
Health Choice Integrated Care (HCIC)’s primary 

mission upon becoming the regional behavioral 

health authority for Northern Arizona was to 

build an innovative case management model 

for addressing the needs of a new, integrated 

population.

The major goal of that mission has been to make 

sure that our behavioral health and physical 

health homes within our network have 

designated case managers to ensure that all 

invested parties are informed and effectively 

communicating. This means that primary care 

physicians and psychiatrists aren’t having to take 

time away from patients to talk to each other; 

case managers are doing that work so that 

everyone, including the member, stays informed 

and up to date on a member's treatments.

Furthermore, every HCIC member receives an 

integrated care plan. Case managers work in 

tandem with doctors, as well as social workers, 

nurses and other clinicians, and then combine all 

that information into a plan that’s updated at 

least quarterly. Because there’s one single person 

acting as a clearinghouse for all that information, 

the plan is timely in terms of medication 

information, new treatment referrals and 

anything else that touches on a member’s care.

A member-facing program benefit includes the 

assignment of a Healthcare Buddy, a "concierge 

service" for the member. Every member receives 

a card with their Buddy's name, phone number 

and photo, and can call any time they hit a snag 

navigating the system, or just have a question or 

concern. HCIC members have responded 

positively to having a dedicated and informed 

resources to provide help and address concerns. 

At the same time, our members have become 

more engaged because they know they have a 

partner who will work with them.

Our Population Care Leads, or PCLs, also work 

with a medical officer to pull together data from 

HCIC’s medical management utilization system, 

as well as a Johns Hopkins predictive analytics 

system. That means multiple population 

outcomes and other measures can be tracked 

and reported. These measures show HCIC the 

trends of concern, so that the information can be 

pushed to our case managers, so they can act on 

the concerns. At the same time, case managers 

are also filtering information backs up to the 

PCLs, who can look at the research and see if 

there’s a trend that they need to be following, or 

factoring into, their analyses.
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