J.OOi.N

§  s

l> >
\ )  - i A  S  < $ •

'KVi. k. V j^ c^  " * V ^ i Zt
rr

f,
* 11lS ^  * n

\ k J-— '"V x l 0/orV~^v.' \ o \  Ia X> CX
\  ' ^
Vi'^. rc ^ iiV ltx L .

('}■ _  tjW .  L  \
*jo u v^  V_^ G. ^ v v ^ X X  vJt'FNVAM/^ JO \

vM V  V:- v-v.,Vk / y . X v  v \  ^ ' ; . M ir- Nv
\  \»■ ■ V-' -«► •-x-' , ■'-<- j'OKV^ 'O W .^- '.V .-O  V<S '' uJ’ r '  >-.••

•A. ‘“ \v*}/ *V~ V V V *1->‘ \  . V. -X-' V̂ V  ^.V Sjx-V- '■“ ’5AL. •• Oi..‘.-'0‘. . cv. •
^  - i- 4  V "  V  , \  • V

' \  ...........t . ^  r ^ \  :  \ > , ............. , , &
' C vO . '"V'-TC-fL^. •' Vv?x>- '-< rl ! ! / K ' s

-X a I  VVi  ... -V -  C) v j : x 5 ) 1 ■ '
-  ■' ^ -'. ,G  r  i A

■ vOjV t<nLV4. wju.Av <̂J V

\
V)
•V

W , 1- *\f .1,jk*'./-K. -■- •s\

'•V -

t \ V  vV/MvO ,>•,.. ;V \   >
^••-w-hnnd JaxUammlK.Kto™ 7'7i 1.0r , ^ 7 ---------1
Jv'i, '  V“  FivaTTT- T•'- V - f ------------

*•
V

-XV



• b  ^  iV5' ^  L 't 
V  V ' J f -  , Z '

✓ V A ^ A ' V V

A i t  u  y\ y ^ 1 (/° y i

r M > V

V 7  M E M O R A N D U M

D A T E : Ja n u a ry  21,1998

TO: Barb C o ttin g

FR O M : D e n n y  D e W itt, L eg is la tive  A ss is tan t
R ep resen ta tive  M u ld e r  
Phone 465-2647 (T o ll Free 888-465-2647) 
Fax 465-3518
E -M a il: D enny_D eW itt@ leg is .s ta te .ak .us  

RE: N Y L C A R E  S enior Benefits

It  is m y  u n d e rs ta n d in g  tha t the state m ed ica l b e n e fit p ro g ra m  is re q u ir in g  re tirees o r  
spouses reach ing  age 65 to e n ro ll in  M ed ica re  P art A  and purchase M ed ica re  P art B. T h e y  
then have the state p la n  pay secondary.

I am  o f the  o p in io n  tha t th is  m ay n o t be cons is ten t w ith  federal re q u ire m e n ts  tha t the  
e m p lo ye r p la n  is p r im a ry  and tha t an e m p lo y e r canno t force o r entice  e n ro llm e n t in  
m edicare, especia lly  in  an a tte m p t to  save p lan  expenses and s h if t  those costs to  M ed icare .

I have been aw ay fro m  th is  issue fo r som e years n o w , b u t I w o u ld  be su rp ris e d  i f  th is  has 
changed m uch . There m ay be som e so rt o f e xe m p tio n  fo r states, b u t th a t w o u ld  a lso be 
new .

In  any even t, the state is tre a ting  its retirees d if fe re n tly  than  any o th e r e m p lo y e r, and i t  
o u g h t to  discuss w hy . I f  they are g e ttin g  aw ay w ith  i t  because the feds ju s t a re n 't p u s h in g  
states, w e o u g h t to k n o w  that. Some p r iv a te  e m p loye rs  m ig h t th in k  tha t is a b it  o f  u n fa ir  
co m p e tit io n  in  cost o f em ployees.

I w o u ld  apprec ia te  y o u r  ask ing  the N Y LC A R E  and state fo lks  abou t th is  issue.

mailto:Denny_DeWitt@legis.state.ak.us


G R E G O R Y  H .  D O S T A L ,  M . D . Surgery
W r 5 1 9 B B Plastic ami Reconstructive

3225 Hospital Drive, Suite 102 
luneau, Alaska 99801 
(907) 586-3068

Deai* Representative Hudson,

I recently had the pleasure of meeting one of your colleagues. As we 
spoke, our discussion evolved toward the topic of medical care. I 
understand that there have been some concerns arising with our 
insurance companies. I was encouraged to write.

I have been in Juneau for three years and I have already seen a 
rather disturbing trend regarding third party payers. Because of my 
involvement with injuries of the hand, I see a large number of 
worker's compensation patients. One year after I arrived, worker's 
comp unilaterally reduced their reimbursements rates 50 percent! 
Because of the uproar by health care providers, rates were 
readjusted to a 25% reduction six months later, with no retrograde 
compensation for the interim.

Federal regulators continue to target health care providers (surgeons 
in particular) to the point where some no longer accept Medicare, 
due to the significant reduced level of reimbursement 
(approximately 20-25 cents on the dollar). Fortunately from a 
strictly financial point of view, we have a relatively low number of 
Medicare beneficiaries here in Juneau. In places like Florida, 
practices that have a high volume of Medicare patients cease to 
become viable- if you have a practice overhead under 25% (which is 
exceptional) you might make it.

Unfortunately, insurance companies would like to follow the lead (if 
you can call it that) of the federal government, which seems to be 
supported at the national level. The president's directive on lowering 
the age limit for Medicare recipients is worrisome to say the least. 
There is a strong move to continue to decrease reimbursement, limit 
coverage, and burden the subscribers of policies and the people who 
provide health care. Unfortunately, there is only one senator on the 
national level who is a physician, and literally, a handful of 
congressmen with similar backgrounds. The road to help counter the 
powerful insurance lobbies and other special interests is a difficult 
and frustrating one.

MemberAMtiJCAN socimor rtAinc amjMcossi»in/vt suwicvrt tsc



On a local scale, I can give you an examples of what I consider less 
than appropriate behavior. I perform a number of procedures in our 
office (removal of moles and skin cancers for example). My bill 
involves a code/fee for the procedure, as well as a code/fee for a 
surgical tray. The cost of the instruments for a surgical tray (scalpel, 
surgical dissecting scissors, suture scissors, forceps, skin hooks, a 
needle driver, and sutures as a bare minimum) runs $700 to$1000. 
Additionally, my nurse cleans, sterilizes, and maintains the 
instruments for each procedure, a substantial investment of her time. 
We charge $50 for the tray. Blue Cross has sgeOrfiLto reimburse for 
the surgical tray. However Aetna and now(NYL Carehave not. The 
latter two companies have stated that the materials and supplies are 
covered under the procedure code/fee alone. However, if I perform 
the same procedure at Bartlett, the insurance company reimburses 
not only for the instrument tray, but also for a substantial facility fee 
(and the patient would have a substantially higher copay). I am 
penalized for trying to be more cost effective. If I am called in at 
night to suture a facial laceration at Bartlett, the insurance company 
will pay for a surgical tray and facility fee, as well as my service.
The end result is an inconsistent policy on behalf of insurers and 
confused and frustrated patients. NYL Care has told patients that I 
should raise my fees as compensation for the surgical tray, which I 
feel would be manipulative and misleading. Chances are, NYL care 
would also not cover such an increase and would attempt to pass it 
along to the policy holder.

I also perform various procedures for which we seek written 
preapproval, such as breast reductions ( to be sure that the surgery 
is functional and not cosmetic). We send the insurers a copy of our 
initial evaluation notes, the functional reasons an individual will 
benefit from such surgery, an estimated amount of tissue to be 
removed, a list of the procedural codes and surgical fees, and the 
need for a surgical assistant, as well as Polaroid photographs. We 
request, not only preauthorization, but also, a predetermination of 
benefits for an individual's policy. Not infrequently, companies will 
reply that 'benefits are available', but will not address the concerns 
about exactly what their coverage policy is. Recently, we have 
received preapproval for two such cases and have performed the 
cases, only to be denied surgical assistance coverage! these 
procedures take 5-7 hours; without an assistant, they would take an 
additional 2 hours). This type of handling of claims is downright 
fraudulent (we are appealing to the insurers presently). And, yes,
NYL Care is one of these companies.



In general, we have also seen a decreased reimbursement rate by 
NYL Care as compared to other providers. While some of diis may be 
reflected in cheaper policies selected by the insured, we still have 
quite a number of patients upset when they see the amount that 
must come out of their pocket despite an increase in their premiums. 
NYL Care typically responds that, "Your doctor's fees are above the 
usual and customary.." Unfortunately, they usually give no good 
reasons for their fee scale and refuse to comment on the comparison 
to the fees suggested by the American Medical Association.

Our surgical fees have remained the same, or in some cases have 
actually been lowered, compared to when I arrived three years ago. 
In no case was there an increase. Our office costs, rent, malpractice, 
salaries, and supplies all continue to climb. Insurance premiums 
continue to climb, but subscribers are getting less in return. 
Somebody is making out well.

Another worrisome issue was raised during my last clinic in 
Ketchikan. Apparently there is a move afoot to essentially force 
people to go to Seattle for elective surgical care because the facility 
fees are cheaper there. Champus (the coast guard’s insurer) already 
does this, although they are more than happy to have a Juneau doc 
take care of one of their people if it is a middle of the night 
emergency. SEARHC does this also, but sends its patients to 
Anchorage, where patients are covered by a different set of funds. 
These types of policies set bad precedents, wherein the residents of 
Juneau may eventually be forced to go south for any elecdve surgical 
procedure. This will dramatically effect the supply of health 
professionals here, and ultimately, die care of patients.

What to do about all of this? There are no easy answers, altiiough 
there may be some options - perhaps an Alaskan insurance program. 
Alaska has a relatively small population with significant financial 
backing. Perhaps some funding could come from the permanent fund 
(I suspect this might be politically unpopular). I am originally from 
Vermont and am continually amazed at what 'out of state' 
corporations have tried to do there. I see a bit of a resemblance to a 
variety of issues here. The concept of value added resources may 
include health care programs generated by the people of Alaska for 
the people of Alaska. I first came to visit Alaska 15 years ago. I still 
have a tee-shirt which I bought then, stating that, "Alaska is what 
America was." I hope it can stay that way.
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12/15, 1997 

Dear Rep. James,

As you can see I am having considerable problems with NYLcare. I have tried to solve 
them myself but to no avail. I contacted Claudette Kreuzenstein of the Benefits 
Division but received no assistance. I do not know how to get the insurance company 
to honor their obligation to me.

Have they been paying your bills correctly? Are they correctly tracking your OUT-OF- 
POCKET expenses?

I would appreciate any help.

