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Advance Care Planning: Your Plan, Your Way 
Your road map for advance care keeps you in the driver’s seat. Now is the 
best time to reflect on what’s important and plan for what’s ahead. Page 5 

Staying 
Connected 
At Peoples Health, we like to stay in 
touch with our members. We want 
to make sure you receive quality 
healthcare and get the most from 
your plan benefits. This often means 
contacting you by telephone or by 
mail w ith impor tant information 
about your plan coverage or about 
certain health topics. Someone 
from your care team may call you to 
discuss managing your medications 
or to offer help scheduling screenings 
or lab tests. Please know that when 
we call you 
it is for an 
importa nt 
reason—we 
may have 
information 
you need 
to know, 
or we may 
be offering 
assistance 
to help you 
get the most 
out of your 
hea lthca re. 

Know Your 
Test Schedule 
Health experts 
recommend that you get 
certain routine screenings, 
vaccines and tests 
according to the following 
schedule. Peoples Health 
covers these services, 
unless otherwise noted. 
Your doctor may also recommend other screenings and 
tests, depending on your age and medical history. 

Every office visit 
•	 Blood pressure screening 
At least once a year 
•	 Dental exams and cleanings 

(coverage varies by plan) 
Every 12 months 
•	 Physical exam, including 

body mass index 
measurement (discuss your 
target measurement with 
your doctor) 

•	 Cholesterol screening 
•	 Flu vaccine (in the fall) 
•	 Retinal eye exam for 

members with diabetes 

Every 12 months (cont.) 
•	 Dental X-rays (coverage 

varies by plan) 
•	 Breast cancer screening (for 

women) 
Every 24 months 
•	 Bone densit y test 
Ask your doctor how 
often you need the 
following: 
•	 Colon cancer screening 
•	 Pneumonia vaccine 
•	 Shingles vaccine 
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Did any of 
these apply 
to you before 
you became 
a Peoples 
Health plan 
member? 
» You were diagnosed 

with colon cancer 
or had surgery to 
remove your colon. 

» You had a 
colonoscopy in 2007 
or after. 

» You were diagnosed 
with breast cancer 
and had one or both 
breasts removed. 

If so, make sure your 
primary care physician is 
aware and includes this 
as part of your medical 
history. This helps Peoples 
Health make sure that we 
have the most up-to-date 
information. 

Understanding High Blood Pressure 
Nearly one-third of people who have high blood pressure do not know it. High 
blood pressure is dangerous because there are often no symptoms, which 
means you may not know if it gets worse. 

Blood pressure measures the force of blood against the walls of the arteries 
and is recorded as two numbers, for example “120 over 80.” The first, or top, 
number (systolic pressure) is the force at the time the heart beats. The second, 
or bottom, number (diastolic pressure) is the force between beats. 
It’s important to: 
» Know what your 


blood pressure
 
usually is.
 
Ask your doctor at 

your next office visit 

and discuss any 

results of checking 

your blood pressure 

at home. Set a blood 

pressure goal and 

ask how to reach and 

maintain it.
 

» Control your blood 

pressure.
 
Taking your 

medication exactly
 
as prescribed 

without skipping doses is critical. This means filling and picking up your 

medications on time, and talking to your doctor about any side effects you 

have. When you feel good, it may be tempting to skip doses, but remember: 

You feel good because the medication is working.
 

» See your doctor every six months or at least once a year to discuss your 
blood pressure. 

Know the Risk Factors of Colorectal Cancer 

Colorectal cancer is a common yet highly detectable 
form of cancer that affects both men and women. Being 
aware of your risk factors for colon cancer is vital to 
preventing and controlling it. Risk factors include: 

» Being over the age of 50 
» Being of African-American or Eastern European 

descent 
» Having a family history of the disease 
» Having a personal history of Crohn’s disease, 

ulcerative colitis or colorectal polyps 

Discuss any risk factors you may have 
with your doctor and ask when you 

should schedule a colonoscopy. 

