
MARCH 2015

Excellence in 
Member Services  

Felicia Sears, Director of Operations is 
primarily responsible for Member Services, 
Enrollment and Claims.  You might wonder 
how these departments interface with each 
other, but they are all essential to the 
delivery of services at Trusted Health Plan.   

Ms. Sears makes sure 
that every member call is 
handled professionally 
and expeditiously, that 
every members is 
properly enrolled in the 
Plan with a Primary Care 
Provider and that every 

provider clean claim is processed within 30 
days.  Ms. Sears is a hands on Director, who 
challenges her staff to go in the field to 
make sure that member needs and 
additional services, are identified and 
resolved.  “One of our biggest challenges is 
finding our homeless members who need 
services, therefore I implemented Trusted’s 

CEO Message 

Organizations can have key 
insights that quickly show the 
best vision forward.  For 
Trusted Health Plan, our 
approach to educating and 
supporting our members 
through lifestyle advice and 
programming, has become a 
key insight into our future.   

We are happy to announce 
the 12 month anniversary of 
our Health and Wellness 
Center located in Ward 7.  In 
the last 12 months we have 
reduced per patient ER visits, 
per 1,000 members by 700. 
ER visits per 1,000 were at 2,800, and now they are at  
2,100 ER visits per 1,000.   That’s a 25% reduction as a 
result of our proactive Health and Wellness Center.  

THP is setting a striking example with the success of 
our comprehensive healthcare approach.  Not only are 
we driving down costly emergency visits through 
proactive programs, education and outreach, but we 
are setting a lasting example of where investment in 
doing things differently can have unprecedented 
positive results.  Our Health and Wellness center is the 
first of it’s kind, but now we know it won’t be the last. 
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In good health, 

Tommy Duncan 
Chief Executive Officer
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“Feet in the Street” program which focuses on members with no 
known address or phone number.  I am dedicated to making 
sure that every Trusted member is provided with all of the 
benefits that THP has to offer.” 

Wellness Center Kids 

Trusted Health members brought 
their children into the Wellness 
Center for face painting, and 
healthy snacks.  During this time, 
the Trusted Health team were 
able to connect with parents one-
on-one and check in our how well 
the families are choosing healthy 
lifestyles for the kids, parents and 
grandparents! 

Wellness Center Yoga 

The Trusted Health Team is 
seeing momentum with the 
Health and Wellness Center Yoga 
programs.   

The free Yoga programs are 
helping members reduce stress, 
increase flexibility, increase 
strength and have a better 
awareness of their own bodies. 

UPDATE 
THP has selected 12 more members 
to be profiled as Wellness Warriors.  
These members will serve as health 
role models for our THP community 
to inspire and promote positive 
healthy lifestyles.

The lifeblood of Trusted is it’s Member Services Department.  
Felicia has selected the best and brightest to serve as Member 
Services Representatives, including managerial staff with many 
years of experience in the Washington DC managed care 
market.  She ensures that Trusted’s Member Services 
representatives are dedicated to the community, and participate 
in community events on a regular basis.  Her multi-lingual team 
has surpassed the Districts expectations, and plans to exceed 
the goal of 95% of all calls answered within 20 seconds.  Her 
2015 goal?  “98% of every call to Trusted will be answered 
within 15 seconds, with 80% same day resolution.” 

In addition to Member Services and Enrollment, Sear’s 
responsibility for claims ensures that all claims are processed 
timely and accurately.  Her focus on Claims reduces the number 
of bills that are sent to members inappropriately.  Timely claim 
payments also assures that Trusted Provider’s are satisfied, and 
willing to see Trusted members. 

Ms. Sears is excited about Trusted’s future in the District.  “Our 
goal is to be the most effective, responsive health plan in the 
District.  I am thrilled about my role in a Health Plan that truly 
cares about its members.”  
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