Sincerelv,

r

C'.’myilocuincMsVm lean: hip



HELP!!! HELP!!!! H ELP!!!!! H ELP!!!!! H e lp !!!!!

Decem ber 15,1997

Janet L. D ow n in g  
P. O. Box 326 
Ester, A laska 99725 
# 523-48-2841

N Y LC are H ea lth  Plans N o rth w e s t 
E th ix
P .O . Box 91028
Seattle, W ash ington 98111-9128

A fte r m uch  fru s tra tio n  and a rea liza tion  th a t the q u a lity  o f y o u r  accoun ting  system  is 
lacking I am w r it in g  this le tte r in  hopes I can get y o u r  a tte n tio n  and A C T IO N !!!!!! I 
have called the custom er services m any, m any, MANY tim es asking  fo r  assistance and 
so far N O T H IN G !!! I asked the representa tives i f  I  sh o u ld  w r ite  le tte rs and they said 
no they w ere  supposed to handle  these p rob lem s. W ell, they have not.

The fo llo w in g  b ills  w ere su bm itte d  to yo u  fo r  p a y m e n t:

A ru a C h iu M D  m ed service 7 /1 0 /9 7  S69 C la im  # 72600270056 
A rua  C h iu  M D  m ed service 7 /2 2 /9 7  $108 C la im  # 72610130064 
A rua  C h iu  M D  med service 8 /1 1 /9 7  S69 C la im  #72600270057
L inda  Garcia M D  m ed service 9 /6 /9 7  S127 exc luded  charges $18 C la im  # 72650390092

These charges w ere  m is taken ly  pa id  a t 70°., no t the p ro p e r 80'V>. WHY??? You ow e 
me o r the c lin ic  an a d d itio n a l $35.50.
W H A T  does it  take to get th is m istake corrected?

N EXT:!!!!

This c la im  to Dr. C larice D u ke m in ie r has n o t been p a id  o r its non -p a ym en t exp la ined.
It was fo r an annua l pap smear.

7 /1 8 /9 7  $91 C la im  # 72370120055

WHY???
W H A T  does it  take to get th is m istake corrected?



The next BIG p rob lem  is the accoun ting  fo r  the "1997 O U T  OF PO CKET SATISFIED TO  
D AD E ". Y o u r system is no t tra ck ing  th is f ig u re  and is s tuck at 565.10.

A cco rd ing  to  the invo ices I have the a m o u n t shou ld  be a pp rox im a te ly : S551.90 m inus 
the a d d it io n a l 10% due on the above c la im s pa id  a t 70 %.
W H A T  does i t  take to  get th is m istake corrected?

N EX T!!!

Janet L. Downine 2

12/15. i9«7

C la im  #72820170067 as fo llow s:

P ro v ide r Service Dates A ctua l chgs Exclusions
Fairbanks M ed ica l 9 /8 /9 7 S 25.45 $ .51
M e m o ria l Services
H osp ita l
Fairbanks M ed ica l 9 /8 /9 7 S 7.50 S .15
M e m o ria l Services
H osp ita l
Fairbanks M ed ica l 9 /8 /9 7 S 5.79 S .12
M e m o ria l Services
Hosp ita l 
Fairbanks M ed ica l 9 /8 /9 7 S207.03 S4.15
M e m o ria l Services
H osp ita l
Fairbanks M ed ica l 9 /8 /9 7 $994.33 S 19.89
M em o ria l Services
H osp ita l
Fairbanks M ed ica l 9 / 8 / 9 7 $437.56 $ 8.76
M em o ria l Services
H osp ita l
T O T A L S1677.66 S33.5S

I am  requesting  a de ta iled  accoun ting  o f these exclusions. E xactly  w h a t services w ere 
exc luded  and W H Y . W hat co u ld  m ake a 12 cent d ifference? W ha t co u ld  m ake a 15 
cent d ifference? N o  reason is stated on the c la im  fo r the exclusions. A cco rd in g  to the 
representa tive  on the phone the reason was usual and cus tom ary  accord ing  to the 
p o licy  book. I s t il l w a n t a de ta iled  accoun ting  o f w h ic h  services w ere so m in u te ly  
looked at. Fairbanks M e m o ria l is the o n ly  c iv ilia n  hosp ita l in  to w n  so w h a t they are 
charg ing  is the U S U A L  A N D  C U S T O M A R Y  charge fo r services in  the co m m u n ity . No 
o th e r fac ility ' in  the Fairbanks area p ro v ide s  th is test!!!!!!!!!! Please reevaluate  y'our 
analysis o f  th is b ill.

C ’mviiociuiiaiLsyivlcaa’.hJp
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What I am asking is not unreasonable. I am paying for a service (contract) and relying 
on your prompt service. I have been prompt in paying my premiums even though they 
increased by $30/mo after your contract took effect. I am paying more for less 
coverage and the bills are not being paid promptly.

I am expecting a reply and action on these matters.

/</. k-tC V ''O i

'J

cc: Alaska governor's Office
Alaska State Benefits office 
ASEA office
State Senators and Representatives

Sincerely,

■ I'iL ir

C:'.’mydocumciHs\nylcare.hlp



Ju d ith  Erickson 
4465 Mountainside Drive 

Juneau, AK 99801 
(907) 586-3118

January 21, 1998

To: House State Affairs Committee

From: Judith E. Erickson

Re: Testimony Regarding NYLCare

My husband took his retirement from the State of Alaska last year. His retirement 
provides health insurance coverage for our family, which consists of my husband, 
myself and our two college-aged students.

In July 1997, my daughter was prescribed oral contraceptives by her doctor to try 
to cure an ongoing medical condition. I filled the prescription that month.

When my daughter had no adverse reaction to the drug and it seemed to be 
helping her. I filled six months of the prescription in August, so she could them 
with her to college. My pharmacist advised me that in order to get reimbursement 
for these drugs, I must submit a letter from my daughter’s doctor stating that they 
were prescribed for a medical condition.

I secured this letter and sent it into Express Scripts on September 3, 1997, with 
a claim for $185,68. Attached to the claim were a copy of the original letter from 
my daughter’s doctor and all seven original receipts. Fortunately, I kept a copy of 
the claim and a!’ the receipts.

When I had not heard anything from Express Scripts or NYLCare by November, I 
began calling about my claim. I was advised that neither NYLCare nor Express 
Scripts had ever received my claim, although other claims sent at the same time 
were received by NYLCare and processed.

Ms. Mary Hinson with NYLCare agreed in November to take over my claim. She 
said these prescriptions were reimbursable and that she would take care of this 
claim as soon as she received a copy from me. She asked me to fax her a copy of 
my claim and copies of the prescriptions. I did so on November 18, 1997. Ms. 
Hinson never called me back to advise me the status of my claim, despite 
numerous phone calls to her.

On November 24, I received an explanation of benefits from NYLCare informing 
me that my claim had been forwarded to Express Scripts for payment. There was 
also a note on this form that said the charges for these prescriptions exceed usual 
and prevailing allowance and additional information from the provider may be 
considered.



In mid-December, I received notice from Express Scripts saying that my claim 
was rejected because this medication was not covered under my benefits. Express 
Scripts only showed three of the seven prescriptions on this form. I called 
NYLCare again to find out why this was not paid after NYLCare had authorized 
payment. I spoke with a claims representative who said she would type up a form 
authorizing payment of this claim and would fax it to Express Scripts.

One week later, I still had not received reimbursement so I called NYLCare again 
and was turned over to a supervisor named Joyce Cannon. She told me she would 
look into this claim and get back to me. Ms. Cannon called me back on December 
17, and advised me that Express Scripts had issued me a check for $52.23, 
reimbursement for two of the seven prescriptions. She said that since six of the 
prescriptions had the same date, Express Scripts assumed that they were 
duplicates, despite having copies of each prescription form. Cannon said the 
check was in the mail and Express Scripts was advised to Issue me a check for the 
remaining five prescriptions.

On January 16, I called Ms. Cannon back to inform her that I had never received a 
check from Express Scripts. Every time I call Ms. Cannon, it costs me money. She 
does not give me an 800 number to contact her and never answers her phone. 1 
must talk to her answering machine every time I call.

Ms. Cannon called me back, told me the December check had been issued and a 
check for the remaining five prescriptions was sent to me on January 6, 1998. If I 
had not received it, she suggested that she ask Express Scripts to reissue the 
check,

I called Express Scripts that day myself and after being put on hold for 25 
minutes, I was told they had never issued me a reimbursement check for this 
claim. I was advised by Ms. Pat Gerran that I should contact NYLCare about this 
claim.

I called Ms. Cannon back to tell her what Express Scripts had told me. I once 
again had to leave a message. She got back with me on January 19, and told me 
that Express Scripts had Issued these checks and she would have them reissued.

This past week, I had an appointment with a local orthopedic surgeon. I was 
referred to this doctor by my general practitioner. I know this doctor well, since 
he had treated my son for an accident and also performed surgery on him. In the 
past, this doctor billed my insurance. This week, I was asked to pay the $315 
charge at the time of service. The doctor’s staff told me they are now requiring 
payment at the time of service because of the extreme problems they are 
experiencing in getting reimbursement from NYLCare.

I appreciate your attention to this issue. I know that my problems are probably 
quite small in comparison to many.

cc: Commissioner Mark Boyer
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To: Representative Jeanette James, Chair 
State Affairs Committee 
l-ax 465-2381

From: Juneau Drug Co., Inc 
202 Front Street 
Juneau Alaska 9980)
Rhone: 586-1233 
lax : 463-3848

Juneau Drug is a locally owned business that employs two pharmacists year round and an additional pharmacist 
during thejummcr months. Wo contract w ith Alaska Medicaid, most Hluc Cross o f Washington and Alaska and the 
State NY I. ('arc health insurance plans to provide pharmacy services.

Out concern with NY1. ('are focuses on mail order services provided by the insurance company, for the 
following reasons:

1. ' Economic: Mail order can decrease the number o f prescriptions filled by our store causing decreased 
income and ability to employ pharmacists. Without pharmacists the store would close, eliminate 6-8 Alaskan jobs (3  
pharmacists and 3-4 non-pharmaicists) and decrease tax dollars for the city, state and federal governments.

2. Patient Rights: Mail order decreases the patients right o f access to care by the pharmacy o f choice.
( lustomcrs use mail order due to lower copays and increased authorized quantities per f ill.  'Ih is is unfair to Juneau 
Drug and the patient.

♦

3. Pharmacist Liability: Mail order decreases the pharmacist’s ability to maintain adequate patient profiles 
making it more d ifficu lt to chock for drug interactions and contraindications. Incomplete profiles increase our liability 
and decrease patient safety.

4. Customer Contact: Mail order eliminates possible face to face customer contact and the pharmacist's 
opportunity to observe or discuss compliance, adverse reaction or inadequate medication response.

