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ersonalized care in Orange County
As a Kaiser Permanente member, we provide you with the tools you need to take

an active role in your health. We provide a focus on preventive care and wellness
programs, along with extensive online tools. Your care team is devoted to your total
health, and is linked to your electronic health record, helping to ensure they have the
up-to-date information they need to provide you with personalized care.

Our team approach to total health combines highly qualified doctors with other skilled
health care professionals. These team members have access to advanced research and
innovative technology, so you can benefit from safe and informed care that’s right for you.

Good health care begins with developing a relationship with your physician. We
encourage our members to choose a personal physician who will provide or coordinate all
medical services. As a member, you can use My Health Manager to schedule an
appointment with your physician, or email your doctor’s office with routine health questions
anytime. You can also check most lab results and refill prescriptions — all online. Your
personal physician is your partner in good health.

Frequently, we provide many types of medical services at the same facility, giving you
one-stop service for routine care, laboratory tests, X-rays, and pharmacy, plus timely
access to specialty care, health education classes, optical services, and other health care
services.

In addition to your personal physician, our health care professionals and support staff
work together to meet your individual health needs. This coordinated approach means you
can benefit from the shared expertise of Kaiser Permanente care teams at our two Orange
County hospitals and 23 medical office locations, as well as all Kaiser Permanente facilities
throughout Southern California.

Highly qualified physicians
We believe having a personal physician and trusted advocate is essential to your health.
We select caring, skilled physicians and encourage them to focus on their calling as

healers, innovators, educators, and leaders. We have built a culture of life-long learning
and an environment that fosters open communication, teamwork, and professional
development. And our doctors have a support team of professionals who share the
common goal of improving the health of each member.

Our physicians also receive ongoing training on new medications and medical
technology, as well as education on cultural sensitivity that equips them to provide member-
centered and culturally competent care.

Kaiser Permanente Orange County continues to be on the leading edge of health care
delivery and in recognition of the commitment and dedication of our physicians, nurses and
staff, we are proud to have received the following awards in 2013:

u U.S. News & World Report’s Annual “Best Hospitals” Ranking
u Top Performers on Key Quality Measure by The Joint Commission 
u The Leapfrog Group’s “A” Hospital Safety Score
u J.D. Power and Associates highest ranking in Employer Satisfaction Study
u Best Places to Work in Orange County by Orange County Business Journal
u Orange County Register Top Workplaces
u American’s 100 Best Hospitals for Patient Experience in Obstetrics by WomenCertified
u America’s Best Hospitals for Patient Experience by WomenCertified

Quality care that’s growing with you
Our new Tustin Ranch Medical Offices, opening in January 2014, bring you more of what

you’ve come to know and expect from Kaiser Permanente — quality physicians,
coordinated care, and a comfortable healing environment. This 60,000-square-foot facility
is conveniently located right off the 5 freeway between the Jamboree and Tustin Ranch
exits.

Members now have even greater access to ample parking, physicians, and specialty
services. This facility offers a broad range of services close to your home or work. 

P
Kaiser Permanente Orange County—Our Commitment to Quality

Departments and services at Tustin Ranch
u Family Medicine 
u Pediatric Specialties*
u Laboratory 
u Pharmacy
u Ophthalmology* 
u Podiatry*
u Optometry 
u Radiology
u Pediatrics 
u Vision Essentials
*By referral only

Our Tustin Ranch Medical Offices will be our largest Pediatrics module in Orange County.
Specialties will include cardiology, development, endocrinology, gastroenterology,
rheumatology, nephrology, occupational therapy, psychiatry, and speech development for
our youngest members.

With more than 468,000 members in Orange County, Kaiser Permanente has also been
a leader in moving health care forward. One way is through Kaiser Permanente’s state-of-
the-art medical record system, HealthConnect™. Our electronic health record system, the
largest in the marketplace, which includes electronic health records, securely connects
members to their healthcare team, their personal information and the latest medical
information. Such timely, critical information helps ensure that each member gets the care
he or she needs – as quickly as possible.

For more information about Kaiser Permanente, please visit kp.org/orangecounty.
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arshall B. Ketchum University, located in Fullerton, is Southern California’s newest
comprehensive health care educational institution. An outgrowth and expansion of
the educational offerings of the 110-year-old Southern California College of
Optometry, the University provides a diversity of health care training opportunities
in an environment focused on interprofessional education.

MBKU’s first new program is the School of Physician Assistant Studies, which is
planned to open in August 2014 and is currently accepting student applications. The
University is proud to offer the first physician assistant program in Orange County and
Assistant Dean and Director Teresa Thetford, PA-C, RNP, MS will lead it. Recently, MBKU
announced plans to add a College of Pharmacy with the first class anticipated in 2016. The
Founding Dean of the College of Pharmacy is Robert P. Rosenow, Pharm.D., O.D.