A colonoscopy is the best way to detect this type of 
cancer. The test checks the large intestine for ulcers, 
polyps and other abnormalities. Doctors recommend 
people over the age of 50 receive a colonoscopy. For 
those with increased risk factors, having one at a 
younger age may be recommended. 
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Contacting Member Services
 
Member services representatives are available Write or Visit Us 
to answer your calls seven days a week, from You can write us or visit us at the following address 

Quest 
Diagnostics at 

Do Your Part to Protect 
Yourself From Fraud 

Monday through Friday, from 8 a.m. to 5 p.m. 

Attn: Member Services 
Peoples Health 
Three Lakeway Center 
3838 N. Causeway Blvd., Suite 2200 
Metairie, LA 70002 

You can also email 
phn.member@peopleshealth.com. 

8 a.m. to 8 p.m. If you contact us on a weekend 
or holiday, you may need to leave a message, 
but we will return your call within one business 
day. Call 504-849-4685, 225-346-5704 or 
toll-free 1-800-222-8600. TTY users dial 711. 

Express Lane Hours 
For the fastest service, call Monday through 
Friday, between 8 a.m. and 10 a.m. or 3 p.m. 
and 8 p.m. 

»3 Never give out your Social 
Security, Medicare, credit 
card, or health plan numbers 
or banking information to 
someone whom you don’t know 
or who contacts you for this 
information. 

»3 Carefully review any statements 
you receive from Peoples 
Health or healthcare providers 
to ensure that all of the 

Share this information with 
your friends. Remember that 
if a representative from Peoples 
Health calls you, we have your 
personal identification information 
already and will not ask you for it. 
If you suspect fraud, you should 
report it to protect yourself and 
your healthcare benefits. To report 
fraud, call our hotline—the number 
is listed below. 
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Compliance, Fraud, Waste, Abuse and Privacy Hotline 
To report potential violations of the law, call the toll-free Peoples 
Health hotline at 1-877-662-5894. You may choose to remain 

anonymous. We have a nonretaliation policy toward all callers. 

information is correct. 
» If you are receiving an offer for 

free services, you should not be 
asked to provide your Peoples 
Health member ID number, 
Social Security number or 
Medicare number. 

3 

Your Fingertips 
Peoples Health network 
providers use Quest 
Diagnostics for lab tests. 
When a doctor orders a lab 
test for you, you can schedule 
an appointment by phone at 
1-888-277-8772 or visit the 
Quest website at http://www. 
questdiagnostics.com. 
To access lab results and 
more, create your personal 
account on the Quest website 
by choosing the MyQuest™ 
Patient Portal link. For your 
convenience, there’s even 
a smartphone app you can 
download. 

http:questdiagnostics.com
http://www


 

  
  

 

  

 

 

 
 

 

 

  

 

 

Decisions About
 
Your Coverage
 

Do you ever wonder how Peoples Health makes decisions 
about what healthcare services are covered under your plan? 
You can rest assured that Peoples Health follows Medicare 
guidelines, and that: 

2 

3 

1 
Utilization management decision making is based 
only on appropriateness of care and service and 
existence of coverage. 

Peoples Health does not specifically reward 
practitioners or other individuals for issuing 
denials of coverage. 

Financial incentives for utilization management 
decision makers do not encourage decisions 
that result in underutilization. Peoples Health 
does not offer financial incentives for utilization 
management decision makers. 

Quality Improvement 
Program Outline 

The Peoples Health quality improvement department is 
working with your doctors to make sure you get the quality 
healthcare you deserve. 

At any time, you or your doctor can ask us to send you a 
written outline of our Quality Improvement Program. This 
document describes the measures we are taking to make 
sure that you get the best healthcare possible. 

If you would like a copy of this outline, contact member 
services. It should arrive within three business days. 

Medicare Coverage 
Updates 
Medicare revised the coverage rules for 
several healthcare procedures. To be 
covered, procedures generally must be 
received through a provider in your plan’s 
network, and some services may require 
prior authorization from Peoples Health. 

