
CELEBRATING



September 1996- September 2016

1996
Began operations 
with 62,000 
Medi-Cal Members

62,000
Medi-Cal Members

2008
Ranked the #1 Medicaid 
Plan in California by U.S. 
News and World Report

#1 
Medicaid 
Plan

2011
Reached 
500,000 Members

500,000
Medi-Cal Members

2015
• Launched enterprise-wide  
   LEAN process improvement
• Introduced a breakthrough  
   strategy to improve community  
   health access by creating the  
   Network Enhancement Fund  
   and Provider Capital funds to  
   bring new providers to the  
   Inland Empire
• Launched the first Community  
   Resource Center in San       
   Bernardino, to help members  
   and the general community  
   stay more active and healthy

1 MILLION
Medi-Cal Members

1998

2000

2002

2005

Launched the Healthy 
Families Program

Launched the 
Open Access Program 
for foster care children

Launched the
Healthy Kids Program

2007

Launched IEHP Medicare 
DualChoice (HMO SNP) for 
Members with both 
Medi-Cal and Medicare

2010

Developed an in-house 
Behavioral Health Department 
and new innovation 
programs: diabetes 
management, enhanced 
primary care access and the 
Health Navigator Program

2016

• Launched five 
   Strategic Priorities 
   to drive IEHP toward  
   its goal of becoming 
   a 5-star health plan

One of the first Medi-Cal-only 
health plans in California to 
receive “Commendable” 
NCQA accreditation

Open Access 
Program

Healthy 
Families 
Program

Healthy Kids 
Program HMO 

SNP

Innovation 
Programs

• Partnered with the        
   Riverside and San      
   Bernardino County   
   medical societies to form      
   the Inland Empire EHR      
   Resource Center, to help      
   primary care providers     
   adopt and use electronic      
   medical records

Reached 
1 million Members

HEALTH PLAN

HUMAN
DEVELOPMENT

QUALITY OF 
CARE & SERVICES

PRACTICE
TRANSFORMATION

ACCESS
TO CARE

TECHNOLOGY &
DATA ANALYTICS 

IEHP’s 5 Strategic Priorities

2014

Implemented the Affordable 
Care Act, including Medicaid 
Expansion.
• Launched IEHP DualChoice  
   Cal MediConnect Plan
• Expanded the Provider      
   network to more than 4,000

20 YEARS OF IEHP AT A GLANCE:



Executive Team
 
Dr. Bradley Gilbert 
Chief Executive Officer 
 
Rohan C. Reid 
Executive Officer 
 
Susan Arcidiacono 
Chief Marketing Officer 
 
Kurt Hubler 
Chief Network Officer 

Dr. Jennifer N. Sayles  
Chief Medical Officer  
 
Michael Deering 
Chief Information Officer 

Marcia Anderson
Chief of Medical Services

Janet Nix 
Chief of Organizational Development 
 
Vacant
Chief Financial Officer 
 
 

Governing Board
 
Eileen Zorn, Chair
Former Healthcare Clinician and Educator

 
Marion Ashley, Vice-Chair 
Fifth District Supervisor 
Riverside County Board of Supervisors 
 

John Tavaglione 
Second District Supervisor 
Riverside County Board of Supervisors 
 
Josie Gonzales 
Fifth District Supervisor
San Bernardino County Board of Supervisors 

Curt Hagman
Fourth District Supervisor
San Bernardino County Board of Supervisors 
 
Dr. Dan Anderson 
President/CEO
Riverside Community Health Foundation 
 
Andrew Williams 
Former Logistics Support and Communications 
Electronics Officer, United States Air Force

IEHP LEADERSHIP  TEAM

IEHP is proud to celebrate its 20th year of ensuring  

that Inland Empire residents have access to 

convenient, affordable, and quality healthcare. 

Since its inception on September 1, 1996 as the 

region’s first Medi-Cal managed care plan, IEHP’s 

mission has been to improve the delivery of quality, 

wellness-based healthcare services for Members 

with Medi-Cal and Medicare, in partnership with 

our Providers.

In our first two decades, we’ve grown from 62,000 

Members to more than 1.2 million. Our guiding 

principle, embedded into our Team Culture, is 

to always do what’s right for our Members, for 

our Providers and for our Team Members. To that 

end, we’ve continuously strengthened our Provider 

network – now 4,000 strong – so Members can 

see a doctor when and where they need one.  

