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ÁKEPRO is a federal contractor for the Centers 

for Medicare & Medicaid Services (CMS)

ÁKEPRO is the Beneficiary and Family Centered 

Care Quality Improvement Organization 

(BFCC-QIO) in CMS Areas 2, 3, and 4

ÁEach state also has a Quality Innovation 

Network Quality Improvement Organization 

(QIN-QIO), which can be found at: 

www.tiny.cc/QINmap

ÁLivanta is the BFCC-QIO for CMS Areas 1 and 5

KEPRO

http://tiny.cc/QINmap
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KEPRO

** Beneficiaries calling for Immediate Advocacy should choose option 1 on the first 

prompt followed by option 2 to be connected to the beneficiary complaint department.
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ÁDischarge Appeals and 

Service Terminations

ÁBeneficiary Complaints

Á Immediate Advocacy (IA)

ÁPatient Navigation

KEPROôs services are

available for Medicare 

Advantage beneficiaries and 

those with Medicare as a 

secondary. Patient Navigation is only offered 

to Fee-for-Service beneficiaries. 

KEPROôs Services for 

Medicare Beneficiaries
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Person and Family 

Engagement (PFE)

PHILOSOPHY
Person-Centered 

Care

OUTCOME Patient 
Experience

APPROACH
Person and Family 

Engagement
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What is PFE?

ÁA collaborative, proactive 

communication and 

partnered decision making 

between healthcare 

providers, beneficiaries 

and families

ÁWhy?  

ïHelp reduce readmissions

ïMake care safer

ïImprove care transitions 
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KEPROôs Role

ÁOne of two Beneficiary and Family Centered 

Care Quality Improvement Organizations 

(BFCC-QIOs)

ÁEducate beneficiaries, families, providers, 

and stakeholders on the QIO process 

and programs, including Immediate 

Advocacy and Patient Navigation

ÁOverall goal ïbeneficiaries, families, and 

caregivers will have a better understanding 

of the QIOôs role and their health needs, so 

that they are better prepared when talking to 

medical professionals 
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PFE Values

ÁHow will KEPRO assist beneficiaries 

and families?

ïReview Process Clarification

ïImmediate Advocacy

ïPatient Navigation

Respect
Person-

Centered

Health 

Literacy
Accountability
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PFE Values

ÁReview Process Clarification

ïMake sure patients know what to do and what to 

expect next

ïProvide Immediate Advocacy in cases that need 

additional assistance

ïMore realistic expectations about the process from 

beneficiaries and families

Respect
Person-

Centered

Health 

Literacy
Accountability
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PFE Values

Á Immediate Advocacy

ïIncrease use of this process

ïGreater patient satisfaction

ïQuicker time frame

Respect
Person-

Centered

Health 

Literacy
Accountability
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PFE Values

ÁPatient Navigation

ïAssist patients navigating the healthcare system

ïDecrease hospital readmissions

ïEducate about chronic illnesses

Respect
Person-

Centered

Health 

Literacy
Accountability
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Á1-on-1 relationship to:

ïImprove coordination of care

ïIncrease beneficiary satisfaction

ïImprove outcomes

ïEncourage beneficiary to play a pivotal role in planning 

and delivering services 

ïFacilitate communication between beneficiaries and 

their providers

ïEliminate barriers to care

Patient Navigation



16

www.keproqio.com/pfe/

PatientNavigation

http://www.keproqio.com/pfe/PatientNavigation
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www.keproqio.com/pfe

Resource Center  ǅImmediate Advocacy  ǅPatient Navigation

http://www.keproqio.com/pfe
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Summary

ÁKEPRO provides PFE services for beneficiaries:

ïImmediate Advocacy

ïPatient Navigation

ÁPFE encourages a partnership between 

providers, beneficiaries, and families to 

co-create health and wellness goals 
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Summary

ÁPFE provides proactive communication and 

partnered decision making between healthcare 

providers, beneficiaries, and families

ÁWhy?

ïHelp reduce readmissions

ïMake care safer

ïImprove care transitions

ÁFor more information, visit www.keproqio.com

ÁTo subscribe to KEPROôs newsletter, visit 

www.keproqio.com/bene/newsletter.aspx

http://www.keproqio.com/
http://www.keproqio.com/bene/newsletter.aspx
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partnership/patient-and-family-engagement/the-patient-and-
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Nancy Jobe

216.396.7537

Nancy.Jobe@bfcc4.hcqis.org

Your feedback on todayôs presentation is 

appreciated: www.tiny.cc/BFCCoutreach

The information presented by KEPRO is conditionally effective 

through July 2019. However, the Centers for Medicare & 

Medicaid Services can adjust time frames and guidelines as 

necessary. For the most up-to-date information, please visit our 

website at www.keproqio.com.

mailto:Nancy.Jobe@bfcc4.hcqis.org
http://www.tiny.cc/BFCCoutreach
http://www.keproqio.com/
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Questions

Publication No. A234-610-12/2017. This material was prepared by KEPRO, a Medicare Quality Improvement Organization under contract with the 

Centers for Medicare & Medicaid Services (CMS), an agency of the U.S. Department of Health and Human Services. The contents presented do 

not necessarily reflect CMS policy. The information contained in this document is conditionally valid through July 2019.



hǳǘƭƛƴŜ ƻŦ ¢ƻŘŀȅΩǎ нκнκн QUESTIONS



IMPACT OF NEW EPA RULES ON 
YOUR PRACTICE

Questions? Contact David Schaafat dschaaf@iarx.org or 515-270-0713