5. lithical Issue: We do not believe that N YL Care should own the mail order pharmacy and direct business to 
their own pro lit.

JUNEAV DRUG PAGE 01

f tc5<r i o V =\2>

Thank^ou for your attcntiom
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M o m e  c a r e
of Juneau

3200 Hospital Dr. Suite 100 V Juneau, Alaska 99801
(907)463-3.113 ▼ FAX 463-3835

F A X

To:

Phone: j 
Fax chone: —

Phone: (907) 463-3113
Fix ohonc: (907) 463-3835

REMARKS: □  Urgent q|/ Foryyour review Q Reply ASAP Q Please comment

g i .  ( U d * J  AlJjU £ W  

j)Uik Ca M  jf fa * * *

If you have problems receiving this fax, please call 463-3113.
This transmission is private and confidential and b Intended only for the u seo f  the Individuals(s) named above. If you are not 
the intended recipient, bo advised that unauthorized use, disclosure, copying, or distribution of this Information Is strictly . 
prohibited. If you have received this transmission In error, please Immediately notify us by telephone to arrange for return of 
thlJ material to us. ••
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Date: February 3,1998 

From: Marianne Freebury, R. N.

I  was informed that there is going to be a legislative hearing on Alaska N YL Care. 
I am a Clinical Care Coordinator for a Hospice and Home Care Agency in Juneau, AK. I  
work with insurance companies on a daily basis, including Alaska Care, and would like to 
share some o f my experiences.

On several occasions I  have had to call to get pre-authorization or benefit 
information for prospective clients. On more than one occasion, I  have had to call one 
number, only to be referred to other numbers that never connect me with the department 
that I need to talk to. There are times that I  am on the phone for an hour or more just 
trying to get benefit information. The agents are apologetic and tell me that the phone 
systems are d ifficu lt to navigate through. The process o f obtaining information is both 
time consuming and extremely frustrating.

The people on the other end o f the phone are always pleasant and sound like they 
know what they re talking about. I had my doubts about this, however, when I  would ask 
different benefit and pre-authorization people the same questions and get totally different 
answers about benefit information and what the client w ill need to pay out-of- pocket and 
when the fiscal year begins and ends.

Another problem that I have had is about a client that wished to access her long 
term care coverage. I  inquired about it fo r her last November. This is February and wc 
finally have the papers in hand and filled out. I  was told that we weren’t allowed to assist 
her with this. It was something that she had to deal with on her own. It took one month to 
send the paperwork out to her. I t  was sent Dec. 19. She never received it. She managed to 
get them to send more papers. I  was told that her 90 days o f self pay would not take effect 
until the completed paperwork was received by the insurance office. It would not be 
retroactive. This is grossly unfair for this poor lady. She w ill end up having to wait 6 
months for her coverage to finally begin paying. A ll o f this was w ithin the control o f the 
insurance company. The client had no control over this.

I am not certain what, i f  anything, can be done to improve organization, the phone 
system and communication w ithin the insurance agency. I  do know that until something is 
done, I w ill have to allow for extra time and hope that the information I  receive is 
accurate.
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North Pole Prescription Laboratory
f& /l (W Santa Claus Lane 'W tM t 

North Pole, Alaska 99705 
(907)488-3555

FOP. YOUR INFORMATION L, )

Date:   Pages:  LL--

To: ' I —  Fax Number: /
Frow; Ik t'th  Fax Number 3 z ^  ̂

Subject:   ■  - - ■
h !  ^ fL d / x ie ,  ^ J e o M - fe u u A js -

  --------------------------------------------------------- s---------
CONFIDENTIALITY NOTICE

Tills transmission is intended only for the use o f the individual or entity to which 
it Is addressed and may not be released to any other agency. The information 
contained svithln this transmission is protected. I f  the reader o f this message is 
not the intended recipient you are notified (hat any disclosure, distribution or 
copying o f this Information is prohibited. I f  you h?ve received this trapsmission 
in error, please notify us immediately, by telephone, and return the original 
documents to us at th« above address via the United Slates Pasutl Service.
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North Pole Prescription Laboratory I J v  wj
145 Santa Claus Lane • Suite 102 J J (s L

North Pole, Alaska 99705 
(907) 488-8555
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North Pole Prescription Laboratory
!-5 Suntu Clnus Lane • Suite 102 

North Pole, Alaska 99705 
(907) <488-8555
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Kiteatfs,
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D ear R e p re s e n ta tiv e  J e a n n e tte  James,

R e c e n t ly  we re c e iv e d  a l e t t e r  from  th e  A la s k a  P h a rm a c e u tic a l 
A s s o c ia t io n ,  th ro u g h  o u r lo c a l  S itk a  pharm acy, re g a rd in g  a 
S ta te  o f  A la ska  N y lc a re  H e a r in g . We have been encouraged  to  
speak o u t  and l e t  you know how th e  new in s u ra n c e  p la n ,  
s p e c i f i c a l l y  th e  m a il  o rd e r  p r e s c r ip t io n  d ru g  p la n ,  has a f fe c te d  
us as co n -um e rs .

L iv in g  or on is la n d  in  S o u th e a s t A la s k a  means o u r m a il and 
p r e s c r ip t  .o n s , comes in  w i th  th e  p la n e s . I t ’ s no s e c r e t  o u r 
w e a th e r e f f e c t s  th e  com ing and g o in g  o f  th o s e  p la n e s .
T h e re fo re  i t  i s  an in c o n v e n ie n c e  to  th e  consum er t o  have to  
m a il o rd e r  m a in tenance  m e d ic a tio n s  and be c e r t a in  to  have them 
a r r iv e  i n  a t im e ly  m anner. The m a il  o rd e r  co -p a y  i s  a n ic e  
in c e n t iv e  to  use th e  m a il o rd e r  p r e s c r ip t io n  s e r v ic e ,  however 
i t  ends up b e in g  more o f  a f in a n c ia l  h a rd s h ip  f o r  im m ed ia te  
and s h o r t  te rm  m e d ic a t io n s .  New Y o rk  L i f e /N y lc a r e  In s u ra n c e  
Company d o e s n 't  make r e c e iv in g  p r e s c r ip t io n s  a smooth t r a n s a c t io n  
w ith  o u r  s m a ll lo c a l  pharm acy under t h e i r  p re s e n t p r e s c r ip t io n  
p la n .

B e ing  a h e a lth c a re  p r o v id e r  m y s e lf ,  I  have co n c e rn s  a b o u t c l i e n t s  
n o t r e c e iv in g  th e  fa c e  to  fa c e  c o u n s e lin g  t h a t  i s  needed when 
m e d ic a tio n  i s  p re s c r ib e d .  Not to  m e n tio n  a s s is t in g  th e  c l i e n t  
in  b e in g  b o th  s a fe  and kn ow le dg ab le  when ta k in g  s e v e ra l 
p re s c r ib e d  m e d ic a t io n s . I  am aware th e  m a il o rd e r  p r e s c r ip t io n  
s e rv ic e  o f f e r s  some w r i t t e n  d i r e c t io n  f o r  ta k in g  m e d ic a tio n s  
p ro v id e d ,  b u t a g a in ,  th e re  a re  c l i e n t s  who do n o t read  w e ll  
and a re  em barrassed t o  ask f o r  a s s is ta n c e  in  u n d e rs ta n d in g  th e  
d i r e c t io n s .  Would th e re  be l e g a l i t i e s  in v o lv e d  r e la t i n g  to  
c l i e n t  e d u c a tio n  is s u e s ?  I t ’ s a f a c t  th e re  a re  l e g a l i t y  is s u e s  
in  o th e r  h e a lth  r e la te d  s e rv ic e s .

B e s id e s  b e in g  a consum er o f  p re s c r ib e d  m a in te na nce  m e d ic a tio n ,
I  w ou ld  a ls o  to  l i k e  to  speak up on b e h a lf  o f  o u r  lo c a l  pharm acy. 
These p e o p le  a re  w i l l i n g  and a b le  p ro v id e rs  who go th e  e x t ra  
d is ta n c e  to  e nsu re  o l i c n t  s a fe ty  and e a t is f a c t io n .  These 
s e rv ic e s  a re  v a lu a b le  co m m od ities  to  o u r com m un ity . I  w ould 
l i k e  to  see th e  New Y o rk  L i f e /N y lc a r e  In s u ra n c e  Company w ork 
w ith  o u r  pharm acy to  p ro v id e  a more im m ed ia te  and f r i e n d l i e r  
co -p a y  system .

Thank you f o r  a l lo w in g  me th e  t im e  t o  v o ic e  o u r  p rob lem s and 
c o n c e rn s .

109 B a h r t  C i r c le  
S i t k a ,  A la ska  99835



Michael J. Kirk
P.O. Box 20844 

Juneau, Alaska 99802

F eb ru ary  4, 1998

H on. Jean e tte  Jam es, C hair 
H ouse S ta te  A ffairs  C om m ittee  
S tate C apito l 
Juneau , A laska  99811

Re: W elcom e to N Y L C are  

D ear R epresen tative  Jam es:

W elcom e to N Y L C are is the title  o f  the slick  PR m anual d istribu ted  to  retirees 
by the State o f  A laska R etirem ent &  Benefits D ivision and the N ew  Y ork L ife Insu rance  H ealth 
Plan.

M y local physician  recom m ended that I be hospitalized b riefly  in Seattle  for 
diagnostic w ork . Let me describe the welcome I received from  N Y L C are on January  26  and 27 , 
1998:

On page  3 o f  this booklet, we are  inform ed under Checking into the H ospital:

Let us know before you're hospitalized. For a pre-schedtiled admission,
you and your provider must contact NYLCare fo r  ceriification at least 14
days in advance o f the admission...
For emergency admission, you or a friend or a family member must
notify us within two working days or as soon as reasonably possible.
I f  you do not receive certification, your benefits will be reduced.
[Ita lics added .]

On January 26  I spent one hour and 30 m inutes, and again on January  27, 1 hour 
and 15 m inutes, trying to carry out these instructions, on the telephone, arranging  fo r certification  
for hospital adm ission, for transporta tion , and for ou t-patien t housing. A fter being shunted back 
and forth on the phone from  office  to office and back again in several cycles, here  is w hat I was 
told:

(1) that I w ould  not receive adm ission certification  in w riting . T herefo re  I have no real 
p ro o f o f  certifica tion ;

(2) that I will be reim bursed transportation costs (the norm al one-half) only i f  the result o f  
the d iagnostic  p ro ced u re  was that treatm ent was necessary , i .e . ,  even though m y docto r advises 
the diagnostic procedure, I have to take a gam ble on the resu lt, and the system  discourages people



from  seeking  d iagnostic  treatm ent; and

(3) th a t I w ould not receive financial assistance w ith needed ou t-pa tien t housing , even 
though it is requ ired  for this prescribed  m edical se rv ice ..