We’ve invested in a groundbreaking initiative to 

bring more Providers to the Inland Empire. We 

empower Members to actively manage their own 

health, through innovative programs that emphasize 

care coordination, seamless services and healthier 

lifestyles. And together with community-based 

organizations that share our commitment to better 

health and health access, we’ve encouraged greater 

utilization of preventive care services, promoting 

education and wellness, and much more. 

As we look forward to the years and decades to 

come, IEHP embraces its role as a leader in improving 

access to care throughout the Inland Empire. We 

look forward to pioneering even more innovative 

partnerships, programs and services to meet the 

Bradley P. Gilbert, M.D., M.P.P. 
Chief Executive Officer

Eileen Zorn
 Chair, IEHP Governing Board

A MESSAGE FROM OUR     
CEO & BOARD CHAIR



OUR COMMITMENT  
TO OUR MEMBERS



At IEHP we’ve always placed our Members’ health care needs above all else. In partnership 

with our Providers, we remain committed to helping Members get the care they need quickly, 

with courtesy and respect.

WE PLACE MEMBERS FIRST

Throughout the past 20 years, we have 

continuously tailored our services and 

programs to meet the needs of our Members. 

Today, Members can access care when 

and where they need it -- from their primary 

care physician, to urgent care centers, the  

24-hour Nurse Advice Line and even alerts 

via mobile phone text.

Members also have numerous resources 

for managing their own health care. These 

include our self-service online portal and 

mobile App, our best-in-class Member 

Services phone line, our caring nurses and 

all of our Team Members. 
 

We also continue to add more physicians  

to our Provider network, through an 

innovative subsidy program with our 

Independent Physician Associations (IPAs), 

medical groups and hospitals to attract 

Providers to the Inland Empire.

Did You Know?
More than 9 out of 10 IEHP Members 
said IEHP treats them with courtesy 
and respect.

Primary Care 
Physicians 

1,300+
Urgent Care  

Vision Providers 

340+

Pharmacies

740+

Specialists and 
Mental Health Providers

2,950+

Hospitals

37

90+
Skilled 

Nursing Facilities

90+
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Health Navigator Program
As a nationwide model for health plans and 

Providers, the Health Navigator Program 

guides Members in accessing their healthcare 

benefits. It also helps Members improve their 

overall health through a series of educational 

in-home visits. 

Transition of Care Program

IEHP’s Transition of Care Program, in 

partnership with Charter Healthcare Group, 

focuses on at-risk IEHP Members, including 

the homeless or homebound. Most have 

chronic medical conditions coupled with 

behavioral health or social needs. The 

program provides 24/7 access to a clinical 

team who meet Members anywhere they feel 

comfortable -- a home, motel, park or even 

a fast-food outlet. Preliminary data show the 

program has helped our Members avoid 

emergency department visits.
 

Landmark Program

The Landmark program provides in-home 

medical care and education for IEHP 

DualChoice and Medi-Cal Members with 

more than five chronic conditions. The 

program helps improve overall health 

for vulnerable Members while lowering 

emergency department visits and hospital 

readmissions.

Care for the Homeless

IEHP has partnered with the Riverside County 

Housing Authorities and the Illumination 

Foundation to provide homeless IEHP 

Members with a safe place to stay when they 

are discharged from the hospital. Members 

are given a clean place to sleep, daily meals, 

hygiene supplies and access to laundry, for 

one to three weeks as they recover from an 

injury or illness. They receive medical care, 

wound care, medications and transportation 

to follow-up appointments. They also get help 

applying for food stamps, unemployment 

and other benefits, and are connected with 

supportive services to help them find long-

term stable housing.

INNOVATIVE PROGRAMS MEET MEMBERS’ NEEDS

IEHP continuously adds innovative programs to help our Members stay healthy and get the 
care they need. These programs include:



Herbert Keller, 41, has been trying to get his 

Type 1 diabetes under control for 37 years. 

When he was diagnosed with the disease 

at age 4, insurance covered the insulin he 

needed but not the syringes. His mother fought 

fiercely to get the syringes covered, and 

finally succeeded. In the interim, though, she 

strained to afford the cost, and Herbert wasn’t 

able to take his insulin as often as he should. 
 

“My daily life is hard because of all the 

complications I’ve had from the uncontrolled 

diabetes,” Herbert says today. He can’t work 

or drive, and suffers from multiple chronic 

health issues related to his disease. 