“The University seeks to re-imagine the future of health care education,” said MBKU
President Kevin L. Alexander, O.D., Ph.D. “For 11 decades, we have provided exceptional
clinical education and patient care, making us uniquely qualified to educate tomorrow’s
physician assistants and pharmacists. Our faculty, students, alumni and trustees are truly
excited about the addition of health care programs and the interprofessional opportunities
associated with this expansion.

“The founder of the Southern California College of Optometry, Marshall B. Ketchum, was
a medical doctor, pharmacist and passionate advocate for medical education,” noted Dr.
Alexander. “As we expand beyond our original emphasis on optometry, we continue to be
driven by our founding values, and a renewed vision for meeting the nation’s need for
highly trained health care experts.”

MBKU is a private, non-profit, educational institution. The University confers a four-year
professional degree, Doctor of Optometry (O.D.) and a Master of Science in Vision Science
(M.S.) degree. MBKU’s developing School of Physician Assistant Studies expects to award
a Master of Medical Sciences (MMS) degree. It’s anticipated that the University’s
developing College of Pharmacy will award the degree, Doctor of Pharmacy (Pharm.D.).

Marshall B. Ketchum University is fully accredited by the Western Association of Schools
and Colleges, and the Accreditation Council on Optometric Education of the American
Optometric Association accredits the Southern California College of Optometry. The
University has applied for provisional accreditation from the Accreditation Review
Commission on the Education for the Physician Assistant (ARC-PA). The School of
Physician Assistant Studies at MBKU anticipates matriculating its first class in August 2014,
pending accreditation-provisional from ARC-PA. Accreditation-provisional is an
accreditation status for a new PA program that has not yet enrolled students, but at the time
of its initial accreditation review, has demonstrated its preparedness to initiate a program in
accordance with the accreditation standards.

The University’s superior 110-year-old optometric clinical program provides patient care
experiences in community optometric clinics, exposure to the delivery of optometric care in
multi-disciplinary settings, and experiences in practices serving a wide variety of ethnic and
socio-economic patient groups. MBKU owns and operates two premier eye and vision care
centers – the University Eye Center at Fullerton located on its campus in Fullerton, and the
University Eye Center at Los Angeles located on Broadway at Martin Luther King Boulevard
near downtown Los Angeles.

For more information, contact MBKU University Advancement at 714.449.7463 or
ketchum.edu.

M
Marshall B. Ketchum University

The future is expecting us

Leading the expansion of health care programs at Marshall B. Ketchum University is President
Kevin L. Alexander, O.D., Ph.D.
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long with collecting traditional copayments, physician practices must now worry about
steadily increasing patient deductibles. According to athenahealth, deductibles as a
percentage of the contracted rate increased by at least 20 percent across the country
from 2009 to 2011.

Any increase in self-pay is bad news for the physician because it’s hard to collect.
Here are some tips for making that task a little easier:

1. Design a formal self-pay policy. The policy should be presented
to patients when they appear at the office for their first visit. The title
should be clear as to the policy’s purpose (such as “Patient
Responsibility for Fees”).

The policy must state unequivocally that patients are responsible for
fees they legitimately owe, and when those payments are expected. Any
late payment charges or discount plan that’s offered should be
explained, as well as the consequences of nonpayment.

2. Incorporate self-pay collection into the workflow. Talk with your
staff about the importance of collecting self-pay amounts. Provide scripts
for the front desk staff to use in asking for copays and deductibles. Identify
employees who are effective in obtaining payments from patients, and look for these skills in new
hires. Consider offering incentives or recognizing the achievements of the self-pay staff.

3. Deploy available technology. Accept all forms of payment, such as credit or debit cards,
cash, checks and HSA/FSA cards. Configure your patient portal to accept online payments,
and use a live call service to accept after-hours payments. Try to accommodate installment
payment plans and automatic credit card payments.

In addition, use real-time adjudication. With this technology, you can bill for service before
the patient leaves the office and receive a fully adjudicated response from the health plan at
the time of service. You can print out the response, displaying total and allowable charges, as
well as the patient’s responsibility.

4. Use both a carrot and a stick. Offer discounts for payments made at the time of service

A
8 Tips to Help Maximize Patient Self-Payment

by Steve Williams, CPA, Managing Partner, HMWC CPAs & Business Advisors

or in cash. Impose a service charge on the bill amount if it’s not paid by a certain deadline.
5. Make automated calls. Use an automated phone system to call patients before their

appointments to confirm their insurance coverage and remind them that copays, deductibles
and past balances are due at the time of service. Alternatively, e-mail patients before their
appointments. Patients are more likely to make payments at the time of service if they know
they’re expected.