I find the tone and content o f  the W elcom e manual to be b iza rre  and  in tim idating .

I find the instructions to be  particu larly  bew ildering fo r m ost e lderly  fo lks, m any 
o f  w hom  are  infirm  and need special assistance in understanding th e ir  benefits.

I find the N Y L C are im plem entation process to  be, a t  best, chao tic , and a t w orst, 
it results in w hat I believe is w rong inform ation and d iscouragem ent from  seeking  m edical help .

T o  N Y L C are , I ask , Is your m ain concern  fo r the c lien t o r  fo r your
stockholders?

To the State o f  A laska and its R etirem ent and Benefits D iv ision , I ask  w hether it 
rea lly  know s how  to en fo rce  m edical care  m anagem ent contracts w hich requ ire  va lue  to be 
received fo r paid contracts.

T o  this com m ittee, I ask w hether this healthcare  system  should  really  be  called
C A R E -22  ?

W ith W elcom e manuals like this -- and a  chaotic  adm in istra tion  beh ind  it -- w ho 
really  needs a w elcom e m at?

S incerely,

M ichael J. K irk

P .S . It w as en ligh ten ing  to read in the manual for retirees the instruction to  seek certifica tion  at 
least 60 days before expected maternity hospitalization. P erhaps N Y L C are believes their retirees 
are more active than is com m on. O r perhaps it indicates that N Y L C are  gathers its basic  facts on 
the facts o f  life  the sam e w ay it gathers its facts on health care.

cc: Jim  A yers, G o v e rn o r’s O ffice
C om m issioner, D epartm ent o f  A dm inistration 
D irec to r, D ivision o f  R etirem ent and Benefits
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FOOD'S c o : 6411 A STEET ANOHORAGE, ALASKA
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Monday, February 09,1998

To: Representative Jeanette James
Chairwoman. State of Affairs Committee

From: Martin Krull
Director of Pharmacy, Carr-Gottstein Foods, Inc.

Subject: NYLcare mail-order hearing February 10,1998
Dear Representative James:
Carr-Gottstein Foods, Inc. d.b.a. Alaska Managed Care Pharmacy has operated a 
mail-order pharmacy out of Anchorage since 1994. We service several union based 
Medical Trust Funds for mail delivery only of prescription medications.
If the NYLcare mail-order contract had been made available to us, there would be 
an Alaskan based company servicing Alaskan employees. This would allow locally 
earned dollars to remain within Alaska.
Our mail-order pharmacy staff is familiar with the special conditions that apply to 
mailing prescriptions in temperature extremes throughout Alaska.
We are locally based and pride ourselves in serving our clients in a timely fashion. 
Also, a pharmacist is always available during the same hours as the members local 
physicians, which prevents us from having to contend with time zone conflicts. This 
also allows the pharmacy staff to consult with physicians and members on a real 
time basis.
Thank you for your time and consideration.
Sincerely,

Martin Krull 
Director of Pharmacy 
Carr-Gottstein Foods, Inc. 
Phone 907-565-7590

Ron J. Miller 
Manager
Alaska Managed Care Pharmacy



J a n u a ry 22, 1998
R e p r e s e n t a t i v e  J e a n n e t t e  Jam es  
ATTN: M y rn a  M cG h ie
S t a t e  C a p i t o l  B l d g .
J u n e a u ,  AK 99801

D ea r  R e p r e s e n t a t i v e  J a m e s :

T h i s  l e t t e r  i s  s u b m i t t e d  a s  t e s t im o n y  r e l a t i n g  t o  y o u r  NYLCare h e a r i n g s .

I  h a v e  a  R e im b u r s e m e n t  A c c o u n t  ( to  c o v e r  my o u t - o f - p o c k e t  e x p e n s e s  w i t h  p r e ­
t a x  d o l l a r s ) . My y e a r - e n d  s t a t e m e n t ,  a t t a c h e d ,  sh ow ed  n o  c l a i m s  o p e n .  
H ow eve r ,  t h e r e  a r e  w e l l  o v e r  $900 w o r t h  o f  c l a im s  p e n d in g ;  a lm o s t  $700 w o r t h  
h a v e  b e e n  p e n d i n g  f o r  a b o u t  t h r e e  m o n t h s .

A c c o r d i n g  t o  N Y L C a re ' s  " P a r t i c i p a n t  I n f o r m a t i o n "  b r o c h u r e ,  c o p y  o f  r e l e v a n t  
p a g e  a t t a c h e d ,  my r e im b u r s e m e n t s  a r e  s u p p o s e d  t o  happen  " a u t o m a t i c a l l y "  a f t e r  
t h e  p r o v i d e r  i s  p a i d .  T h i s  " a u t o m a t i c "  r e im b u r s e m e n t  t o o k  o v e r  t h r e e  m on th s  
f o r  t h e  $96.25 t h a t  I  h a v e  r e c e i v e d  t o  d a t e .  (Copy o f  r e c o r d  a t t a c h e d ,  
s h o w in g  c l a i m  d a t e  o f  J u l y  24, 1997 a n d  r e im b u r s e m e n t  d a t e  o f  N o vem be r  1, 
1997 . )

S u b s e q u e n t  p a ym e n t s  t o  my d e n t a l  p r o v i d e r  b y  NYLCare o c c u r r e d  on O c t o b e r  24, 
1997 ( f o r  O c t o b e r  3 s e r v i c e s )  a n d  D ecem be r 17 ( f o r  O c to b e r  28 s e r v i c e s ) . My 
c o p a ym en t  f o r  t h e s e  tw o  d a t e s  t o t a l e d  $674, a n d  I  a l s o  s a t i s f i e d  my $250 
m e d i c a l  d e d u c t i b l e  i n  N ovem be r . T h i s  t o t a l s  o v e r  $900 o f  e l i g i b l e  c l a im s  f o r  
r e im b u r s e m e n t ,  b u t  I  h a v e  y e t  t o  r e c e i v e  a n y  r e im b u r s e m e n t  f o r  t h e s e  am o u n t s  
f r o m  NYLCare  ( a n d  t h e i r  y e a r - e n d  s t a t e m e n t  sh ow s  no  "o pen  c l a i m s " ) .

T h i s  s t a t e  o f  a f f a i r s  i s  u n c o n s c i o n a b l e ,  e s p e c i a l l y  s o  i n  l i g h t  o f  t h e i r  
p i t h y  l i t t l e  s t a t e m e n t  a t  t h e  b o t t o m  o f  t h e  y e a r  en d  f o rm  t h a t  s a y s  "Any 
a c c o u n t  b a l a n c e  r e m a i n i n g  90 d a y s  a f t e r  t h e  en d  o f  t h e  p l a n  y e a r  w i l l  b e  
f o r f e i t e d .  " T h e y  a r e  n o t  e v e n  r e c o g n i z i n g  t h a t  c l a im s  e x i s t  w i t h i n  90 d a y s  
o f  t h e  s e r v i c e !  ( I 'm  g l a d  t h e i r  m i s h a n d l i n g  o f  my a c c o u n t  i s  c c c u r r i n g  e a r l y  
i n  t h e  p l a n  y e a r  s o  t h a t  t h e r e  i s  some hope  o f  g e t t i n g  t n i n g s  s t r a i g h t e n e d  
o u t  a n d  a v o i d i n g  t h e  o b v i o u s  "Ca tch-22" i n v o l v e d  i n  t h e  90-day d e a d l i n e . )

A n y t h i n g  y o u  o r  o t h e r  s t a t e  o f f i c i a l s  c a n  do t o  im p ro v e  N Y L C a re ' s  p r o c e s s i n g  
w o u l d  b e  g r e a t l y  a p p r e c i a t e d .

S i n c e r e l y ,

T h e r e s a  M. L a u t e r b a c h  
L e g i s l a t i v e  C o u n s e l
D i v i s i o n  o f  L e g a l  a n d  R e s e a r c h  S e r v i c e s  
L e g i s l a t i v e  A f f a i r s  A g e n c y



NEW YORK L IF E  INSURANCE COMPANY 
51 MADISON AVE 
NEW YORK, NY 10010

THERESA M LAUTERBACH 
ADD F ST APT Nb 
JUNEAU, AK TTAQl—1A75

03171 YEAR-TO-DATE PARTICIPATION SUMMARY
STATE OF ALASKA

F o r The P e r io d  B e g in n in g  0 7 /0 1 /1 9 9 7  T h ro ug h  1 2 /3 1 /1 9 9 7

P la n  Y e a r 0 7 /0 1 /1 9 9 7  To 0 6 /3 0 /1 9 9 8 -,

D a te : 0 1 /0 6 /1 9 9 8

*  *  *  REIMBURSEMENT ACCOUNT ACCOUNT SUMMARY *  *  *
^ f-~ j C\. f /' L?\ii,Lc --Ctc.Vo»—■f^

A n n u a l E le c t io n $ 9 6 0 .0 0

C o n t r ib u t io n s  
C la im s  P a id  
C la im s  Open ------

C u r r e n t  A c c o u n t B a la n c e

$ 4 0 0 .0 0
$ 9 6 .2 5

$ . 0 0

$ 3 0 3 .7 5

UU

* 0 ^

ANY ACCOUNT BALANCE REMAININp 90 DAYS AFTER THE END OF THE 
PLAN YEAR W ILL BE FORFEITED. _  _ _

99801187500



Reimbursements are processed on or about the 
month.

Requests for Reimbursement

A/y L C &-vL-

15th and 30th of eachX i

l - k 1. | M ^ -

To be reimbursed for eligible expenses, please follow these procedures:

Submit the claim to all health care plans first. You will receive an 
Explanation of Benefits (EOB) showing your out-of-pocket expenses. If 
AlaskaCarelrffre nrral~pay^r of you claims, any out-of-pocket expenses 
w ill be automatically forwarded for payment from your HCRA.

If AlaskaCare is not the final payer or you have services which are not 
covered by that plan, you should complete all sections of the HCRA 
reimbursement form and sign the form. Forms are included with this 
material. Additional reimbursement forms may be obtained from 
NYLCare, your human resources officer or the Division of Retirement 
and Benefits.

• The original EOB and copies of itemized bills or, if the expense is 
not covered by a health care plan, the original itemized bill, must be 
submitted with a reimbursement form.

• Photocopy the EOBs and/or itemized bills and the reimbursement form 
you are submitting for your records, as all originals become the property 
of NYLCare, and we will not be able to return them to you.

• Send the completed reimbursement form and original documents 
to the address at the top of the reimbursement form.

You can submit requests for reimbursement for eligible health care 
expenses that are listed on page 6. You may not submit any expenses that 
will be reimbursed by any other health plan coverage or any expenses 
which you will claim as a deduction on your Federal income tax return.