Speech-Generating Devices 
Effective July 29, 2015, Medicare covers 
speech-generating devices as durable 
medical equipment. These are covered for 
patients who suffer from severe speech 
impairment and have a medical condition 
that warrants use of the device. 

Cologuard™ Colorectal Cancer 
Screening 
Effective Oct. 9, 2014, Medicare covers 
Cologuard™, a multi-target stool DNA test, 
as a colorectal cancer screening test once 
every three years for patients who meet all 
of the following criteria: 
» Ages 50 to 85 
» Asymptomatic (no signs or symptoms of 

colorectal disease) 
»	 At no more than average risk of 

developing colorectal cancer (no 
personal history of adenomatous 
polyps, colorectal cancer or 
inflammatory bowel disease, including 
Crohn’s disease and ulcerative colitis; 
and no family history of colorectal 
cancers or adenomatous polyps, familial 
adenomatous polyposis or hereditary 
nonpolyposis colorectal cancer) 

If you received either of these services on 
or after the effective date and would like to 
discuss whether your costs are eligible for 
reimbursement, contact member services. 
You can learn more about these coverage 
changes by calling 1-800-MEDICARE 
(1-800-633-4227), 24 hours a day, seven 
days a week. TTY users should call 
1-877-486-2048. 
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Your Plan, Your Way 
Preparing in advance for future care 

We spend a great deal of our lives planning for something. We take time 
to plan for most of life’s major undertakings and events, including our 
education, vacations, wedding and retirement. The one important event 
many of us forget to prepare for is what comes after we’ve lived our full lives. 

Setting Goals for What Comes Next 
Advance care planning is a way to make sure you live the whole of your life 
the way you want to. It means having talks with the people closest to you, 
including your doctor and loved ones, about your wishes for nearing the end 
of your life. It also means making choices and creating advance directives. 
These are documents that spell out your wishes for the types of care and 
treatment you expect if you get sick. They are an important guide for your 
doctor, as well as your family, who may play an important role in working 
with your doctor on your future care. 

Advance directives help you: 
»	 Ensure that your wishes are known if you become too ill to 

communicate 
»	 Retain control over your healthcare decisions 
»	 Ensure you are comfortable in your final days 

As with mapping any goal in detail, advance care planning takes careful 
thought—because you want your choices to be the best for you. 

DO YOU 
KNOW? 

You have choices. 
You choose what goals to set 
for your advance care, and 
you choose how to set them. 

You can decide: 

3	 The types of care to 
receive or not receive in 
your final days 

3	 Where you want to be 

3	 What is important and 

what is not
 

3	 To plan now and be 
prepared, instead of 
putting off decisions 
until it may be too late 
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Jenny visited her doctor for a routine annual visit earlier 
this year. She had been a bit more forgetful lately, but other 
than that, she felt great. At age 70, she keeps active, walking 
every day and regularly attending book-club meetings at 
her neighborhood library. So she was a bit worried when her 
doctor said she had the early signs of a condition that would 
slowly get worse over time. Jenny spent a few sleepless nights 
after that appointment, worrying about all the “what ifs” 
that could happen if she were to become unable to 
care for her house, her finances and herself. As 
a matriarch who took pride in caring for her 
family, she didn’t want to become a burden. 

One Sunday afternoon, Jenny gathered 
her closest family members together, 
told each about her health wishes for 
the future, and asked for their support. 
Then, under the guidance of her 
doctor and with her family’s help, 
she created a detailed plan for the 
types of medical care and treatment 
she expected to receive if ever she 
became unable to express her 
wishes. 

The advance directives 
she created outlined all 
the things that were 
important for her 
doctors and those 
closest to her to know. 