As an IEHP member since 2006, he praises 

IEHP for getting him the help he needs. “IEHP 

was able to get me an insulin pump with 

continuous glucose monitoring,” Herbert said. 

“I cried with joy when my care coordinator, 

Donna, told me it had been authorized.”
 

In just the first few days of use Herbert said 

he could already tell his blood sugars were 

improving. He hopes the machine will stabilize 

them enough that he can go back to work. 

“IEHP has been the only health plan that 

has ever gone the extra mile to get me what 

I need,” he said. “Their associates are like 

family members to me.”

IEHP IS THE ONLY 
HEALTH PLAN  
THAT HAS GONE 
THE EXTRA MILE” 
- HERBERT KELLER

“ I’M ABLE TO SEE 
THE DOCTORS OF 
MY CHOICE” 
- DANIELLE LEWIS

Danielle Lewis, 39, of San Bernardino 

wondered why her life always seemed to be 

an emotional whirlwind, and why she often 

found herself at odds with other people. 

Then, two years ago, she was diagnosed 

with bipolar disorder. Today, thanks to IEHP, 

her illness is under control, with medication 

and psychiatric therapy that she otherwise 

could not afford.

“Before, I would go from being happy to 

crying uncontrollably and feeling hopeless 

and lost,” she said. “Life looked and felt so 

gloomy. I’m grateful to IEHP.”

Danielle, who has been an IEHP Member 

since  September 1996, suffers from migraine 

headaches, arthritis in both knees and obesity, 

in addition to her bipolar disorder. She attends 

a headache clinic, weight-loss classes and is 

receiving ongoing treatment for her arthritis, 

including surgery on one knee. 

“The best thing about IEHP is there’s no co-

pay and I’m able to go to the doctors of my 

choice,” she said. “I have a lot of rapport with 

my doctors; some of them I’ve been seeing 

since I was a child. Because of IEHP I have a 

broad spectrum of choices for my lifestyle.” 

“



OUR COMMITMENT  
TO OUR PROVIDERS



A fast, secure Provider portal for viewing 

patient authorizations, claims, health 

records and more; 

A Provider Call Center for “one-stop-shop” 
telephone access to information or help 

resolving issues;

Online education and on- and off-site 

Provider training.

Our ground-breaking $16 million Network 

Enhancement Fund uses specially-

designated dollars to attract primary 

care physicians, specialists, physician 

assistants, nurse practitioners to the  

Inland Empire; 

The $30 million Provider Capital Fund 

helps Providers build, lease or expand new 

clinics in our communities.

 

Since our first day, Providers have been IEHP’s critical partners in improving health and 

health care access in the Inland Empire. We enhance this partnership through:

PARTNERING TO ENHANCE  
HEALTH AND HEALTH ACCESS

•

•

•

Tools and support, including:

Financial help to grow and expand  
their practices: 

•

•

•

•

•

•

Helping Providers improve care delivery  
and coordination:

The Global P4P program and the 

Preventive Care P4P program, which 

offer performance incentives to Providers 

to ensure IEHP members receive timely 

immunizations and preventive care;

The Inland Empire EHR Resource Center, 

which offers assistance with electronic 

medical records; 

New online tools that enhance integration 

between Behavioral Health and medical 

services. 

The Inland Empire Health Information 

Exchange (IEHIE) which provides real 

time information when Members access 

the ED or are admitted to the hospital.

The Provider Advisory Committee (PAC) ensures 

Providers have a forum for providing input and 

feedback to IEHP on items including:

• Contracting models/methodologies

• Benefit changes and interpretation

• Policy/procedure changes

• Program changes

PAC membership includes primary care, specialty, 

hospital, pharmacy and vision Providers contracted 

with IEHP. 

Did You Know?
For the past 20 years, IEHP has 
consistently scored in the 90th percentile 
nationwide for Provider satisfaction.
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I’M GIVING  
BETTER CARE 
BECAUSE OF IEHP” 
- DR. ASHISH MALHOTRA

“
As a family medicine physician with practices 

in Rancho Cucamonga and Apple Valley, 

Ashish Malhotra, MD is always pushing 

himself to be a better doctor and help his 

patients. Fellowship-trained in geriatric 

medicine, Dr. Malhotra treats all ages, from 

newborns to seniors in their 90s. More than 

half his patients are covered by IEHP, and 

Dr. Malhotra appreciates the resources IEHP 

offers to help him provide the best care 

possible. 