You may submit requests for reimbursement any time during the plan 
year and up to 60 days beyond the plan year end (extended period), 
for expenses incurred during that plan year.

A
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.  NYLCAKK HEALTH I'LANS, INC. 
180 SIIKKKK lll.VI) SUITE H00 

I* L A N S EXTON, 1»A IV.Ml
(800)666-3168

E X P L A N A T IO N  O F  PA Y M E N T  
PLEASE DETACH AND SAVE FOR YOUR RECORDS 
0767 CHECK NO: 0000028481 
NOVEMBER 01, 1997

THERESA M LAUTERBACH 
aOQ F ST APT NL>
JUNEAU AK 'n a O l - l f lT S

■ fw < ,

-  L—-* C' '* 1 .
\ >• p * 1

FLEXIBLE SPENDING ACCOUNT - ADMINISTRATIVE SERVICES
POLICY #: 
EMPLOYEE NAME: 
EMPLOYEE ID: 
CLAIM #:

G20723 
THERESA M 
4 8 4 6 0 7 6 4 8  
000001443

STATE OF ALASKA 
LAUTERBACH

Claim Account Amount Amount
Date Type Eligible Paid

07/24 - 07/24 HEALTH CARE 96.25 96.25

Amount
Pended

0.00

Amount Not 
Eligible 

0.00

TOTALS 96 .25 96.25 0.00 0 .00

Plan Year 0 7 / 0 1 / 9 7  - 0 6 / 3 0 / 9 8 Health Care Dependent Care
Annual Election 960 .00 0 .00

Year To Date Contribution 240 .00 0 .00
Claims Previously Paid 0 .00 0 .00
Payment Adjustment 0 .00 0 .00
Claims Paid This Check 96 .25 0 .00
Claims Pending 0 .00 0 .00
Account Balance Remaining 143.75 0.00

99801187500
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U Oo<f wĉ <zU Aterre- dn>*^b  ̂-hl-d. p&dt*nd *%s70 Ij&vG- 
Jt? p d y ^ c j '& r  +di& . t s r &7 d  Ujo ( Y t r n 'l  ~

d'ic. p&dho*\i-~ *iJ*> (l 7̂3crC- 4c> yz> dl'i’U^Sf c. X*rv~

2- 9-98 ;10:50AM ;DOT&PF 7-MILE,JUNEAU-* ;# 1/ 4

Y h & V i k .S y c > c t ^  h e l p

T fate.L as b & > e

<<>

P' 'US'- 752>£



SENT BY: 2- 9-98 ; 10:50AM ;DOT&PF 7-MILE,JUNEAU- 2/ 4

February 8,1998

Reference: Coordinated Benefits

NYLCtre Heilth Plans Northwest 
P.Q Bax 91028 
Seattle, WA 98111-9128

Attention: Audio Claim Service*

To Whom It May Concern:

This letter to you is multi-purposed in nature. The following will substantiate my claim*, arguments and disprove your 
claim*. I will also show, that even though AETNA had ha failings, they at leaat gave the State of Alaska and her 
employee# a heck of a lot more personal attention and insurance coverage for the amount of premiums paid.

When I first started wearing hearing aid appliances 12 years ago, Aetna always paid the maximum allowable for both of 
our policies under Coordinated Benefits, with no arguments or hassles what to ever. Miracle Ear was the supplier of 
my first two devices end Beltone, before this claim. As in the p i at, this service provider submitted the insurance claim 
forma using the coordinated benefit! only to be denied by NYLCare. When we contacted NYLCart on 2/6/9B wt 
were told that this type of benefit claim was not extended to ita clients, never waa and neve*’ will be. I explained to your 
representative (Daniel) thit Aetna always extended the coordinated benefit coverage to ua for hearing aids. Daniel then 
tells me that he use to work for AETNA and that they hid never extended the coverage as I explained i t

I f  you take the time to review the enclosed documents, you will sec that his claims and your company policies Me in 
error 1 then asked him that if the State of Alaska is paying two full premiums for my wife and I, why is coverage only 
extended on one policy? HELLOlt...Please pass the oil...Someone is getting shafted and it sure isn’t NYLCarc.

Your company’s coverage to the employees of the State of A lula is being scrutinized and is currently under 
investigation by our cur rent Legislative session- As fat as I am concerned, your company and literature distributed 
before our acceptance of you waa nnslerding. Our coverage was supposed to remain die tame!

As of thit writing, 1 have now joined the ever-increasing number of employees that ore tired of fighting with you folks 
on rvvfy claim in such a short period of time. 1 will also testify aod present this claim to the necessary groups. I have 
copied this to the State of Alaska Insurance Commission, The State of Alaska Legislature and the Insurance Benefit 
Committee for State Employees.

I also believe that if you are not going to honor both of our iniurioce policies, you should at least refund the State of 
Alaska one of the premium* that i* being paid to you.

Sincerely,

Doughs & Csren Lowe 

Enclosures (3)

cc: State of Alaska Legislature
State of Alaska Insurance Commission 
Ins. Benefit Committee For State Employees

P.O. BOX JJS72 
JUNKAU. AK 9910,S
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(UVflft, 199a 11:25 9077932359 BELTOlE HEA&lNG CTR PAGE 01

AETNA LIFE INS CO-AETNA HEALTH PLANS 909-00053
P.O. BOX 21645 
SEATTLE, WA 90111

EXPLANATION OF PROVIDER PAYMENT

PAGE 1
II,I..I.IhImI.II I I U I U . U „ ! I , U ! , U U  e -« -o i2 8 9 2 7  02/ 20/94
THE HEARING CENTER 
8749 GLACIER HHY « 312 
JUNEAU AK

ENCLOSED IS A DRAFT (909-02291559) IN THE AMOUNT Or 91,989.00 IN PAYMENT OF THE 
FOLLOWING ASSIGNED BENEFITS. IF YOU HAVE ANY QUESTIONS ABOUT THE INDIVIDUAL 
PAYMENTS LISTED BELOW, PLEASE CONTACT THE APPROPRIATE ISSUING SERVICE CENTER.

NOTE: ALL INQUIRIES AND CLAIMS SHOULD REFERENCE THE INSURED ID NUMBER FOR PROMPT RESPONS

SERVICE
dates

BERvici SUIMTTeO NEEOTXATED COPAY PENDING OR see
RM>6

DEDUCT
ULI COINSURANCE

PATIEHT
RESP

payable 
, AE1WMT

SVINU SERVICE CENTER • P.O. MX 21545, SEATTLE, WA M ill, - TEL. <20»> 44T-2MO 
YOU ID 4*0*4 SUt-IO 0081 ORP NO - *92075 CAP NAME - STATE OP ALASKA

SUREDi 
tien t !

C LOWE INSURED ID. 
DOUGLAS REtATlONr SPOUSE

57426(415 
PATIENT NO? NA. mtfh DRQ: TCNi 5594051

0200 OT 1.<.99.00 689.00 A1 _P??aS
CLAIM TOTALS) 1,4*9.00 H 9 .lt *89.00

LESS OTHER CARRIER PAID AMOUNT 
ISSUED AMOUNT

810.80
8111.84
04*9.00

SUHtfli
TTENT:

DR LOWE INSURED IDi 
DOIIBL AS SR RFI ATI ON< SELF

574188512 
PATIENT NOi NA DIA5J. -DSGi ___ICH.I.- i s m z

0209 OT 1.4*9.00 689.00 AX 4M.se,. "M as
CLAIM TOTALS 1 1,4*9.00 489.09 489.09 

ISSUED AMOUNT

»x TOTAL ""
■« DRAP: AMOUNT «»

800.00
9800.00

*1,489.0* 
*1,4*9.»«

rSEF. REVEWSK S1DK EOH CHANCE IN AT)ORTSS OR BILLING INrOWMATlON/PENDING OR NOT PAYABLE EXPLANATIONS*]
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02/06/1999 11:25 9077892359 BELTONE HEARING CTR PAGE 07

Slate of Alooka 
Group Health Benefits

MEDICAL BENEFITS CLAIM FORM

Complete this form and submit lo' 
A«tn» Lite lnjur*nc* Co.
P.O. Box 21645 
Siwrte, Washington 961 t i  
(BOO) 429-32*1

Us* (Ms wm tor subtnllUno He>**ctt «id Aedle cliime from Doctors, Clinics, ub s. tic. Specie wm i ir i m itiw* lor vision. Prwwipiio 9/uy, <n Osmsi calm  
ContACl yov' »toptoysr ot/€*rx> Lifts Insurance Co»npp^y tor sddlUonsI lorrni. COMPLETE FOAM—5M5N BELOW-ATTACH iTfMlZtO BILL—MAIL TO ADDRESSABLE
PART 1 / PATIENT INFORMATION -  Uie separate form for Mcjl Httent
j J  PATIENT'S NAME

E u f l k K L 'L g u A
n T ro fai

Scov
SAATiciwer D

SfovH CUM
3T ?

jJllATHMU MO MV YUX
m Z J f/

TJhumcmrssoc sec.no. 

SJZ&LASllLSltlaL
sj FARTIC WANT'S MAW, A0WK4. ClTV, STATE. TlX

Q  a n si L a s .-R ., k n u ^ ____
. P.O (3*x 3 3 S > 7 a__

T u A S jS î  0 &  ± £ £ $ 3
is Ms i  Uni amtsm D Vos

J SA*TlClAAIfT,BrtU!mO«IIO,^J^) 'T ift' .*3
sl IJ IMS cuwn tw m VfoM •sH-Ilhyilul MMAHCft U tm (Mi* uMsr y#07 SBS eortfjg*;

□ VM dm

«| IS THIS CLAIM OUT TO AH ACCIOCHT Of* INJURY? D YES 4fK> 
' QHOMt □ AUTO O SCHOOL CJW0« '

DOTHW.
PATE OF 1CCKKXT. TIME 0* ACCIDIE. D am □ m
IF AMTHK »AXIY WAS ACSFOHSISII FOX THE ACCIOENT. 00 YO'J WIND 
70 MAKE A CLAIM ACAWST THIS f ARTVT QW  DNO

H i iF ACCIPINT OCCVAEO AT WOAX It CASE 
— 1 COVt«tD 0X00* WWIttW COMFBSSATI0MT DV« JJCjlo
io| oo you cesar or youx otnxoons may?  