Today, Jenny continues 
her active lifestyle and has 
added volunteering to her 
list of regular activities. 
She is content knowing 
that no matter what’s on 
the horizon—no matter 
what health challenge may 
arise—she and her family 
are prepared to meet it 

A Story About Early Planning 

head on. 
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Even if you are in good health, it’s still important to 
have your wishes for future care known, and it’s never 
too early to do so. Making a plan years early is better 
than being one day too late. The first step in creating a 
plan is to think about what’s important to you. 

Here are some things to think about before starting an 
advance care planning conversation: 

» Who do you want to have a talk with? You may 
want to talk with your children, your spouse, a 
close friend or your faith leader. Choose those 
you trust and feel comfortable talking to. 

» When would be a good time for a talk? Perhaps 
the best time would be during a family 
gathering or before a major upcoming event. 

» Where would be a good place for a talk? 
Maybe you would be comfortable having it at a 
favorite restaurant or at your kitchen table. 

» What would you like to say? 

The next step is to tell others about what’s important. 
So, how do you do that? 

For talks with family or friends, you can start with a 
statement or question to open the conversation. 
Options include: 

» “I could use your help with something.” 
» “I’d like to talk about something that’s 

important to me for the future.” 
» “I don’t want to leave you with tough 

decisions to make if I become sick, so can you 
help me create advance directives?” 

A good time to talk with your doctor is during any 
appointment or during your annual wellness visit. As 
a matter of fact, because your wishes can change over 
time, you may want to bring up the topic regularly, 
at least at every annual wellness visit. It’s also a good 
idea to have a family member with you at some of 
these talks, because family plays an important role in 
carrying out your wishes. 

You may want to discuss with your doctor: 
» Where you want to spend your last days, for 

instance, in a healthcare facility or at home 
» Any concerns about treatment (are you worried 

about having too much or too little?) 
» Who will make decisions about your 

treatment—will it be you, your doctor or 
someone else you choose? 

» Important things you need or want to do before 
your last days 

» What or who you want around you 
» How much you want family and friends to know 

about your health condition as it progresses 

The Institute for Healthcare 
Improvement developed a tool called 

Your Conversation Starter Kit. It 
includes questions you can answer 

that may help you gather your 
thoughts before starting an advance 

care planning conversation. 
For more information, or to download the starter 

kit, visit http://theconversationproject.org. 
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Designing Advance Directives 

That Work for You
 

Your wishes for advance care should 
look like you want them to, and not like 
anyone else thinks they should. Can you 
remember the last time you planned a 
trip? Perhaps you mapped out how you 
would get to your destination, the sights 
you would see, the places you would dine, 
and where you would sleep. Perhaps you 
prepared an itinerary, detailing every 
aspect. You may want to approach your 
advance care planning in much the same 
way. 

Advance directives are your “road map” 
for advance care. They help you identify: 
» Who should make healthcare 

decisions if you cannot 
» The kind of treatment you want 

or don’t want (your living will) 
» How comfortable you want to 

be (in managing pain or comfort 
care) 

It may be helpful to receive counsel from 
your legal advisor, as well as your doctor, 
when completing advance directives. 

Living Fully 
No one knows what the future holds, but being prepared for 
an unexpected health turn can help protect both you and your 
family from uncertainty, stress and fear. Having a plan in 
place offers assurance that your most important wishes and 
decisions are known and followed. 

The road ahead is open, and you can pave the way to a complete 
and full life. 

What do I do with my advance directives? 

3 Complete and sign the forms. 

3 Give a copy to all your main doctors.
 
3 Give a copy to Peoples Health.
 
3 Share copies with close family and 


friends.
 
3 Store a copy in an easy-to-find place, 


such as a top dresser or desk drawer.
 

To learn more about creating your advance 
directives or for a Louisiana Advance 
Directives booklet, visit http://www. 
peopleshealth.com/advancecareplanning 
or contact member services. 
Sources:
 
“Your Conversation Starter Kit,” 2016, http://theconversationproj
ect.org/wp-content/uploads/2015/11/TCP_StarterKit_Final.pdf.
 