6. Remind patients of overdue obligations. Call the day after the appointment if the copay
or deductible wasn’t collected. Make two reminder calls and send two reminder e-mails during
each statement cycle. Configure your patient portal to show up-to-date balances and provide
electronic statements and EOB summaries. Send hard copy statements once a month for at
least four months.

7. Use a collection agency. Bring in a collection agency only when all else has failed,
because the agency will keep a portion of any amount it collects. Once a month, review any
patient accounts that are older than 120 days since the date of service. If there are no
extenuating circumstances, pass them on to a contracted collection agency. Monitor the
agency’s recovery rate and customer service performance to make sure that it’s getting the job
done in a discreet, courteous manner.

8. Obtain information on patient responsibility amounts. Prior to the appointment, obtain
up-to-date information about the patient’s insurance and their share of the deductible that has
been met to date. If the patient hasn’t met his or her deductible for the plan year, ask the
patient to pay the estimated cost of the appointment at the time of check-in.

Additional charges may be incurred for lab tests or additional procedures once the patient is
seen, or insurance may ultimately pay some of the costs already remitted by the patient.
However, additional billing or refunding of overpayments is far less costly than attempting to
bill and collect after the patient leaves the office.

Steve Williams is the managing partner of HMWC CPAs & Business Advisors and heads the
firm’s Healthcare Practice. 714.505.9000, www.hmwccpa.com.

Williams
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he introduction of the Affordable Care Act, new technologies and innovative approaches
to patient treatment and care are having a major effect on the way that health care is
provided. For many, it’s a dramatic shift, but efforts are being made to ensure these
changes result in a positive transformation for Orange County health care.

Fortunately, St. Joseph Health and Hoag understood that they would need to prepare
for the future long before health care reform was a dining room conversation in most

homes. We recognized that health care was too expensive, inconvenient and often
inaccessible to the most vulnerable. At both our organizations, we began working with
hospital leaders, staff members and community partners, developing plans for the changes
that would shift our focus from solely acute care that treats only the most sick or seriously
injured to care that also reaches out into the community and helps people stay well. This is a
fundamental change in our thinking, but one we know is necessary.

We are making strides in “population health management,” a concept encouraged under
health care reform. Essentially, population health management focuses on providing care in a
way that is preventative and manages chronic conditions while ensuring that treatment occurs
at the most efficient and cost-effective level. For us, population health is a welcome idea
because we have been preparing for and perfecting the concept of better managing peoples’
health in and out of the hospital for several years.

One example of how we’ve already shown our ability to better manage the health of
populations is St. Joseph Health’s work here in Orange County. The results of a trial program
were extremely encouraging, showing that by better caring for people before they were
hospitalized (when their conditions were more treatable), we could not only realize savings in
health care costs, but also decrease emergency room visits and lower readmission to the
hospital.

Additionally, in 2013, we made the wise realization that taking care of a larger population
means joining together with the best and most like-minded partners. As a result, St. Joseph
Health and Hoag formed an historic alliance last spring. The intent is to bring the region’s best
minds and most compassionate hearts together to address many of health care’s challenges
and form a network of care like none other. Together, we are now Orange County’s largest
and most comprehensive medical network with close to 3,000 physicians, six hospitals and
urgent care, clinics and medical offices across the region.

This network will also now begin to explore non-traditional means of accessing care — all
with the goal of delivering the right care at the right place and right time. A good example is
worksite wellness programs like the one now up and running at the St. Joseph Health
Wellness Center at our Park Place offices in Irvine. Our new center cares for a steady stream
of our own employees, providing everything from flu shots to lab draws, primary care visits
with a nurse practitioner, annual physicals and a host of services to keep our colleagues
healthy. This site has proven very effective in elevating employee satisfaction, encouraging
preventative care and avoiding “presenteeism” (working while sick).

What’s more, we understand that, to be effective, this network must be both on-ground and
virtual. To this end, we are investing in information technology that will provide excellent
communication and data transmission among our physicians, staff and those we serve. And
this network goes beyond simply connecting everyone involved in our health care delivery
system. Our new virtual network will focus on empowering patients with the data they need to
fully participate in their health care.

With all this transformation comes the recognition that, to accomplish so much, we must
find ways to act more efficiently. Health care reform rewards those systems that provide

T
St. Joseph Health and Hoag: Building the Right Health Care Network

For Orange County in These Transformative Times
services at the appropriate level of care, avoid lengthy hospital stays and, above all, do things
right the first time to prevent readmission.

And that brings us to you, those who work and live in Orange County. This care model will
also require communities to make some changes. It means developing a relationship with
your care provider, establishing a plan to manage chronic issues, checking in on your
wellness regularly and knowing what resources are available for any emergent situation. Of
course, we will be there every step of the way to help make this transition successful and
beneficial for everyone.

