
1

It Matters to Passport
Monthly Provider 
Forum

Trauma Informed Care |  
August 24, 2022



2

Agenda

 It Matters to Passport Purpose
 Meet the Provider Services Team
 Passport Updates and Reminders
 Trauma Informed Care
 Open Forum/Provider Feedback
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It Matters to Passport
It Matters to Passport is a unique avenue for our Provider Community to engage with the Health Plan in real 
time to solicit feedback and recommendations to minimize administrative hurdles and simplify the ways 
providers engage with us to improve the provider experience to better focus on delivering patient-centered 
care. 

We want to hear from you! 
Submit your feedback to Passport via: 
 Email:  ItMatters@passporthealthplan.com
 It Matters to Passport Suggestion Box
 Attending one of our monthly forums:

 Visit www.Passporthealthplan.com/ItMatters to register
 Participating in feedback surveys:

 Visit the Feedback Corner of the It Matters webpage to access

Your feedback is important, and It Matters to Passport!

mailto:ItMatters@passporthealthplan.com
https://www.surveymonkey.com/r/SPW988L
http://www.passporthealthplan.com/ItMatters
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Meet the Provider Services Team

Your dedicated Provider 
Services Representative is 

always a phone call or 
email away!  

Click here for a downloadable Meet the Team PDF

https://www.molinahealthcare.com/-/media/Molina/PublicWebsite/PDF/Providers/ky/medicaid/MeetTheTeam.pdf
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Important Updates and Reminders (1 of 3)
New Claims Address – EFFECTIVE August 1, 2022
Beginning 8/1/2022 please send claims and appeals and grievances to the following addresses: 

Claims
(Medicaid)

Claims
(Marketplace)

Appeals and Grievances 
(Medicaid and 
Marketplace) 

PO Box 36090
Louisville, KY 40233-6090

PO Box 43433 
Louisville KY 40253

PO Box 36030
Louisville, KY 40233-6030

Upcoming Changes to EFT – EFFECTIVE August 9, 2022
Passport has moved from ProviderNet to the ECHO Health EFT platform. 

• No action needed for providers already registered for EFT 
• Providers still receiving paper checks will need to select their payment preference (EFT or 

paper) with ECHO or default to a Virtual Credit Card
• For questions, please contact ECHO Health at (800) 946-7758
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MCG Cite AutoAuth for Medicaid Advanced Imaging Requests
Effective September 9, 2022, Passport will be introducing a new self-service method for our Medicaid 
line of business to submit Advanced Imaging Prior Authorization requests. Click here for more 
information. 

New HEDIS Metric Links Diabetes with Kidney Disease
In 2021 NCQA added a HEDIS measure to evaluate whether providers are screening patients with 
diabetes using estimated Glomerular Filtration Rate (eGFR) and urine Albumin-to-Creatine Ratio 
(uACR): Kidney Help Evaluation for Patients with Diabetes (KED). Click here for the guide from NCQA 
and click here for the HEDIS Tip Sheet. 

Diabetes Sweepstakes
Eligible providers who achieve an 80% A1c test closure rate for the 2022 calendar year will be entered 
into a raffle for a chance to win one of five RetinaVue cameras!  Click here for more information. 

Important Updates and Reminders (2 of 3)

https://www.molinahealthcare.com/providers/ky/medicaid/comm/newsarticlepage.aspx?ArticleID=156&lob=&type=IsNewsMediaSpecial&year=All&State=ALL&ArticlePageLink=/providers/ky/medicaid/comm/newsarticlepage.aspx
https://click.memberservices.molinahealthcare.com/?qs=e08b34a3af7649fc90f0096eb876fa911c3ee0cc51d73896d359ae26d1f69cbc0d3bba53b1da0d33c5e683de4e854fbec7083c3646abecc4
https://click.memberservices.molinahealthcare.com/?qs=e08b34a3af7649fc6d2b24761e4abafa315c92a4adce7e5bc1b6b2f80ed8753de563090bd755eb1ded39a3bf25d303075149ba70f74f06aa
https://www.molinahealthcare.com/providers/ky/medicaid/comm/newsarticlepage.aspx?ArticleID=121&lob=&type=IsNewsMediaSpecial&year=All&State=ALL&ArticlePageLink=/providers/ky/medicaid/comm/newsarticlepage.aspx
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Availity Essentials for Providers (1 of 2)
Register for Availity Essentials to gain 24/7 access to the information you need most. www.Availity.com

http://www.availity.com/
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Availity Essentials for Providers (2 of 2)
Join Availity and Molina for a live training webinar, “Availity Essentials Provider Portal Overview for Molina 
Providers.”

Here’s a preview of what you’ll learn: 
• View and submit claims
• Upload supporting documentation using the Send Attachments feature
• Directly message Molina Healthcare/Passport from within the Claims Status and E&B transactions
• Access various SSO capabilities through Payer Space such as: 

• Appeals/Correct Claims
• Authorizations
• Member Roster
• HEDIS® Profile
• Reports

September 22, 2022 @ 11:30am EST
September 30, 2022 @ 11am EST
October 12, 2022 @ 10am EST
October 25, 2022 @ 12pm EST
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One-Stop Help Centers
Training, education, and access to 
programs and CBOs

Free Wi-Fi, meeting rooms, ADA
compliant, telehealth capabilities

Enrollee and provider walk-ins
welcome

Face-to-face healthcare-related
assistance

OWENSBORO
410 Southtown Blvd, 

Suite 3

COVINGTON
1613 Madison Ave

LEXINGTON
127 W. Tiverton Way, 

Suite 128, Unit 4

HAZARD
124 Grand Vue PlazaBOWLING GREEN

636 US 31 W Bypass, Suite A

1
2

3
4

5
6

7

8

LOUISVILLE
TBD
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Trauma Informed Care



11

What is Trauma? 