— 1 OTHM CWUP MIOiCAL C0YIM«?(THIS INCLUDES OTHin AETNA COVEAA41)
NAME AN9 AOOMIt OF OThEX WMItR.

a  no

COVEAA6EISKA: scramT imiumuKSW ~oU» -
SAOOP NUM0(X (X my) _______________________

□ faTKnt o  spouse □ cn iuxo

PART I / MEDICAL INFORMATION -  Use Mpsrits form for ncfi provider (Or.. CMnfc. Ut>„ etc.)
n] PXOViCIA'S ((».. CWc. UD. #*e.| VaMIANB ACOMSS

cH**xinq CtnUx
iSJoATMl
OFSINVFCpll

XYSOXCFT
WOE muuEo oescruPTMK or sexvices CnAXCEFOX 

EACH SCKVICt

8 7 4 5  G la c ie r  H w y . # 3 1 2 3 J4 & L ~ ^ s 3 a .J& Q M & L jgjSL'
i u n e a 'u r m S K r  9 9 8 0 1 ..........- 1 > 'J  -

'  0907) roffG K JW  '
MnvnnsMMCNudoni ) ,

.. jL  / T l!  V  f

ill rwivtOCT'S no tax wwtEX m oocroe s soc sec. no.
•’ * •* ” ^ 8 ^ 8 9 2 7

Uj HA Vi THEHCJJAAW* IB» FAIO?
□ YES trf o (II *«. ytytntM *■ M n>Mt U n* y*Mi)

1*J « TWS ilLNlM DATS OS ONITT ISlFWONANCYMlATSOT
1 clmvkT»n*t ^ amfot- D no

UAVNOFHOSFlTALnodUWinnlJ AWI OATT j OWKWfOATE
_ "7 !

sej OASMSK(MMlniHô asUM} ICOACOPI
JideA tkg  Jfopr.’.. , _ .
tsj TVHOFOWnATiONT(IIynuwe m NnyealM. Wieno**:Wm report)

------— ------ ~ -........... total | i y / ^ f Z A

tilse, Mreampleie or irtilieding Wormnion is guiiry of 4 crime,

TO A l l  PROV10CW OF HEALTH JWVlCES;
You i r i  luttioTiiK) to provide Aemi III* Insurince Company *nd coosvlUdg health protasifcnals acting on A*tn»'s behill with the lidoimsiien 
n*#d*d 10 evaluate And administer claima For benefits (Inctudtng information ulattnQ lo mental Hlnees).
Aetna miy provide the SUM et Alaska with iny toenetrt catculillon InfoimaUon used In the payment o( this claim 1or the purpose ol reviewing 

trier " ------------   “ - *the experience and epwaUcn of the policy of «mrwi.
I pto*  mat l hive e right to receive i  copy of thit lulhorlsehon m i ixquest * 
valid i i  the,
Oete:

I Hw ortotoK
FltieiCS H A u lM t f f  F*np»*s iB M ls i i

ol this lutfiorliilnn is is
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CHAIRPERSON JEANETTK JAMES 
STATE APT A?. IS COMM i! TTFi F 
JUNEAU, ALASKA

WE WOULD LIKE TO VOICE OUR SUPPORT FOR HOUSE B ILL  0300. 
tt t«; VERY DETRIMLNTAL TO OUR BUSINESS TO HAVE PRESCRIPTIONS
- - - - -  TO another  s t a t e , we f e e l  i t  is  im po r tan t  that p a t ie n t s
HaV F A f T  TO FACE CONTACT WITH UETR PHARMACISTS. PEOPLE THAT 
NEED T O 'H A V E  CH ANG E 'S  M A LE  IN THEIR CARE SHOULD HE PERFORMED 
BY PROVIDERS I N  THE STATE OF ALASKAf HOT SOMEONE 2000 MILES
AWh x .

THANK YOU FOR YOUR SUPPOKI':

7.U hc

ROGER MORTEMORE R.PH.
34 30 TH O M AS S T  
F A IR B A N K S ,  A L A S K A  9 9 7 0 )
? a i'LMHs/ r  i t ;; • a :  d ? i .r  r : * r
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AIMES MOP.TEMORE R.PH.
3430 THOMAS ST 
FAIRBANKS, ALASKA 99700
F M iU L t T :  MEMORIAL HOST* I  CAT

7391 S O M E R S E T  DR 
FA 1 PRANKS, ALASKA 99/ 09
I-A1 L E S S / F I T E  -A ID PHARMACY
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NF.VVSI ine for Pharmacists 1 0

fo r  the c ig luh  stra igh t time, A m etlir in  
consumers hava named pharmacists 
the nation's mosc tru s te d  p ro fession­
als. A fu ll 6-1 percen t c.f Gallup po ll 
'"'■indents ra ted  the. honesty anu 

eth ira l standards of "druggisjsfphru ,na- 
<ists" as "ve ry  high" o r "high," ace t i l ­
ing to  the Princeton , N ow  jersey- 
t»a*.c<i Gallup u r g  m iration

“W r 'r c  pliMn: char once ag .Hi. dv- 
Cudup Poll re su lts  confirm  that the 
community pharmacist i; ih r tr-nt. 
tru s ted  professional In the o/e; of tho 
American public, saio U onris I udwig,
gfft ih n, of in,! i Milan..: .̂iinv 11>aMt̂
Pharmacists A ssoc ia tion  ( fo m r t ly  
MAP-0)

Tbs Gallup Poll ashed more than BOO 
adults to rate the honesty and ethical 
standards of 76 different occupations 
TIiCSc1 sue eyed gi>c ratings c f very 
high. high, average, lor/, very low, and 
no uf in on. The survey was conduct 
c l  Daceir.hrr 9-11, 1996.

Titc tie igy wer- ag«m ranked second, 
a full eight pe--c -.nt.ige point.; behind 
pharmacists at ' i  pn; cut M. dlca1 

dort-.rs slid colic,50 teachers tied for 
third 5 ," ,| sec 1 rig S9 per sent "vsr^ 
hgh" or "high" ratings

.Jut U .11 till I Ult I, J tl. ill iw Cl -1 -C f. '. 1 f- *
mat ce in dds p i'll dearly d.*rr,en- 
«tr?t*'S hot i." i -I in'ii yn l ..iw -vV s

ai e doing a first-rate Job." said 
Ludwig, a Boulder, Colorado phann,i- 
cist. "Patients continue to  affirm their 
trust hi the c?i e we provide by 
resuming to out phaitrndes and 1 >|y- 
ing on our health care e*poi tin* "

The Mational Community Pharmacists 
AiSui inlton, h it in 1 1 1/ IIAILL ■ ( 1 ! .
I hr 1' m l Assncl-'tl'n of P.rt •>(
I '- i 'r *  •.). rr.j.'-rscnr phi 
owners, managers, mu im p lt-yc .
1 early TS OC'J independent p lum  
rcraas t l . 2 to  ntry Irnh'prndent 
reuinty pharmacists-more than 
I’l/CI) - , 1: . 
i, ajoi .t> ol the ii Hi n \ c-t :'l :• 
ft n r1 tigs

V.:11
&l

a .its
COM> .

Pr lflxIsts/Theruulfts 
Cloiftv

. I1.... 1 a i
I'c ileal i lc c t r r  
Deitfi is 
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Funeral director*
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JO H N  F . RASTER . M .D .
Otoluyngology H»«d dr N*ck Surgwy 

10301 CLACIER HIGHWAY, SUITE 100 
JUNEAU. ALASKA 00601

T.UphoM (907) 790-4047
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A L A S K A  H E A L T H  C A R E  N E T W O R K ,  I N C .

FEB. 9.1998 11:24AM ALASKA HEALTHCARE NETWORK NO.156 . P .1/3.

F A C S IM IL E  T R A N S M IT T A L  S H E E T

TO: FROM:
The Honorable Jeanette James, Chair Gary B. Schwartz, MPH
House State Affairs Committee

DATE:
Alaska State Capitol 02/09/98

FAX NUMBER: TOTAL NO. OF PAGES INCLUDING
COVER:

1.907.465.2381 3

PHONE NUMBER: RE:
1 800.860.4797 Miscbaructerization o f NYLCaxe

Dear Representative James,

My apologizes for not getting the attached letter to you before today. I would very much 
appreciate your sharing my correspondence with members o f  the House State Affairs Committee. 
The original correspondence is being sent under separate cover.

Thank you.

1 8 6 7  A I R P O R T  W A Y , S U IT E  1 1 5 -A ;  F A IR B A N K S , A K  9 9 7 0 1  
PHONE 9 07 .452 .3772  FAX 907 .452-6772
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BOARD OF DIRECTORS

Eric M , Ta llan , M . D,
Chairman of the Board

Owen Q. H an ley, M . D .
Medical Director

Marvin E, Bergeson, M, D.

J. M ichae l C arro ll, M . D . 

R ichard H. Cobdcn , M . D. 

Stephen L. F isher, M . D . 

Kenneth C. S tarks, M , D .

Carl F . Thomas H I, M . D .

Gary B. Schwartz
Executive Director

February 9 ,1998

The Honorable Jeannette James, Chair 
H ouse State Affairs Committee 
F .ate Capitol, Room  102 
Juneau, Alaska 99801-1182

D ear Representative James,

I am concerned with the mischaracterization o f  NYLCare 
N orthw est’s administration o f  the AlaskaCare health plan fo r state 
employees and retirees. Unfortunately, there has been poor 
communication among the State, the enrollees, providers and 
NYLCare. NYLCare is responsible for claims administration, but 
does not write o r administer the benefits for the State employees 
and retirees. I  am unsure as to  who has ultimate responsibility for 
benefits determination or what benefit options are available to the 
enrollees. State enrollees do not appear to  understand the benefits 
o r the chosen options. W ith this lack o f  communication, it is 
difficult to  correctly administer claims payment.

There have been payment delays oy N Y LCare during the initial 
start-up o f  the AlaskaCare health plan. M any o f  the medical 
practices represented by the Alaska Healthcare Network, Inc. (32 
independent medical practices) experienced payment backlogs 
during the first few months o f  operation; however, this has been 
coirccted by NYLCare Comments to  the effect that every 
Fairbanks provider is in arrears are misleading and inaccurate. To 
my knowledge, there is only one multi-specialty medical group, 
represented by the Alaska Healthcare Network, who has 
experienced a claims backlog in the past couple o f  months. 
According to  Kathy Odegard, Senior D irector o f  Operations with 
NYLCare, this backlog was reconciled on February 6 ,1998.

For more than thirty years, I  have been involved in health care 
administration and have had many opportunities to  w ork with all o f 
the major health plans in the United States. This includes 
Prudential, United Healthcare, Aetna, Mutual o f  Omaha, and 
several Blue Cross/Blue Shield plans (to name a  few). I  want you 
and members o f  the H oure State Affairs Committee to  know that I 
consider NYLCare to  be among the best o f  the best in terms o f
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professionalism, commitment, integrity, and follow-through. M y opinion is shared among 
the medical leadership o f  the  Alaska Healthcare N etw ork and many o f  the medical practice 
administrators with whom  I  have contact.