Also know that no matter how much health care may change, our dedication to providing
outstanding medical services will remain constant. You may see us serving your
neighborhood in a new and innovative way or, even connecting with you in a virtual
neighborhood. But our commitment to delivering quality, compassionate care doesn’t change.
That’s our promise to you, especially in these exciting times.

In Orange County, the St. Joseph Health/Hoag network includes:

Hospitals
u Hoag Irvine
u Hoag Newport Beach
u Mission Hospital, Mission Viejo and Laguna Beach
u St. Joseph Hospital, Orange
u St. Jude Medical Center, Fullerton

Medical groups
u Hoag Affiliated Physicians
u Hoag Medical Group
u Mission Heritage Medical Group
u Mission Hospital Affiliated Physicians
u Mission Internal Medical Group
u St. Joseph Heritage Medical Group
u St. Joseph Hospital Affiliated Physicians
u St. Jude Affiliated Physicians
u St. Jude Heritage Medical Group

For more information on physicians and hospitals in this outstanding network of care, call
877.459.DOCS.

Mission Hospital, 27700 Medical Center Road, Mission Viejo St. Joseph Hospital, 1100 West Stewart Dr., Orange

St. Jude Medical Center, 101 E. Valencia Mesa Dr., Fullerton Hoag Hospital, 1 Hoag Dr., Newport Beach
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hysicians are in a unique situation when they own their own
practice. Not only are they consumed with patient care but in the
private practice setting, they are also the business owner. Often
physicians do not have the time to devote to practice
administration. There are three areas that I encourage all
physicians to pay close attention to: 

1. Analyze financial statements
2. Protect against fraud
3. Tax planning
Financial statements for practices should be produced on a monthly

or quarterly basis. This allows physicians to review the sources of
revenue the practice is generating and monitor expenses. Having
financial statements prepared in a comparative form will allow a practice
to compare the current year’s activity with the results from the prior year. Some key areas to
analyze include:

u Collections: Have collections improved on a year over year basis?

P
Doctors Are Business Owners

What do you need to know?
u Salaries: Are salaries and wages in line with other practices within your specialty?
u Supplies: Are medical supply costs rising on a year over year basis?
An outside accountant can help analyze practice activity and make recommendations on

how to improve operating results.
The medical practice needs to set up internal financial controls to have adequate

segregation of duties. This will help minimize possible fraud. Medical practices are subject to
fraud risks because of limited employees and typically one employee handles most of the
financial duties. Some items that can be instituted are:

u The employee who enters the bills for payment should not sign the checks.
u The employee who handles cash or check payments does not record the transaction in     

the accounting records or make the bank deposit.
u Deposit cash and checks daily.
At year’s end physicians should have a year-end tax plan prepared by an outside

accountant to minimize income tax obligations. This includes determining the estimated
taxable income of the practice and determining, if any of the following actions may be
necessary:

u Should an employee pension plan be funded for the current year?
u Should a bonus be paid to any employees and the physician?
u Should the practice acquire any needed office equipment?

Whether you own a medical practice or a manufacturing facility, take time to work on your
business. Utilizing the expertise of outside consultants can give you the information that you
need to make decisions about your medical practice. For more information contact Gregory N.
Lewis, shareholder at 714.569.1000 or glewis@ellscpas.com.

Lewis

ou’ve been thinking lately about how best to move your life and career forward. But
where should you start? 

The rapidly changing Southern California economy has
stimulated businesses, organizations and individuals to
re-think their current position and future direction. There
are many diverse educational options for today’s

working professional, particularly in Southern California with
its abundance of community colleges, state universities and
private institutions. The Internet has added yet another
accessible dimension to education. Consequently, when
considering continuing one’s education, today’s toughest
choice is more likely to be “where and how” rather than “should
I or shouldn’t I.”

The College of Continuing and Professional Education (CCPE) at
California State University, Long Beach offers several routes to help you get to where you want
to be:

Certificate Programs
Maybe you want a career change or to gain broader knowledge in your current field. If so,

certificate programs provide an opportunity to meet peers, develop skills in a specific
professional area, and show your competence to current or prospective employers. CCPE
gives you options with more than 50 certificate programs and three professional designations
to choose from, including programs in healthcare, computer technical skills, project
management, global logistics and more.

University Credit Programs
You might have a desire to go back to school for a degree. CCPE offers both non-credit

professional development education and university credit programs (accelerated MBA,
Summer Sessions, Winter Session, Open University, degree completion, etc.).

CCPE’s capabilities extend internationally, providing the global community with access to
quality educational programs and services. Some programs can be offered at a company’s
work site. For more information about these educational opportunities go to
www.ccpe.csulb.edu/OCBJ or contact CCPE’s Student Services Center at 800.963.2250.

Moving Your Career Forward
by Ron Davis, CCPE Marketing Communications

Y
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