That includes IEHP’s online provider portal, 

patient education resources and its smooth 

referral process when patients need to see a 

specialist. “I do a lot of nursing home care,” 
Dr. Malhotra said. “Referrals can cause 

delays in care, which is a problem, especially 

for older, frail patients. With IEHP the referral 

process is much faster and easier.”

Dr. Malhotra believes addressing behavioral 

health needs is as important as treating 

physical issues, and he has directed many 

patients to IEHP’s behavioral health resources. 

Also important to his patients is IEHP’s vision 

coverage. 

“I had one patient who I referred to optometry 

because of a refraction problem,” he said. “It 
turned out he had Marfan’s syndrome, which 

is a very rare condition. After he saw the 

optometrist and ophthalmologist is when we 

made the connection.” 

Of particular importance to his practice 

and his patients is IEHP’s preventive care 

resources, Dr. Malhotra said. “IEHP provides 

me with a list of what immunizations, 

tests, annual exams, and other services 

each patient is due for. Quite a few of my 

patients have multiple chronic conditions 

like diabetes, cardiac disease, high blood 

pressure, kidney disease and more. So when 

the patient arrives I already know what he or 

she needs, and can address those things. I’m 

giving better care because of IEHP.”
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OUR  
COMMITMENT  

TO OUR  
TEAM MEMBERS



IEHP’s Team Members have always been valued for their professional and technical skills. 

But what sets our Team Members apart is their passion for and belief in IEHP’s mission, and 

always doing the right thing for our Members and Providers.

A VALUED TEAM CULTURE

As one of the region’s largest and fastest-growing 

employers, IEHP emphasizes a Team Culture that 

embraces our values, beliefs and approach to 

interacting with people both inside and outside 

our organization. 

In return, IEHP provides a supportive, collaborative 

Team Culture that values each individual and 

encourages Team Members to engage and share 

their expertise and ideas. IEHP also believes in 

keeping its Team Members ahead of the curve 

as the healthcare industry continues to transform, 

with ample opportunity for training, development 

and growth.

Did You Know?
In 2014 IEHP was named: 
• Favorite Overall Company  
   to Work For  
• Favorite Training Program  
• Favorite Workplace Culture  
– The Los Angeles News Group’s Winning     
   Workplaces survey.

I WOULD  
NOT WORK  
ANYWHERE ELSE” 
- MICKY GIL

When Micky Gil applied in 1997 for a job as 

a Member Services Representative in IEHP’s 

Call Center, she questioned the company’s 

stability and her prospects for a long-term 

career. IEHP had begun operations just one 

year before. Micky was its 89th employee. 

Now, 19 years later, Micky is IEHP’s Member 

Services Training Quality Manager, with two 

teams reporting to her – and she wouldn’t 

consider working anywhere else. 

“Since day one at IEHP I’ve been not just 

an employee, but part of a family,” Micky 

said. “My managers always believed in 

me and helped me achieve my goals.  

I started working here when I was 20, and 

thanks to IEHP I’ve made it my career.” 

“At IEHP you have tremendous opportunity, 

and tremendous support from management,” 
she continued. “And while you’re here you 

have fun. One of the best things about the 

organization is its team culture, where we 

always help each other, and always feel 

valued.”

“And I’m always learning, never static,” she 

went on. “It’s been a great experience. I look 

forward to coming to work. I feel like I make 

a difference every day.”
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OUR COMMITMENT  
TO OUR COMMUNITY



FOSTERING HEALTHIER LIVES

The IEHP Community Resource Center (CRC) in San Bernardino helps the community get and 

stay healthy. Both IEHP Members and the general community can participate in free healthy 

cooking demonstrations, join free fitness classes like Zumba, Yoga, Tai Chi, take health classes 

like “Asthma 101” and “Diabetes Basics” and even hear programs on “Understanding Your 

Gas, Electric and Phone Bill” and “Composting.” They can also connect with community 

programs, find out how to get affordable health coverage and more.

IEHP Community Resource Center
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We encourage our Members to establish a voice and share their opinions through our  
Member advisory committees:

ADVISORY COMMITTEES  
PROVIDE VALUABLE INSIGHT

For the past two decades, IEHP has partnered 

with community-based organizations to help 

Inland Empire residents access the full scope 

of health-related services and resources 

available to them throughout the region. This 

community engagement includes:

Inland Empire Disabilities Collaborative

The IEDC brings together members from 

organizations throughout the Inland Empire 

to promote equal opportunity and universal 

access for Members with a chronic illness, 

behavioral health issue, or physical disability. 