“It’s Time to Face the Elephant in the Room,” 2016, BTC Advance 

Care Planning Workbook, http://issuu.com/begintheconversation/
 
docs/btc_workbook121012/1?e=14776156/10584519.
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Chronic Care Management
 
Program for Alzheimer’s
 
Disease and Dementia
 

Peoples Health plan members have access to our Chronic Care 
Management Program for Alzheimer’s disease and dementia. 
The program provides educational materials, help coordinating 
healthcare, and help finding appropriate resources to address 
health and social needs. 

Here are 10 warning signs that you 
may be at risk for Alzheimer’s disease. 

If you experience any of the following 
symptoms, please see your doctor: 

3 Memory changes that 
disrupt your daily life, such 
as forgetting important 
dates, events, names or 
places 

3 Challenges in planning or 
problem solving, such as 
keeping track of bills 

3 Difficulty completing 
routine tasks, such as 
driving to a familiar 
location 

3 Confusion with time or 
place 

3 Vision difficulties, such as 
problems reading, judging 
distance, or determining 
color or contrast 

3 Problems understanding 
or expressing words when 
speaking or writing 

3 Misplacing things and 
losing the ability to retrace 
steps 

3 Poor judgment, such as 
giving large amounts of 
money to strangers or 
not paying attention to 
personal grooming 

3 Withdrawal from work or 
social activities 

3 Mood or personality 
changes, such as feeling 
confused, suspicious, 
depressed, fearful or 
anxious 

We are pleased to offer vital and much needed resources through 
our program. For more information, call member services. 

Your Response
 
Matters!
 

Did you recently receive a survey about 
your healthcare from a company working 
with the Centers for Medicare & Medicaid 
Services (CMS)? If so, we encourage you 
to take the time to fill it out and return it 
in the envelope provided. 

From time to time, CMS contacts some 
of our plan members to find out how well 
we and your healthcare providers are 
performing. 

This is one way CMS monitors 
Peoples Health. Your survey 
responses can also help us 
improve the quality of the 

care we provide. 

Only a small number of members receive 
a survey, and CMS chooses recipients 
at random. That means if you received 
a phone call about a survey or a survey 
in the mail, your response is important. 
Your responses are confidential and 
will not affect your enrollment in your 
Peoples Health plan. 
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What Is a Comprehensive 
Wellness Assessment? 

It’s a new year and a new opportunity to have a comprehensive 
wellness assessment (CWA). The CWA—available at no cost 
to you—helps us understand your health needs and allows 
us to better work with your primary care physician (PCP) to 
coordinate your care. 

Even if you’ve had one before, 
your health can change from year 
to year, and it’s important for you, 
your doctors and Peoples Health 

to know about those changes. 

During a CWA, you get to meet one-on-one with a licensed, 
qualified and fully trained nurse practitioner, who will: 

» Talk with you about your medical history, current 
treatments and medications 

» Provide a noninvasive check of your heart, lungs and 

blood pressure 

» Give you a checklist of topics to discuss with your PCP 

» Help you establish or update your personal health goals 

For more information about receiving this assessment, contact 
member services or visit http://www.peopleshealth.com/cwa. 

10 Peoples Health Connection10 Peoples Health Connection 

Our Community, 

Our Commitment
 

Peoples Health has joined forces with 
area Council on Aging organizations to 
support activities and fitness programs 
at the Central City Senior Center, 
Gretna Senior and Wellness Center, and 
Lakeview Shepherd Center. 

By providing activities that are both fun 
and engaging, Peoples Health aims to 
contribute to the goal of the centers: to 
promote the physical, mental and social 
well-being of area seniors. 

Seniors are invited to participate in any 
of the centers’ wellness programs, or 
simply stop in to socialize. We welcome 
you to take part in our plan for a healthy 
community! 

Central City Senior Center 
2101 Philip St., First Floor
 

New Orleans, LA 70113
 
504-524-3484
 

Monday through Friday, 

8 a.m. to 4 p.m.
 