NY LCare has operated in good faith, is open and creative in its approach to  problem 
solving for its client organizations, and takes a  business partnership approach in its work 
with the Alaska Healthcare Network, They do this from  a  “community equity model” of 
business dealings, which translates into local initiative, local control, and local decision­
making. I  trust that all Alaskans want to  operate in this manner and believe the 
opportunity is there fo r us.

Quite frankly, I am pleased that the State chose NYLCare to  serve as its third party 
administrator and I  look forw ard to  NYLCare securing additional business in Alaska. I 
believe that w ith better communication and the opportunity to perform the prescribed 
functions addressed in the State contract with NYLCare there will be continuous 
improvements to  the mutual satisfaction o f  the State, its enrollees, providers, and 
NYLCare.

I would be happy to  share other specific thoughts and experiences regarding NYLCare 
along w ith recommendations for improving State program  implementation. Please do not 
hesitate in calling me in this regard during o r subsequent to  the February 10th hearing in 
Juneau, should you desire.

Thank you.

Executive D irector

• N ,
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Larry Stevens 

515 N. Franklin Street 
Juneau, AK 99801-1123

J a n u a r y  2 2 , 1 9 9 8

H o n o r a b le  J e a n e t te  J a m e s ,  C h a i r  

H o u s e  S ta te  A f f a i r s  C o m m it te e  

S ta te  C a p i to l ,  R o o m  102  

J u n e a u ,  A K  9 9 8 0 1 - 1 1 8 2

D e a r  R e p r e s e n t a t i v e :

T h a n k  y o u  f o r  ta k in g  t im e  to  s c h e d u le  a  h e a r in g  to  a i r  p r o b le m s  w ith  

N Y L C a r e  m e d ic a l  in s u r a n c e  s e rv ic e s  p r o v id e d  to  th e  S ta te  o f  A la s k a .  

H e r e  a r e  s o m e  a d d i t io n a l  id e a s  n o t  m e n t io n e d  d u r in g  to d a y 's  h e a r in g .

F ir s t ,  m y  e x p e r ie n c e  is  th a t  N Y L C a re  d o e s  a  s ig n i f ic a n t ly  B E T T E R  jo b  

th a n  A E tn a  in  o n e  p a r t i c u la r  a re a . T h e y  id e n t i f y  th e  s p e c i f ic  c la im  

in v o lv e d  w h e n  a  p a y m e n t  is  i s s u e d .  B y  c o m p a r is o n ,  th e  A E tn a  

E x p la n a t io n s  o f  B e n e f i t s  w e r e  a m b ig u o u s  a n d  r e q u i r e d  c o n s id e r a b l e  

r e s e a r c h  — b y  A E tn a  s e r v ic e  r e p r e s e n ta t i v e s  — to  d e te r m in e  w h a t  

p o r t io n ,  o f  w h ic h  c la im s ,  h a d  b e e n  p a id  b y  a n y  g iv e n  c h e c k .

I c o n s id e r  th e  N Y L C a re  a p p ro a c h  a  S I G N IF IC A N T  im p r o v e m e n t!

S e c o n d ,  I b e l i e v e  th a t  a  m a jo r  o p p o r tu n i ty  to  r e d u c e  a d m in i s t r a t iv e  

o v e r h e a d ,  a n d  th e  a t t e n d a n t  p a p e r w o r k ,  is  b e in g  o v e r lo o k e d  a n d  

s h o u ld  b e  e x p lo r e d  to  h e lp  r e d u c e  th e  to ta l  c o s t  o f  m e d ic a l  s e r v ic e s .

A t p r e s e n t ,  th e  i n s u r a n c e  c o m p a n y  w i l l  n o t  r e im b u r s e  a  p a t i e n t  w h o  

p a y s  th e  c h a r g e ,  a t th e  t im e  s e rv ic e  is  p r o v id e d ,  a n y  m o re  th a n  th e  

a c tu a l  o u t - o f - p o c k e t  e x p e n s e .  In  o th e r  w o r d s ,  th e r e  is n o  p r o v is io n  

f o r  a  p a t ie n t  to  o b ta in  a  d is c o u n t  fo r  p a y in g  c a s h . A s  a  r e s u l t ,  th e r e  

is  n o  in c e n t iv e  fo r  a  p a t ie n t  to  b e c o m e  in v o lv e d  in  th e  c la im s  p r o c e s s .



H o n o r a b le  J e a n e t te  J a m e s ,  C h a i r  

J a n u a r y  2 2 ,  1 9 9 8  

P a g e  T w o

A  s m a l l  m o n e ta r y  c o n s id e r a t io n  f o r  im m e d ia te  p a y m e n t  w o u ld  r e s u l t  

in  a  r e d u c t io n  o f  th e  d o c to r 's  o v e r h e a d ,  a  d e f in i te  im p r o v e m e n t  in  

th e  d o c to r 's  c a s h  f lo w  s i tu a t io n ,  a n d  th e  p o s s ib i l i ty  o f  lo w e r  f e e s .

F in a l ly ,  m y  e x p e r ie n c e  c o n f i r m s  w h a t  o th e r s  h a v e  s u g g e s te d  — th a t  

g r e a t ly  im p r o v e d  c o m m u n ic a t io n  is  e s s e n t ia l .  In  p a r t i c u l a r ,  th e r e  

n e e d s  to  b e  a  b e t te r ,  f a s te r  w a y  to  r e p o r t  s ta tu s  c h a n g e s  to  N Y L C a re .

Y o u  d o n 't  n e e d  to  h e a r  a l l  th e  g o ry  d e ta i ls  o f  m y  p e r s o n a l  s i tu a t io n .  

S u f f i c e  i t  to  s a y , th a t  o b s o le te  e m p lo y m e n t  s ta tu s  in f o r m a t io n  is  th e  

r o o t  c a u s e  o f  v i r tu a l ly  A L L  th e  e r r o r s  m a d e  p r o c e s s in g  o u r  c la im s !



A u th o r :  th o r g a r d @ p o la r n e t . c o m  (Sp la sh )  a t  CC2MHS1
Date : 2/9/98 12:29 PM
P r i o r i t y :  Normal
TO: R e p r e s e n t a t i v e  J e a n n e t t e  James a t  LAA_TRANS 
S u b je c t :  HB 300. . .

I  j u s t  h e a rd  a b o u t  HB 300 t h i s  m o rn in g .  I t  was t im e l y ,  s i n c e  I  
had  j u s t  d i s c o v e r e d  t h a t
b u y in g  p r e s c r i p t i o n s  from  a l o c a l  pharmacy i s  c o s t i n g  me 20% more 
th an  i f  I  a c q u i e s c e d  to  buy  them from  a c h a in  app ro ved  b y  New 
York L i f e  Care  h e a l t h  i n s u r a n c e ,  p r o v id e d  b y  th e  S t a t e  to  s t a t e  
emp loyees s u c h  a s  m y s e l f .
I  had  been g e t t i n g  my p r e s c r i p t i o n s  a t  80% pay  ( I  p a y  20%) from  a 
lo n g - t im e  l o c a l  pharmacy a s  l a t e  a s  6/30/97, when o u r  h e a l t h  
i n s u r a n c e  p r o v i d e r  changed  t o  NYLC. Now I  d i s c o v e r ,  t o  my 
amazement and  s a d n e s s ,  t h a t  s i n c e  t h e y  a r e  n o t  app ro ved  b y  NYLC, 
th e  l o c a l  pharm acy no lo n g e r  i s  p a i d  80% o f  c l a im s ,  b u t  o n l y  
60%. T h i s  r e s u l t s  i n  me p a y in g  a b o u t  $800.00 more , f o r  s i x  
months , th a n  I  w o u ld  have  p a i d  i n  th e  p a s t .
O the r th an  th e  u n f a i r n e s s  o f  me h a v in g  t o  p ay  so  much more 
w i t h o u t  n o t i c e  t h a t  my b e n e f i t s  w e re  g o in g  down, i t  i s  e x t r e m e ly  
u n f a i r  to  A la s k a n  b u s i n e s s e s ,  who a r e  o b v i o u s l y  l o s i n g  c u s tom e r s  
o v e r  t h i s  p r a c t i c e .  As i t  i s ,  I  w i l l  have  t o  change p h a rm a c ie s  
to  one o f  t h e  NYLC-approved ones w h ich  a r e  p a i d  80% o f  th e  
p r e s c r i p t i o n  p r i c e ,  s i n c e  I  c e r t a i n l y  c an no t  c o n t in u e  to  pay  40% 
m y s e l f .
I f  we wan t s m a l l  b u s i n e s s e s  to  s u c c e e d  i n  A la s k a ,  n e g o t i a t i n g  
h e a l t h  c a r e  a r r a n g em en ts  s u ch  a s  t h i s  a r e  r i d i c u l o u s .  As i t  i s ,
I  c o n s i d e r  m y s e l f  to  have  s u f f e r e d  a l o s s  o f  b e n e f i t s ,  and a l o s s  
o f  $800 b e c a u se  o f  l a c k  o f  n o t i c e .
P le a s e  a t t em p t  t o  remedy t h i s  m a t t e r ,  i f  you  c a n ,  M rs . James . I  
t r u s t  y o u r  h e a r i n g s  w i l l  be v e r y  e n l i g h t e n i n g !  L e t  me know what 
more I  can do to  en co u ra g e  l o c a l  b u s i n e s s e s .
Thank y o u .

mailto:thorgard@polarnet.com
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February 9, 1998

Helen Volkovich 

P.O. Box 102417 

Anchorage. A!" 99510 

(907) 269-6263 (w)

(907) 248-6202 (h)

Representative Jeanette James 

Juneau, AK

Re: State employees health care benefits 

New York Life

Dear Representative James:

It is my understanding that you are seeking comments cn the management of the state 

employee's new health plan. I would like to say from the outset that I have been employed by the 

State of Alaska since September 1989 and used Aetna benefits until the state switched to NYL Care 

last year. Not once did I ever have a problem with Aetna. Not once ' , claims been

denied.

Unfortunately, I have had many problems with NYL Care. I hcd a baby on August 23, 199/. 

When the state switched over to NYL Care in July, 1997, I called the information line to ask about 

maternity benefits. The agents seemed very unsure about the information they gave me and I ended 

up calling numerous times. Often, answers were preceded by .1 think, or I’m  not sure, but . . . .

I would call two or three times to talk with different agents to see if I could qct a consensus, but 

often the agents disagreed among themselves regarding my coverage.

Since a new deductible year started in July 1997, I paid for my prenatal appointments and 

my doctor sent in the paperwork to NYL Care so that rny payments could be applied to my 

deductible. NYL Care sent the paperwork back to me saying that they couldn’t apply my payments to 

rny deductible because maternity benefits had to be paid .globally.. I called a few times to find out 

what .globally, meant, but rio one was ever able to answer my question.

