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Louisiana Department of Health and Hospitals
BAYOU HEALTH Informational Bulletin 12-27
Revised November 14, 2012; Revised March 7, 2013

Issue: Bayou Health Provider Issue Escalation and Resolution

The Bayou Health Plan Contract requirements relative to Provider Services are located in Section 10 of the
Prepaid Health Plan Contracts and Section 9 of the Shared Savings Plan Contracts. Each Bayou Health Plan is
required to “operate a toll-free telephone line to respond to provider questions, comments and inquiries. The
provider access component of the toll-free telephone line must be staffed between the hours of 7am - 7pm
Central Time Monday through Friday to respond to provider questions in all areas, including provider
complaints and regarding provider responsibilities.”

In addition, the Contracts require that each Health Plan maintain a Provider Complaint System for in-network
and out-of-network providers to dispute the Health Plan’s policies, procedures, or any aspect of the Plan’s
administrative functions. As part of the Provider Complaint system, the Health Plan is required to “have
dedicated provider relations staff for providers to contact via telephone, electronic mail, surface mail, and in
person to ask questions, file a provider complaint and resolve problems, to identify a staff person specifically
designated to receive and process provider complaints, and ensure that a Plan executive with the authority to
require corrective action are involved in the provider complaint process as necessary.”

Each Bayou Health Plan has provided a synopsis of their established processes for addressing and escalating
provider questions, comments, inquiries, and complaints. DHH strongly recommends that providers
document the name of the Plan representative(s) with whom they speak or communicate via e-mail along
with the time and date and provide that information as issues are escalated.

Note that if e-mailing protected health information to the Health Plan (or DHH), providers should use secure
e-mail.

Bayou Health Plans are required to submit a monthly report of all provider complaints to DHH including the
issue in the complaint. These reports will be closely monitored by DHH for trends and matters that may
require corrective action by the Health Plan.
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Second Level laprovidercomp@amerigroup.com

Beverly Snell Thomas
Provider Network Manager
bthomas@chsamerica.com

Haley Smith

Haley.Smith@
lacarelouisiana.com

Shelton Evans, Supervisor,
Provider Relations
sevans@centene.com

Monica Thurmond
Manager, Provider Relations
Louisiana Medicaid PR@
UHC.com

Anita Gregoire
Provider Services Supervisor
Anita.gregoire@molinahealthcare.com

Sonya Nelson, COO

sonya.nelson@
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Executive
Level

Kyle Viator
Executive Director
kviator@chsamerica.com

Annie Garnier

annie.garnier@
lacarelouisiana.com

Randall Guillory, VP of
Network Development and
Contracting
rguillory@centene.com
Kevin Campbell, VP of
Operations
kecampbell@centene.com

Suzanne Pierce, Chief Operating
Officer
Suzanne.pierce@uhc.com

Mary Lieux
Provider Services Manager
Mary.Lieux@MolinaHealthCare.Com
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