An event that conveys actual or perceived threat of death, 
serious injury or sexual violation to oneself or someone close.

• Trauma may be acute or chronic.
• The experience of trauma is mediated by each 

individual’s unique perception.
• The special case of racial trauma.
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What is the Impact of Trauma? 
For some, exposure to trauma can become a growth experience, leading to an increased appreciate 
for their own ability to manage and cope with challenging situations or events. For most, trauma, 
especially chronic trauma, can have negative mental and/or physical effects.

M
en

ta
l • Increased 

anxiety and 
depression

• Social 
withdrawal

• Relationship 
difficulties

• Substance use

Ph
ys

ic
al • Heart disease

• High blood 
pressure

• Cancer
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How Widespread is Trauma? 

Trauma is widespread, most individuals will have some 
experience of trauma in their life.

• Combat exposure
• Child sexual and physical abuse
• Serious accidents
• Sexual and physical assault
• Bullying
• Natural disasters
• Terrorist attacks 

of adult patients have 
experienced at least 
one ACE as a child

61%

More than 1 in 3 women 

and 1 in 4 men have 
experienced rape, physical 
violence, and/or stalking by 

an intimate partner ~65% 
of adults have had 

traumatic 
experiences
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Why is Understanding Trauma Important for Health 
Care Providers? 

Trauma may be an underlying contributor to the problems for which individuals are seeking care.  Health 
care procedures may involve intrusive physical or psychological procedures which can trigger memories 
or traumatic experiences.  Exposure to patients with trauma can result in secondary trauma for the 
health care professional
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How Can Health Care Providers Address Trauma 
in Their Patients? 

Trauma-Informed Care is the practice of integrating knowledge about trauma into operating 
procedures and actively avoiding re-traumatization.

• Provide a safe environment
• Adjust what you say
• Adjust what you do
• When challenging behaviors occur, ask “what happened to the patient?” rather than 

“what’s wrong with the patient?”



16

What’s Wrong vs What Happened? 
Changing your mindset while evaluating individuals is one of the most effective ways providers can 
implement trauma-informed care!  

Typical Thought Process Trauma-Informed Thought Process
“The patient is sick, ill, or bad.” “The patient is hurt and suffering.”

“Patient behaviors are immoral and need to be punished.” “Patient behaviors are survival skills developed to live 
through the trauma but are maladaptive in everyday 
society.”

“Patients can change and stop immoral destructive 
behaviors if they only had the motivation.”

“Patients need support, trust and safety to decrease 
maladaptive behaviors.”

“We need to manage or eliminate patient behaviors.” “We need to provide opportunities for patients to heal
from their trauma.”

“System of care should be created to minimize short term 
costs and contain immoral behaviors.”

“System of care invests in healing trauma, saving money 
over the long term.”

“The patient is manipulative.” “The patient is trying to get their needs met.”
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Refused 

Resisted

Non-compliant

Unmotivated

Low functioning 

What Can You Say and Do? 
Adjust what you say: 
Consider avoiding certain words when describing 
patients and their behavior.  To promote recovery, 
shift away from words and phrasing that portray a 
patient as having difficult or non-ideal characteristics.

Declined 

Chose not to

Experiencing

Has a history of

Has difficulty with

Adjust what you do: 
The way providers interact with patients matters!  A 
few key changes can support children who have 
experiences adverse childhood effects: 

• Ask before touching
• Introduce yourself each time you enter the 

room
• Explain procedures prior to performing
• Offer choices as often as possible
• Create a therapeutic relationship
• Alter the environment
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Promoting Resiliency in Your Patients

 Recognize and reinforce patients’ strengths
 Respect patient choice
 Promote good physical and mental health
 Encourage development of protective factors:

• Social supports
• Self-care activities
• Connection with spiritual resources

Respect

PromoteEncourage

Recognize
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Taking Care of Yourself

• Cultivate an environment where it’s acceptable to talk about how you feel.
• Know what situations or events are likely to elicit an emotional reaction from yourself.
• Accept that mistakes will occur.   
• Monitor your own physical and mental health.  Build time into your schedule for self-care.
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Be kind, for everyone you meet is 
fighting a hard battle. 

-Ian Maclaren
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Resources

Kentucky Strengthening Families - Cabinet for Health and Family Services

What is Trauma-Informed Care? - Trauma-Informed Care Implementation Resource 
Center (chcs.org)

Trauma-Informed Care | Agency for Healthcare Research and Quality (ahrq.gov)

Trauma Informed Care - PTSD: National Center for PTSD (va.gov)

Key Ingredients for Successful Trauma-Informed Care Implementation (samhsa.gov)

https://chfs.ky.gov/agencies/dph/dmch/ecdb/Pages/kysf.aspx
https://www.traumainformedcare.chcs.org/what-is-trauma-informed-care/
https://www.ahrq.gov/ncepcr/tools/healthier-pregnancy/fact-sheets/trauma.html
https://www.ptsd.va.gov/professional/treat/care/index.asp
https://www.samhsa.gov/sites/default/files/programs_campaigns/childrens_mental_health/atc-whitepaper-040616.pdf
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Thank you! 
Contact Us! 

www.PassportHealthPlan.com/ItMatters
ItMatters@passporthealthplan.com

http://www.passporthealthplan.com/ItMatters
mailto:ItMatters@passporthealthplan.com
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