All of a sudden, NYL Care decided that maternity benefits were no longer .global, and that my 

payments for my prenatal appointments could be applied to my deductible. Just to make things 

very confusing, Nvl. Care sent checks to reimburse me for a couple of my prenatal appointments, 

but then told me i would have io pay full fare for subsequent prenatal appointments because I hadn't 

made my deductible yet.

Once I had the baby, things really got messy. Some bills got paid, others did not. I took 

my whole pile of paper lo the local NYL Care office where I learned (hat rriy 013/GYN bill and two

16335864
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hospital bills had .never been sent in to NYL Care.. At least that’s what I was told. Its funny that 

my OB/GYN had never failed in eight years to send in insurance paperwork until NYL Care took over. 

All my providers had sent me notice that they had sent the bills to the insurance company. A very 

nice woman at NYL Care called the providers and explained that the bills needed lo be resubmitted. 

After numerous phone calls, NYL Care finally .received, all my bills. Processing took forever.

Once processing took place, I learned that two of my claims were partially denied. The first 

bill was my post-partum checkup. My doctor charged me $135 - a fee which I understand is 

normal in this community. It is also a fee which Aetna was apparently prepared to pay. NYL Care 

told me that it was $35 over and above the allowable cost. Other than telling me that $100 was 

the maximum allowable cost for a post-partum check-up, I was unable to get any information

regarding how NYL Care came up with that number.

The second bill was for my anesthesia. I had planned to try to do a natural childbirth. 

However, after 50 hours of being in labor, I decided I’d had enough and asked for something to help 

with the pain. The first medication, stadol, stopped working after only an hour. So I asked for the

next step, on epidural. An anesthesiologist was called that morning (which was a Saturday). I

received the epidural and felt a lot better.

When I received the bill, the doctor charged me around $760 as the standard cost of the 

treatment and then another $88 for .special OB anesthesia.. NYL Care declined lo pay the $88.

When I asked why, I was told trial the $88 was .over and above customary charges.. Again, I was

unable to get information as to how they arrived at a figure for .customary charges..

I contacted the doctor's office to see if they could assist me in explaining the $88 charge.

The office apparently sent chart notes to NYL Care explaining the procedure for which the additional

$88 was charged. A representative of the doctor’s office explained to me that when anesthesia is 

unplanned, the patient has not fasted before the procedure. Because stomach contents can cause 

complications for the anesthesia, it is necessary for the doctor to take certain precautions not 

necessary when the procedure is planned ahead of time. It is for that reason that the extra $88 is 

charged.

After the chort notes were sent to NYL Care, I was again informed that rny .appeal was 

denied.. When I asked why, this time I was told that the $88 charge was .inridental.. I asked the 

agent if this meant .over and above customary charges.. She said, .No, its incidental.. When I 

asked her what she meant by .incidental,, she gave a long answer that made no sense whatsoever.

It sounded like she was trying saying the procedure hod been unnecessary. When I asked her if that 

was what she was trying lo say to me, she circled around arid told me again that the charge was 

.incidental.. I arn a lawyer and I Ihirik I’m  usually pretty good at figuring out gobblcdygook language, 

biit I was completely befuddled by this one,

There are many other little problems I fiavc had with NYL Care. I spent hours on the phone 

during and after my maternity leave trying to deal with this. Although a couple ol the agents I 

worked with seemed very nice and tried hard to help me, I feel that the company itsell is determined
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lo make it as difficult and unpleasant as passible for me lo use my employee benefits.

I know others in my office are having problems with NYL Care, too, though most are unlikely 

to complain For some its not worth the bother. Its just $20 here and there. For others, they think 

that nothing will come of making a complaint.

Representative James, I hope that your investigation will be successful in making NYL Care 

more responsive to state employees. Thank you for your interest in this matter.

Sincerely,

Helen Valkavich
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Ju n e a u  Ur g e n t  Care  a n d  F a m ily  M e d ic a l  C l i n i c
8505 O ld Dairy Roud 
Juneau. A laska 09801

(907)790-4111 
Fon: (907)790-1111

I J e a n e t te  A . Ja m e s; R e p r e s e n ta t iv e ;
Chairwoman; S t a t e  o f  A f f a i r s  FX 465-2381 
A laska  S t a te  L e g i s l a tu r e  
S ta te  C a p i to l ;  Room 102 
Juneau , AK 99801-1182

D e ar R e p r e s e n ta t iv e  Jam es,

T h is  l e t t e r  i s  r e g a rd  to  th e  r e c e n t  c o m p la in ts  a g a in s t  NYLCARE, th e  new h e a l th  
I in s u ra n c e  c la im s  p r o c e s s o r  f o r  th e  S ta te  o f A la sk a . We would l i k e  to  s tv ito  

ou r o p in io n  ab o u t NYLCARE's p e rfo rm an ce  w ith  r e g a rd  to  paym ent.

Juneau  U rgen t C are has found NYLCARE's paym ents to  be f a i r  and p ro m p t--b o th  
f o r  g e n e ra l  m ed ic in e  and s p e c i a l i z e d  m e d ic in e . We have found NYLCARE to  be 
re s p o n s iv e  when c o n ta c te d  o v e r  b i l l i n g  p ro b lem s. We have found t h a t  n e a r ly  
a l l  o f o u r  c h a rg e s  w ere c o v e re d  and re im b u rse d  by NYLCARE. W ith A etna t h i s  
was n o t th e  c a se  a s  c h a rg e s  w ere ex c lu d e d  even though Juneau  U rgen t C are has 
d e m o n s tra te d  t h a t  we a r e  below  u s u a l ,  cu sto m ary  and re a s o n a b le  c h a rg e s  fo r  
fam ily  p r a c t i c e  and a n e s th e s ia  s e r v i c e s .  We p r id e  o u r s e lv e s  in  d e l iv e r in g  
a f f o r d a b le ,  e x c e l l e n t  m ed ic a l c a re  and a p p r e c ia te  NYLCARE's reim bursem ent 
p o l i c i e s  f o r  o u r s e r v i c e s .  We do n o t have a c o n t r a c tu a l  agreem ent w ith  
NYLCARE, we a re  m ere ly  comm enting on t h e i r  p e rfo rm an ce  compared to  A etna .

D uring th e  t r a n s i t i o n ,  some m inor p rob lem s o c c u r re d . These p rob lem s, however, 
stemmed from  p a t i e n t s  b e in g  c o n fu se d  ab o u t t h e i r  c o v e ra g e . I t  i s  im p o r ta n t to  
r e a l i z e  t h a t  th e  S t a te  o f  A la sk a , D epartm en t o f  A d m in is tra tio n  i s  r e s p o n s ib le  
fo r  a m a jo r i ty  o f  th e  p rob lem s t h a t  p a t i e n t s  a r e  e x p e r ie n c in g . The S ta te  o f  
A laska  d e te rm in e d  th e  b e n e f i t s  fo r  th e  em p loyees. At th e  tim e  o f  open 
e n ro llm e n t th e  A lask a  C a r e 's  P lan  o p t io n s  were n o t c l e a r l y  d e f in e d . To t h i s  
d a te ,  th e  S t a te  o f  A lask a  em ployees have y e t  to  r e c e iv e  a In su ra n c e  B e n e .i t  
Book from  th e  D epartm ent o f A d m in is t r a t io n .  To f u r t h e r  c o m p lic a te  th e  i s s u e ,  
em ployees in  s u p e rv is o ry  p o s i t i o n s  were g iv e n  th e  o p tio n  o f  3 p la n s ;  and non 
s u p e rv is o ry  p o s i t i o n s  w ere g iv e n  th e  o p tio n  o f  2 p la n s .  W ith a t o t a l  o f  5 
p la n s  and b e n e f i t s  t h a t  a r e  n o t c l e a r l y  d e f in e d  i t  i s  no sm all wonder th a t  
p r o v id e r s  and p a t i e n t s  a r e  c o n fu se d .

NYLCARE p r o c e s s e s  c la im s  b a sed  on b e n e f i t s  t h a t  have been d e f in e d  by th e  S ta te  
o f  A la sk a . W ithou t a c l e a r l y  d e f in e d  In s u ra n c e  B e n e f it  Book p a t i e n t s  a re  
u n su re  a b o u t what i s  c o v e re d . W ith a p la n  h as  been o p e r a t io n a l  fo r  seven 
m onths we recommend t h a t  a lo o k  a t  th e  S t a te  o f  A la s k a 's  r o l l  in  th e  problem  
be a p a r t  o f  your d i s c u s s io n .

F in a n c ia l  O f f i c e r  M e d ic a l  D i r e c t o r

■
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D ear R epresentative Jam es:

Tiiis letter is to offer testim ony regarding the new  health  care p rovider the S tate o f  A laska 
now  uses, N ew  York Life H ealth  C are (N Y L). Thank you for th is opportun ity  to provide 
th is input and show ing the concern  to see how  N Y L is perform ing. I f  I w ere grading 
N Y L at th is tim e, N Y L w ould be given a D-.

M y reasons for this low  opin ion  o f  N Y L is based on several in teractions w ith the 
com pany; and m ost have not been handled very com petently . I have four young children, 
that, like m ost children go to the doctor now  and then. Further, I o rder m ail-order 
p rescrip tion  supplies approxim ately  every 3 m onths. T herefore, I have subm itted  several 
claim s to N Y L for various expenditures. Som e o f  the claim s w ere processed, but 1 had 
questions on others. So, I called  there Seattle office, but after listening to a series o f  
voice m ail m essages; and not getting  to speak w ith anyone directly , I w as d irected  to 
leave a voice mail m essage and som eone w ould return m y call. T his happened three 
tim es, and not once w as m y call returned. I then w rote the com pany; no response has 
been received. 1 cited exact dates and referenced m y claim s in the letter, even m entioning  
the item s I w ould like som e inform ation on. Finally, 1 recently  contacted  the new  Juneau 
office to check on som e additional claim s 1 have subm itted. Sam e situation, no response.

Based on the poor custom er serv ice  provided thus far, you can see w hy 1 have such a low 
opinion o f  N Y L and rated there service so low. I thought 1 never w ould say it; but A etna 
Health C are actually  w as doing a better jo b  o f  processing claim s and responding  to 
inquires, and in m y opin ion  A etna w as not that efficient.

T hank you again for letting m e provide these com m ents (som e w ould even say vent; but I 
do have leg itim ate com plaints and concerns).

I w as not aw are o f  your hearing  on N Y L until about 1 hour before it started, thus was 
unable to testify in person.

Sincerely,

Ernest W hite 
9342 Parkview  Court 
Juneau, A K  99801
wk 465-5145 
Inn 789-4308