Gretna Senior and Wellness Center 
476 Franklin St.
 

Gretna, LA 70053
 
504-301-3743
 

Monday through Friday, 

8 a.m. to 4 p.m.
 

Lakeview Shepherd Center 
316 38th St.
 

New Orleans, LA 70124
 
504-484-0885
 

Monday through Friday, 

9 a.m. to 2:30 p.m.
 

Our programs will be available at more 
centers in the near future. 

http://www.peopleshealth.com/cwa


 

 

 

 
 

 

 

 

  

We Welcome Our New 

Transportation Provider
 

Common 
Questions About 

Doctor Visits 
When you have a healthcare need, 
you want to see your doctor quickly 
and with ease. We have the answers 
to why you may have to wait before 
seeing your doctor. 

Q: Why do I have to wait at 
the doctor’s office? 

A: Doctors and other providers 
face a tight schedule of 

appointments each day, but they 
also want to spend enough time 
with each patient to provide high-
quality care. One patient may have 
an unexpectedly complicated case, 
demanding more time. And once 
appointments start to run behind, 
it’s very difficult to bring them back 
on schedule. 

Q: Why do people who arrive 
after me in the doctor’s 
office sometimes get 
called first? 

A: Clinics often have more than 
one doctor, and if a patient who 

arrived later is called into the 
exam room first, it may be because 
that patient is seeing a different 
doctor. Even in a clinic with only 
one doctor, a patient who arrived 
later may be seen earlier because 
they are receiving a service from a 
staff member other than the doctor. 
This doesn’t mean that the doctor is 
favoring one patient or another, nor 
does it mean that any one patient 
has been forgotten. 

Beginning April 1, 2016, we are pleased to work with Mel’s 
Transportation to provide all routine transportation services. These 
services are covered by most Peoples Health plans. 

Members who schedule services can identify drivers by their Mel’s 
Transportation uniforms. The Mel’s Transportation logo is also 
visible on the sides of the drivers’ vehicles. 

As a reminder, if your plan covers 
routine transportation services, 
you can use them for trips within 
30 miles of your home to plan-
approved locations. These may 
include visits to your primary care 
physician, a Quest Diagnostics lab 
or another healthcare provider in 
your plan’s provider network. 

To schedule the initial trip to 
your appointment, call our 
transportation department toll-
free at 1-800-659-5910, Monday through Friday, from 8 a.m. 
to 5 p.m. Or visit http://www.peopleshealth.com/transport to 
complete our online transportation request form. When you are 
ready to be picked up for your ride home, you will now call Mel’s 
Transportation instead of Peoples Health. Your driver will give you 
a card with the phone number to call. 

Refer to your Evidence of Coverage or contact member services for 
more information about the transportation benefit. 

Explanation of Benefits From 

Podiatry Network Solutions
 

Podiatry Network Solutions (PNS) will mail you an Explanation of 
Benefits when you receive podiatry (foot care) services. You will see 
the company’s name, PNS, at the top of the Explanation of Benefits 
and on its mailing envelope. 

The Explanation of Benefits from PNS is just like the one that 
Peoples Health sends you. It is a statement of services you received. 
It is not a bill. The only difference is that the Explanation of 
Benefits from PNS only includes information about podiatry 
services. 
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Need Help Paying for 

         Rx Drugs? 
Medicare’s 

Extra Help program 
can help. 

Many people qualify for savings and don’t even know it.  

Even if you were previously turned down, you should apply again.
 

»	 Medicare beneficiaries with limited resources and » To qualify, you must make less than $17,820 a year 
income may be able to get extra help with their (or $24,030 for married couples). Even if your 
prescription drug costs, including through the annual income is higher, you may still be able to 
coverage gap. get extra help. 

»	 The Extra Help program is estimated to save » For more information, Peoples Health plan 
beneficiaries about $4,000 per year, and there’s members should call member ser v ices. 
no cost to apply. 
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