The program has been particularly instrumental 

in connecting regional organizations that 

serve seniors and people with disabilities.

Inland Empire Coordinated Care Initiative 

Advisory Committee

The IECCI maximizes information exchange 

among Providers, county agencies, and non-

profit community agencies serving people 

with Medicare and Medi-Cal.

IEHP Community Partner Network Meeting

Each month more than 65 representatives 

from community-based organizations, service 

agencies, clinics and schools share health 

care news and resources, with a focus on 

enrolling the uninsured in health programs.

PARTNERING WITH COMMUNITY-BASED ORGANIZATIONS

Public Policy Participation Committee
The PPPC, which meets quarterly, brings 
together IEHP staff and plan Members in 
collaborative meetings whose goal is to 
improve how IEHP delivers care and services.

Persons with Disabilities Workgroup
The PDW, which meets quarterly, allows 
Members with disabilities to give feedback to 
IEHP on member materials, their experiences 
receiving care, communication needs and 
any challenges they are experiencing 
accessing care.



HEALTH PLAN

HUMAN
DEVELOPMENT

QUALITY OF 
CARE & SERVICES

PRACTICE
TRANSFORMATION

ACCESS
TO CARE

TECHNOLOGY &
DATA ANALYTICS 

IEHP’s 5 Strategic Priorities

OUR COMMITMENT  
TO OUR FUTURE



Our five Strategic Priorities provide a roadmap for future success. They outline specific 

objectives we will pursue in the next few years to continue to grow and strengthen the 

services we provide throughout the Inland Empire, driving us to become a 5-star health plan. 

STRIVING TO BECOME A  
5-STAR HEALTH PLAN

       QUALITY OF CARE AND SERVICES

IEHP will continue to improve the quality of our 

services, and our Member satisfaction. Key 

areas of focus include pro-actively working 

with Members and Providers to increase 

utilization of preventive care services and 

care for chronic conditions.
          

       ACCESS TO CARE

We’ll ensure that Members continue to 

receive the care they need, when and 

where they need it. We will focus on timely 

appointments with both primary care 

physicians and specialists, and access to 

specialty services and medications.

       PRACTICE TRANSFORMATION

Working with key high volume primary care 

physicians and some specialists, we will 

improve the integration between physical  

 

 

 

 

 

 

and behavioral health treatments. The goal 

is to improve the use of data in physician 

practices, which will help ensure that IEHP 

Members receive the care and services that 

they need.

         HUMAN DEVELOPMENT

We will continue to invest in our workforce, 

by strengthening training, recruitment and 

retention strategies and processes to attract, 

retain, and develop Five Star Team Members, 

keeping IEHP a great place to work.
 

          TECHNOLOGY AND DATA ANALYTICS

We will continue to integrate, develop, 

implement and deploy data and reporting 

systems for use by our Providers, Members 

and Team Members, to measure our progress 

and help accomplish our goals.

 

The fast-changing healthcare landscape will continue to bring transformation -- and 

challenges -- in the decades to come. IEHP is committed to this future. With our strategic 

priorities guiding us, we’ll continue to seek opportunities for innovation and improvement. 

Together with our Providers and community partners, we’ll continue to work collaboratively 

to meet the needs of our Members. Above all, we will remain committed to our mission and 

the core values upon which we were created more than two decades ago. We are proud of 

our past, and we are looking forward to our healthy future.

INNOVATION, OPPORTUNITY AND TEAMWORK
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“Whether you are a patient, a provider, a business, a health 
plan, or a taxpayer, it is in our common interest to build 
a healthcare system that delivers better care, spends 
healthcare dollars more wisely and results in healthier people.”  

-- HEALTH AND HUMAN SERVICES SECRETARY SYLVIA BURWELL

OUR MISSION
To organize and improve the delivery of quality, accessible and wellness based  
healthcare services for our community.



Inland Empire Health Plan (IEHP) is a not-for-profit, 
rapidly growing Medi-Cal and Medicare health plan 
in California. With a Provider network of more than 
4,000 Providers, and 1,800 employees, we serve 
more than 1.2 million residents of Riverside and San 
Bernardino counties enrolled in Medi-Cal and Cal 
MediConnect Plan (Medicare-Medicaid Plan).

10801 Sixth Street, Suite #120

Rancho Cucamonga, CA  91730

www.iehp.org


